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About the Book
Management is all about coping with difficult situations especially uncertainties. Management is part
and parcel of life. Any executive have to follow the POSDCORB rule for every action in the
organization which is Planning, Organizing, Staffing, Directing, Coordinating, Reporting and
Budgeting.
This book brings out the key components of management in business environment. Establishing
business and sustaining the market share are the key targets for a successful business. The book is
divided into four blocks. Every block is provided with objectives and suggested teaching methods.
First block deals with Principles and Practices of Management, second block deals with Strategic
Management, Third block deals with Individual and Organizational Behavior and last block deals with
HRM and OD.
Strategy is part of everyone’s life. Either in terms of relationship or managing work, every one of us
plan to execute our best at any given part of the time. Business strategy is all about aiming for the
best with less time and resources. It takes enormous time to understand the environment to plan
and act. Strategic management course will facilitate to accelerate the understanding in terms of
business, vision and mission.
The block on Individual and Organisational Behaviour towards Waste Management explores
theories, models and approaches to understanding individuals and organizations so as to harness
capabilities of today’s managerial talent on waste management. This material attempts to provide
both conceptual and application of OB models for managers to effectively manage organisations in
the waste management area. More specifically, the course content explains the theories related
with human behaviour formation, perception, learning and their correlations with Organisational
Behaviour.
This book highlights the concepts of group, group behaviour, team, and difference between teams
and groups. The book also explains processes, both internal and external, that continuously shapes
the behaviour of organizations and makes it effective and efficient in a highly competitive scenario.
The importance of personal, interpersonal and group processes in organizational development is
well explained to educate managerial talent and to embody them with necessary knowledge, skills,
attitudes and experiences. Topics on organizational change, development and culture helps aspiring
managers with inputs that informs them to manage oneself at all times and be an effective member
of a working team and work organisations. The book also contains activities and exercises along with
sample questions to suggest learning approaches for students. This book has lot of diagrams, chart
and tables and to do activity which makes the learners to be actively involved in learning process.

Social enterprises are native initiatives within the region with the aim of combating exclusion and
creating well being for individual and communities. They are a key part of the social dynamics in a
country. In fact, social enterprises have proven to be able to contribute to reducing social exclusion
by reintegrating tough groups in to the labour market and by delivering well being services (not
solely welfare services) to the Underprivileged creating jobs at the local level and increasing social
capital and citizens’ participation, thereby creating more sustainable communities. However, a lot
has still to be done to completely harness the Potential of the social enterprises and to better link it
to social and economic Policies. In such a scenario Management policy cannot be borrowed from the
west or other sectors and implemented directly to Indian Organizations particularly rural segment It
has to be tailor made so as to effectively utilize the human potential of this rich country and for a
social cause. The best practices and the best fit have to be identified and applied

for managing

social Enterprises. Thereby a thorough understanding of scientific management of Human resources
and blending it with the organization’s Objectives is the ultimate motive of this course, Human
Resource Management and Organization Development. The HR Practices have to be carried out by
line managers as well as HR managers. The HR is no more a mundane activity as the HR Managers
are considered as business partners, Strategic leaders and Catalyst for Change. Change and
development are two sides of the same coin which have to be meticulously crafted day by day in a
social enterprise. Organization development

Interventions are narrated so that the budding

entrepreneurs and managers create group dynamics, cope up to environmental Challenges and
implement HR Strategies for Organizational effectiveness .Thus
inventory

the course teaches how HR

can be created; best talents can be acquired, retained ,motivated and create social

impact and contribute to the simultaneous well being of the individual and social enterprises.
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Chapter 1 Fundamentals of Management
Introduction
This chapter introduces the importance of management principles and practices to run any
organization successfully. It is essential to identify the right choice of culture and ethics for the
organization to sustain the business. This Chapter will introduce the management principles in terms
of basic principles, organizational culture, communication to market and ethics-corporate
governance. The organizational culture is important for the internal practices where in ethics and
corporate governance create image of the organization in the market.

Objectives
Objectives of this Chapter are,
1.
2.
3.
4.
5.
6.
7.

To understand the fundamentals of management principles.
The impact of organizational culture on the business.
To explore the organization communication and its types.
To be committed to social in term of corporate ethics and governance.
Key attributes of management principles.
To introduce different types of management functionalities and their responsibilities.
To explore the basic functionalities of management and responsibilities of managers.

The following figure explains the Chapter flow

Unit 1.1: Introduction to Managment

Unit 1.2: Principles of Management

Unit 1.3: Introduction to Culture

Unit 1.4: Organization and Communication

Unit 1.5: Ethics and Corporate Governance

Figure 1.1 Chapter Flow – Fundamentals of Management
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To Do Activity
1. Initiate the discussion about management. In an open minded define the
characteristics of the management.
2. Explore the culture of the state / Country and explain how does it influence
individual’s life.
3. Draw the fundamental principles of management by explaining key functionalities of
the organization.
4. Explore and discuss different types of management functionalities and responsibility
of every function.

1.1 Introduction to Management
Management is also known as ‘managing’ is to administrate any organization or non-profit activities.
It involves establishing goals, planning resources, timeline and execution. In general, the modern
organization theory refers management to effective utilization of human resources, investments,
technology and production in a company. There are multiple streams of management such as,
human resource management, financial management, product management, technology
management, marketing management etc., The objective of every stream is to ‘manage’ the
resources and meet the desire objectives.
Management is a body of knowledge, skills and expertise that must be applied in ways demanded by
the organization. The knowledge, skills and expertise are required to excel the overall organization’s
performances. Figure 1.2 represents the management objectives of an organization.

To achieve the goals for the benefit of the people

To make profit

To perform at its synergy

To plan and optimise resources

To provide products/services

To coping with change and uncertainty

Figure 1.2 Purpose of Management in Organization
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Management practices and organization have strong linkages and cannot exist without each other.
Organizations are described as ‘system of inter-dependent human beings’ or ‘a joint function of
human characteristics to accomplish the tasks. Management is defined as managing uncertainty at
any point time along with optimized resources. The following figure 1.3 represents the different
streams of management and their primary responsibility.

Human Resource Management

•Involves in managing people resources interms of
recruitment, training and personal development

Financial Management

•Manages the accounting, cashflow, balance sheet
and overall financial expectations of an
organization

Marketing Management

•Deals with branding, product positioning and sales

Technology Management

•Identifies right technology choice for any product
(or) service organization

Product Management

•Develops new product and its features based on
the market requirement

Strategic Management

•Plan for long and short term goeals, establish
vision/mission statements and accomplish the
goals.

Environmental Management

•Focuses on environmental friendly activities,
sustainable development and waste management

Figure 1.3 Management and its Key Streams
Management is also known as ‘managing’ is to administrate any organization or non-profit
activities. It involves establishing goals, planning resources, timeline and execution. The
modern organization theory refers management to effective utilization of human
resources, investments, technology and production in a company.

Management consists of six basic functions irrespective of the streams. It involves establishing goals,
forecasting, planning, decision-making, coordinating, commanding and controlling. The functions
define the organization and its growth. Some of the functions are discussed in brief in this section.
Goals
This function defines the primary need of any management. It measures the existence of any
organization or non-profit establishment. The goals (or) objectives can be divided into ‘long-term’
and ‘short-term’ goals. Long-term goals are established for timeline of three or more years, where in
short-term goals can be for less than three years. However, the definition of goals can be changed
based on the organization, non-profit institutions etc., Managers of these are generally functions
towards strategic management and business development. They have better understanding of
existence of any organization and plan for sustenance.
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Planning & Forecasting
This function of management involves in understanding of market demand and supply. The past data
of sales / revenue or training help them to plan for future. It also provides necessary information to
prepare for future requirements (or) organizational needs. Forecasting involves understanding the
data, analyze them with appropriate tools/techniques and extracting sufficient information. This will
help the organization and planning team to understand the path and establish necessary course of
actions to meet the objectives.
Management consists of six basic functions irrespective of the streams. It involves establishing
goals, forecasting, planning, decision-making, coordinating, commanding and controlling.

Decision
Making

Coordinating
Commanding

Establish
Goals &
Objectives

Planning &
Forcasting

Controlling

Management

Improve
Efficiency

Figure 1.4 Basic Functions of Management
Decision Making
One of the key contributions of a manager is take right decision at right time. This is generally
accomplished based on past data (or) experience. Visionary managers can excellently articulate the
future intuitively. The decisions will help the organization to move forward and accomplish success.
Decision are an important function in every managerial streams ‘to recruit a person’ (or) ‘to make
financial decision’ (or) ‘to establish a brand characteristics’ etc.,
Commanding
The managerial aspect of management involves commending decisions, knowledge and justification
towards success. The commanding leader can guide the team to appropriate path and motivate
them to reach goals. It also involves people management, project management and timeline to
accomplish the objectives.
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Controlling
This function refers to establishment of process and system to reduce variations. For any product
(or) service the process should yield to desirable outcomes continuously and consistently. This is
very much applicable to production management where in the products should be within the
specified design and measurements. Establishing the process and controlling towards desirable
outcomes facilitate the organization to meet their objectives and accomplish goals.
Thus, management involves ‘managing’ (or) working on uncertainty. Even at an uncertainty the
managers are expected to have alternate course of action to sail the tough situation and establish
path towards success. As discussed earlier, management majorly involves people management in
different aspects of their association such as product management, process management, financial
management etc.,
However, the core of management is defined effective and efficient way of utilizing resources, enable
life, continuous improvement and coping up with uncertainty. Figure 1.5 represents management in
a nutshell. The following unit will explore the basic principles and managing waste.

Management

Efficiency

Resource
Utilization

Enable Life

Effectiveness

Continuous
Improvement

Cope up
Uncertainty

Figure 1.5 Management in Nutshell

1.2 Principles of Management
Henri Fayol (1917) established key 14 principles of management, which are essential components for
any organization to deploy successful management practice. Figure 1.6 represents the Fayol’s
principles of management. Table 1.1 briefs about the 14 principles of management.
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Team
Spirit

Responsi
bility
Discipline

Unity of
command

Initiative

Tenure of
employm
ent

Division
of work
Principles of
Management
Unity of
direction

Equity

Organizat
ion first

Order

Authority
Centraliza
tion

Remuner
ation

Figure 1.6 Principles of Management
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Table 1.1 14 Principles of Management – Brief
Sl. No

Management Principle

Description

1

Division of Work

Work is divided into small tasks and it is according to the skills of a person
leads to effectiveness and efficiency.

2

Authority and
Responsibility

The commands followed by responsibility. Authority means the rights of a
superior to give enhance order to his subordinates; responsibility means
obligation for performance.

3

Discipline

It is essential for the smooth functioning of all organization.

4

Unity of Command

This principle states that each subordinate should receive orders and be
accountable to one and only one superior. If an employee receives orders
from more than one superior, it is likely to create confusion and conflict.

5

Unity of Direction

All related activities should be put under one group, there should be one
plan of action for them, and they should be under the control of one
manager.

6

Organization First

The management must put aside personal considerations and put company
objectives firstly. Therefore the interests of goals of the organization must
prevail over the personal interests of individuals.

7

Remuneration

Workers must be paid sufficiently. The quantum and methods of
remuneration payable should be fair, reasonable and rewarding of effort.

8

The Degree of
Centralization

The amount of power wielded with the central management depends on
company size. Centralization implies the concentration of decision-making
authority at the top management.

9

Line of Authority

The principle suggests that there should be a clear line of authority from
top to bottom linking all managers at all levels.

10

Order

Social order ensures the fluid operation of a company through authoritative
procedure. Order should be acceptable and under the rules of the
company.

11

Equity

Employees must be treated kindly, and justice must be enacted to ensure a
just workplace. Managers should be fair and give equal attention towards
all employees.

12

Stability of Tenure of
Personnel

In order for an organization to run smoothly, personnel (especially
managerial personnel) must not frequently enter and exit the organization.

13

Initiative

Initiative on the part of employees is a source of strength for organization
because it provides new and better ideas.

14

Team Spirit

Team spirit helps develop an atmosphere of mutual trust and
understanding. Team spirit helps to finish the task on time.
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For an organization to sustain, apart from these principles, there needs to have business strategy, a
momentum to improve and strive to excel in the performance. Business sustenance is considered as
one of the key challenges of 21st century business management.

1.3 Introduction to Culture
This section covers the important linkages between organizational culture and organization’s
management style. The organization’s values, policy and norms are driven by the culture in which
organization evolves. Many successful organizations deploy culture and continuously evolve the
culture through training and development programs. Organization’s culture is essential and
measured in terms of decision-making process and behavior in the excepted frame of governance.
Organizations’ culture will be given higher importance for individual or group preferences. Following
figure briefly explain the need for organizational culture.

Organizational
Culture

Organization
Image

Organizational
Identity

Figure 1.7 Need for Culture for an Organization
The organization’s values, policy and norms are driven by the culture in which organization
evolves. Many successful organizations deploy culture and continuously evolve the culture
through training and development programs.
Organization’s culture determines its image. Image is defined in terms of respect and recognition
through which the identity of the organization is established. Organization’s identity influences the
brand image and products positioning and indirectly establishes competitive advantages for the
business in the industry. Figure 1.8 explains the influence of organizational culture in any industry.

10

MGNCRE | Principles and Practices of Management

Organizational Culture

Organizational Characteristics

Product / Service Brand

Product / Service Positioning

Market Share & Competitive Advantage

Figure 1.8 Influence of Organizational Culture
The organization’s culture is determined and developed based on its value system, policy, people and
processes etc. It is important to establish the culture at earlier stage since it influences the
performance and business sustainability (Figure 1.9).
For example, a leather business unit should inculcate the health policy of their employees and
treatment of waste prior to sending to the environment. The employees of leather industries are
prone to multiple diseases since they work on chemical treatment of skin. Hence the organization
should have the culture to provide periodical health check-ups and wellness care system in place. At
the same time the natural resources such as water and air are contaminated because of their
coloring and skin treatment processes. The contaminated resources should be cleaned prior to
sending them to drainage.

System

Style of
operation
Business
Ethics

Values

Policy

Organization
al Culture

People

Figure 1.9 Organizational Culture Development
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Apart from above stated attributes, the organizational culture can be influenced based on other
parameters such as tradition, technology, size, location etc. When all these factors are combines
together then the elements of organizational culture are in place. The result of which the
organizational culture can be of option 1 or option 2 or combination of option 1 & 2.

Culture
Option 1

Culture
Option 2

Designed

Emergent

Strong

Weak

Positive

Negative

Cohesive

Fragmented

Figure 1.10 Culture Option for an Organization
A designed culture is essential if organizational conduct, behavior and performance are to be
optimized over the long term. This means the process and behavior should be within a code of
conduct. At the same time if the organization’s culture is allowed to emerge, the result is everyone
in the organization believe, behave and act according to their own priorities and individual
excellence will synergize the organizational level. However, effective organization cultures are
positive and designed rather than emergent. They must be aiming to gain commitment from all the
stakeholders including employees, customers and suppliers. Culture is a summary and reflection of
the organizational objectives, values and believes.

1.4 Organization and Communication
This unit will explore the importance of communication style of any organization. Effective
communication is vital for successful functioning of any organization. All organization normally
establishes formal mechanisms and processes of vertical and lateral lines or channels or
communication (figure 1.11). Through these communication channels the facts, ideas, proposals and
other decisions are exchanged. Organization creates and follows groups, committees and other
decision bodies to evaluate and communicate appropriate facts and figures.

Communication always measure not in terms of what is told or how’s it is communicated; rather
how and what is been received.
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Business

Communi
cation

Decision

Between
the
funcation
al areas

Improvement

With in
the
functional
area

Performanc
e

Figure 1.11 Organizational Communication
Good and appropriate communication determines effective relations and enhances the general
quality of the working life, motivation and business. However, the communication can be divided
further based on their direction of communication (employee to management or management to
employees) and type (spoken or written) (figure 1.12).

Two way
Written

One way

Communication
Spoken

Upward

Lateral

Downward

Figure 1.12 Types of Communication
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The following table (Table 1.2) briefs about the types of communication
Table 1.2 Types of Communication
Communication Type

Description

One-way

Information is meant for particular targeted audiences. Does not
expect response or feedback. Website information and
advertisement to build brand and reinforce products/services.

Two-way

This aims to engage for an active and purposive Stakeholders’
discussion, employees appraisals and supplier meetings are two-way
communication type.

Downward

It communicates the policy, standards that are communicated via
proper channels that are through hierarchy to others who has to
carry out the actions. Key management decisions, legal
communications are of this type.

Upward

This type of communication generally provided by the employees to
the management via hierarchy superior(s). Management feedback
or policy changes belongs to this type.

Lateral

Unlike upward or downward communication, lateral communication
happens between professionals at a same level. It could be of work
level improvement or discussion related to project delivery.

Spoken

This is very common communication in the organization. This could
be due to maintaining working relationship, conflict management
and integrity related.

Written

This is generally to communicate the important decisions either by
employees or management. Any type of organization
communication and decision belongs to this type.

Communication is a key and essential part of organization’s engagement with supplier, employees
and other stakeholders. The communication could be of different channels either for formal or
informal channel. The following figure 1.13 represents the channels of corporate communication.
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Intranet

• To all employees
• Internal to the organization

Internet

• To all stakeholders
• External to the organization

Media

• To the customers / legal notices
• External to the organization

Figure 1.13 Communication Channels
Organization formulates committees for variety of reasons. The organizational enhances the
effectiveness and essential part of communication. Quality of communication is improved with
committee formation. Committees should therefore be constituted for a purpose. Likewise
meetings of any kind within the organization are also essential. It generally starts off with stated
agenda and time. In many cases participants of the meeting is well informed prior to the meeting
and fully prepared for the same. Meetings become ineffective if it lacks purpose.
Effective corporate communication should have basic principles (figure 1.14). Communication is
considered as effective if it meets the objective of the communication. Face to face communication
essentially meets the objectives. However, thanks to the technology video conferencing is made
possible to connect remote locations.

Language

Conciseness

Precision

Positivity

Figure 1.14 Principles of Communication
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Effective communication is vital for the successful functioning of any organization. It is enriched
with effective management, methods and channels. Effective communication is also depending
on the volume, quality and accessibility to information. The means of medium through which it
is been communicated determines the results of communication.
The greater the clarity of language and tightness, the communication will be received better. When
the language is not clear, it always dilutes effectiveness. Conciseness refers to simplicity of the
communication. It should be communicated directly. Too much coverage and complex language will
affect the communication. Language should address points directly and reinforces the confidences
of communication through precision. The receiver responds better when any message is
communicated with a positive note. Negative tones demotivate the audiences and confuse the
important of communication.
Non-verbal business communication is also researched out well. It gives an impression of people to
other without saying or writing. It additionally reinforces what is being said or written. The nonverbal message is usually much stronger. Figure 1.15explains the main components of non-verbal
business communication.

Manner

Body
Movement

Expression

Non Verbal
Communica
tion
Eye
Contact

Clothing

Listening

Figure 1.15 Non-Verbal Communication
Effective communication is vital for the successful functioning of any organization. It is enriched with
effective management, methods and channels. Effective communication is also depending on the
volume, quality and accessibility to information. The means of medium through which it is been
communicated determines the results of communication.
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1.5 Ethics and Corporate Governance
Ethics and corporate governance determine the absolute standards of conduct, behavior and
performances for which the organization stands for. It is important and relevant for long-term
organizational survival, profitability and prosperity. It ensures the guidelines for tough times and
endures relationship with stakeholders.
Ethics in management is concerned with moral principles. It is related to dealing with vendors,
negotiating with government or communicating to the customers. Corporate governance is
concerned with establishing and implementing the principles and practices by which organization is
directed and operated (figure 1.16). It includes attention to culture, conduct, behavior and
performances.

Code of
conduct

Stakeholders
Benefit

Social
Reponsibility
Ethics & Corporate
Governance

Law

Employees
Interest

Figure 1.16 Ethics and Corporate Governance
It is essential to consider long-term view of social, economical and business choices and preferences
while deciding on ethical decision and generating corporate governance. Clear standards are
required to policies, aims and objectives in terms of equality, honesty and integrity. It is required to
establish business relationship with suppliers and to the market.
It provides clarity in product
testing (especially for animal testing), market communication and build image in the industry.
Importance of corporate ethics and governance is explained in the figure 1.17.
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Coporate
Governance

Integrity

Ethics

Figure 1.17 Ethical Aspect of Corporate Governance
Corporate governance dictates the integrity for which the organization stands for. It builds the
brand, corporate image and quality. It helps to remove internal and external stakeholders’
uncertainties and confusion.
While communicating about the drugs the side effects and consequences of the medicines are not
communicated properly. This is one kind of example where corporate do not share the ingredients to
protect it from copying. The ultimate sufferer is the patient who has only partial information.
Similarly, genetically modified crops need clarity. Researchers identified by modifying the genes of
the crops, the yield and quality of the crops are improved. However, modifying genes has
permanently changed the core characteristics of the crop. It actually confused the public who
consumes the crops on a regular basis. It draws attention of political, social and media to debate
about pros and cons of genetically modifying crops.
In medical or Genetically Modified (GM) crops the key problem is lack of openness, quality and
integrity of information that is been shared to the public. The powerful consumers and
environmentalists challenged these organizations. Many of the pharma and GM crops organizations
shut their businesses since they are not able to withstand the challenges. It is resulted because of illinformed details, wrong information and lack of social care.
Ethics and corporate governance determine the survival of the organization for a long term. Mission
and vision statements are established to adhere to the ethical existence of the organization.
Strategic management course will elaborate on need and development of vision and mission
statements. Strategic compliances and quality audits are performed in the organization to re-align
the strategic path to the policy and governance. Corporate governance benefits stakeholders
(internal and external). Details of stakeholders and stakeholder analysis are discussed in strategic
management course. Figure 1.18 briefs the benefit of ethics and corporate governance in an
organization.
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Shareholder
Interest

Environmental
Care

Ethics and
Corporate
Governance

Stakeholder
Benefits

Employees
Relationship

Figure 1.18 Benefits of Corporate Ethics and Governance
There is no guarantee of business success because of ethics and governance. However, it benefits
the organization when it reaches business success. Corporate governance assures only the internal
code of conduct that benefits the organization to sustain even in tough times.
Organizations must structure decision-making processes in ways that consider the range of ethical
guideline. This also assists the organization to greater fit of common interest with other partnering
companies and adopts realistic steps. However, it doesn’t mean that organizations are obligated to
employment and/or other local discrimination. Rather discriminating, ethical organizations integrate
the differences to build one organization to meet their long-term goals.
Similarly, whenever information is communicated, it needs to be as complete and transparent as
possible. ‘We cannot disclose certain information’ refers lack of ethics and governance standards.
Conclusion
This Chapter covers the essence of management for an organization. It is necessary to develop the
preferred culture that suits to the business platform. Ethics and corporate governance establish a
platform to develop organizational culture and social responsibility. 14 principles of Fayol for a
19
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business are briefly explained in unit 1.2. The organizational behavior and capability determine the
strategy focus and establish platform for business model. The following Chapters and units will
explore different functionalities and practices of management. Team work, organizational learning is
also discussed.
Review Questions
1.
2.
3.
4.
5.
6.
7.
8.

What is management? Why it is important to an organization?
Explain ethics and corporate governance of an organization?
What is organizational culture? What are different types of organizational culture?
Explain Fayol’s 14 principles of management. Explain the principles.
What is organizational communication?
What are the different types of communication channels of an organization?
How organizational culture and ethics are linked? Explain with an example.
https//www.the managerstube.com/watch?v=lj7ZnyskZuA
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Chapter 2
Management of Environment and Waste
Introduction
This chapter pins down the need for environmental care with respect to waste management. In
many parts of India, waste management is initiated as an environment process. Two case studies are
discussed from the perspective of water management, which is one of the key issues. The Social
level hygiene process and need for the individual and institutional level participation is discussed in
chapter 1 and continued here too.

Objectives
This chapter explores the importance of waste management from the perspective of environment.
The following are the key objectives of this chapter.
• To understand the importance of environment and waste management.
• To need for social hygiene practices and its influence towards waste management.
• To explore the water management processes and social initiation to preserve water
resources.
• To brief about social initiation to clean India mission.
This chapter explores the one of the key social initiations, the waste management. It is considered
as, ‘waste is wealth’ if it is treated properly. Our ancestors used all bio-decomposable materials to
improve the soil and benefit the yield. It is interesting to note that ‘Fukuoka farming’ from Japan
insist on natural farming based on ‘survival of the fittest’. The farmlands maintained in a natural yet
collective way for the better yield. This chapter maps the Social waste management along with two
case studies on water management. The following figure represents the current chapter flow.

Unit 2.1: Environmental Awareness Management

Unit 2.2: Importance of Waste Management and Hygiene

Unit 2.3: Environment and Water Management - Case Studies

Unit 2.4: Clean India Clean India Mission - Management Perspective

Unit 2.5: Case Studies on Waste Management

Figure 2.1 Chapter Flow –Environment and Waste Management
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To Do Activity
1. Articulate the importance of treating waste.
2. Watch the video and discuss about the need for treating the waste https://www.the
managerstube.com/watch?v=_NkqwMitQ8o.
3. Plan a visit to dump yard in the area and bring up the possible solutions as a group.
4. Visit a plastic recycle industry and explore the challenges faced.

2.1 Environmental Awareness Management
According to World Health Organization, Social hygiene refers to practice that helps to prevent
contagious diseases and to control the spread at village/town/district or nation level. The set of
process can also be followed at individual level. Social hygiene management can be effective only if
the process and practices are followed from the unit level. The three levels of Social hygiene program
refer to individual, institutional and social level.
Social hygiene refers to practice that helps to prevent contagious diseases and to control the
disease spread.
Individual level refers to personal and family set up. Institutional level refers to practices that can be
followed at schools, colleges, offices and other gathering avenues. Social level refers to the
processes that can be followed at street, district, state and country level. It includes collection,
segregation, disposal of waste and maintaining natural water bodies.

Environmental
Integrity

Environmental
Components

Envrionmental System
and Policy

Figure 2.2 Environmental System Representation
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Many people refer hygiene to Social cleanliness. However, cleanliness keeps the place and
environment clean but hygiene make the place clean and safe (germ free) for anybody to stay or
move in the space. Hygiene includes personal habit choices as how frequently bath, wash hands,
trim nails etc., at personal level. At the social level it calls for frequency of cleaning water tanks,
closed sanitation system and clean water management.
We live in a social system in which all natural and man-made products co-exist. Natural system
includes all human beings, animals, plants and non-living things. The nature is designed in such a
way that, it can decompose all the waste and produces good soil out of it. However, improper waste
management spoils the environment badly. Social hygiene is dependent on the proper waste
management system and sanitation.
Government of India has initiated many programs to spread the importance of waste management
and proper sanitation. All government schools are facilitated with safe drinking water and open
defecation is prohibited. The environmental hygiene includes air, water, sanitation and waste
management that provide a safe environment to people, animals and plants. The average life
expectancy (expected years of survival) at birth was around 50 in the year 1940.
According to Organization for Economic Co-operation and Development, the average life expectancy
has increased to 81 in year 2010. It is made possible only because of hygiene (both personal and
social level) and water management. Social hygiene prevents 9% global diseases spread and 6% of
the deaths.
The improved quality of life and increased life expectancy is made possible through continuous
improvement in healthcare industry. Government and other health care organizations introduced
multiple health care processes for the better living of human beings. Example Polio eradication
program is one good example initiate at Social hygiene level. Identifying the system problem,
implementing the required changes for the solution is the key to the success of programs like polio,
tuberculosis, dengue etc. The following figures (2.3 and 2.4) represent the Pulse Polio eradication
program at national level.

Figure 2.3 History of Polio in India
(Source Indian academy of pediatrics and world health organization)
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In 1988 World Health Assembly, in its resolution sets goals a
global polio eradication program.

Oral Pulse Vaccination was recommended.

National level campaigns aims at 100% coverage.

Free vaccinations are provided across the country (first does
in December and second does in February).
Year 2014, WHO declared India is one of the polio free
countries.
Figure 2.4 Polio Eradication Plan in India

2.2 Importance of Waste Management and Hygiene
Effective waste management encourages Social hygiene. The landforms that are filled with nonsegregated waste are prone to spread contagious diseases. Small plastics products are harmful for
animals especially the aquatic animals. They swallow the small plastic products, which results in
eccentricity of many species. Oil spill on the seawater is considered as water contamination since it
affects the eco-system in the sea (figure 2.5). There is no way that the oil can be completely
segregated from the sea. Impact of oil spill explained in the following picture

Figure 2.5 Effect of Oil Spill that Affects the Social Hygiene
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Water and air are pollution that affects not only the human system but also the birds and
animals.

Many human actions and technology affect the Social level (state, national and global) hygiene. The
air pollution that is produced by the auto motive vehicles results in asthmatic problems in many
human beings. Skin diseases are resulted because of hole in the Ozone layer that harmful UV rays
can penetrate the atmospheric air. Further, usage of high frequency electro-magnetic waves results
in bird-migration process. Thus, the Social hygiene plays a vital role in healthy life of every human,
animal and bird.
Contamination of water increases the spread on dengue and malaria fever in India. The accumulated
street waste is harmful in nature since it is the source of many harmful bacteria (figure 2.6).
Government deploys many action plans to reduce the disease spread in terms of providing toilets,
waste collection system and spreading awareness.
Stagnated rainwater is a potential source for dengue mosquito. At home, the water should be
stored in a closed container.

Figure 2.6Social Waste – Potential Source of Infection
Thus, Social and environmental hygiene (figure 2.7) is directly related to effective waste management
system and thus reduces the diseases spread. Water and waste management can provide healthy
Social. The water bodies are to be protected by means of water management system. Plastics and
other untreated waste should not been thrown directly into the water bodies. It also affects the flow
of river especially during rainy season and flood. Year 2016, Chennai city was flooded and many lost
house and belongings since the water bodies are contaminated and flow is restricted because of
waste.
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Water
Management
Individual and
institutional
hygiene

Waste
Management

Environmental
Hygiene

Figure 2.7 Key components of Social Hygiene

2.3 Environment and Water Management
Water is a vital resource for all the life in the planet. In planet earth, only 3% of water is fresh. Out
of which two third is locked in ice glaciers. One fifth of fresh water is in non-accessible places
especially in remote forests and mountains. Rapid population growth results in water scarcity that
many villagers in India walk for miles to fetch good water. It is becoming an expensive resource.
Water management describes the effective use of water resources, planning /developing water
bodies and distribution. India has only 4% of world’s water resources serving 18% of world’s
population. Rapidly growing population, industry and agricultural need necessitates the need for
water management system in India.
India has around 20 river bodies. India experiences both
floods and droughts periodically. Nearly a third of the
country’s geographical area is drought-prone whereas 12
per cent of the area is prone to floods (figure 2.8).
National Water Policy 2012 (NWP) made several
recommendations for conservation, development and
improved management of water resources in the country. NWP stresses that “low consciousness
about the overall scarcity and economic value of water results in the wastage and inefficient uses.”
Water management describes the
effective use of water resources,
planning /developing water bodies
and distribution.

Agriculture sector consumes the largest amount (over 85 per cent) of India’s water. Consumption of
water would escalate further with pressure from industrialization and urbanization. It has been
estimated that by 2050, more than half of India or an estimated 800 million people will be living in
urban India. Most urban areas will have to import water from further distances unless measures are
taken to improve water use efficiency, reduce leakages, adoption of appropriate water tariff,
rehabilitate and recharge local water bodies considering many parts of rural and urban areas suffer
from insufficient water for daily use.
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Water Management

Water Resources

Agriculture

Water
Distribution

Water flows to
sea

House Hold Use

Industry Need

Institutional Need
Figure 2.8 Social Water Management Representation
Case Study 1
River Cooum covers a stretch of 9.6km in Chennai, Tamil Nadu. Despite the effort of government and
NGO, Cooum is filled with garbage from both industries and houses. It is becoming the source of
many infectious diseases and water is highly contaminated and cannot be used for any household
purposes. The Ministry of Environment, Forest and Climate Change recently sanctioned the project
to restore the Cooum eco system. However, river Cooum has significant historical stories and several
issues need to be addressed to ensure the project is implemented successfully.
The growing Chennai population is one of the main concerns that water requirement for every
household is increased sufficiently. The dams that are constructed in initial 5km of Cooum, restricted
the water flow in the rest of Chennai area. Need of better sewage treatment is mandatory as
industries have occupied the catchment area of the river. The industry and household waste
management need attention since the waste is directly dumped on riverbed. The following pictures
capture the status of river now and 50 years ago.

Figure 2.9 Cooum River Now and Around 50 Years Back
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Establish a solution to restore river Cooum based on the key problems listed in the case 2 and
answer the following questions
1.
2.
3.
4.

Is the change required with respect to Cooum river restoration?
List the individual, intuitional and social level changes required.
Discuss the different implementation strategies to drive the ‘clean Cooum’ project.
How to sustain the cleanliness of the river?

2.4 Clean India Mission – Management Perspective
Government of India has initiated Swachh Bharat Mission, for the period of 2014 to 2015. It’s also
known as ‘Swachh Bharat’ means ‘clean up India Mission’ which aims to clean up cities, towns and
rural areas in India. The mission has two thrusts Swachh Bharat Abhiyan ("gramin" or 'rural'), which
operates under the Ministry of Drinking Water and Sanitation; and Swachh Bharat Abhiyan ('urban'),
which operates under the Ministry of Housing and Urban Affairs.
Lots of urban and rural communities are formed to support Swachh Bharat Mission and to deploy the
clean-up initiative. It includes protecting water resources, reduce open defecation and to provide
healthy environment. Many change leaders and ambassadors are part of this initiation to support
the social cause. Regional and national level events are initiated for effective communication of the
mission. This mission built around 10 million toilets in house hold, public and school premises in the
year 2015, benefits 32 million people. Inspired by the Clean India Mission, a robot named Swachh
Bot was built by a maker Social in Chennai to clean the wastes on Besant Nagarbeach.

Figure 2.10 Coastal Cleanup at Chennai Beach Social

Case Study 2 Clean Water Program at a Village Social in India
In Pune, Maharashtra, flourishing sugarcane business heavily contaminates river Bhima. Mandavgan
Farata village in Pune district has around 20,000 populations suffer from poor water management.
Individual households are not able to install a sophisticated water purifier. Hence, they combined
together to welcome a social water management that provides better sanitation.
For many years, newborns in MandavganFarata village would acquire a bluish pigmentation for no
apparent reason. Most adults complained of chronic stomach pain. The villagers suffered because of
poor sanitation and they demand for a water purification system at village level. Then, science
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washed away the pollutants causing the ailments and not only saved the day but also threw up a
booming business.
The purification unit was set up under the Umbrella Program on Natural Resource Management,
India - a tie-up between the National Bank for Agriculture and Rural Development (NABARD), the
German Society for International Cooperation (GIZ) and the German Development Bank (KfW). The
project has been implemented in MandavganFarata by Waterlife Pvt. Ltd., which approached
NABARD along with the zilla parishad (district council) to jointly address the issue.
The village panchayat provided free land to Water life for setting up the plant and sourcing water.
The setup operates for five hours of a day on an average to produce 1000 liters of good water. The
operational hours are streamlined to fulfill the need of the drinking water requirement of the
villagers. The potable product is sold to residents at Rs.5 per 20 liter drum.
Maintenance is ensured by regular capacity-building sessions for the villagers by Water life, which
also checks the purity of the water dispensed. This case study is one of the examples of better
sanitation in villages and provides solution accordingly. The following figure 2.11 provides details of
the sanitation system at social level.

Figure 2.11 The Water Purification Unit at MandavganFarata (Photo IANS)
The project's success has led to sprouting of 17 independent water kiosks within a radius of five
kilometres of the project site, with four of them operating in the village itself. The initiation towards
better sanitation helps the MandavganFarata villagers to lead a healthy life. Analyze the case from
the perspective of Social hygiene and water management perspective and answer the following
questions
1. Identify a problem in the Social and map the problem at its system level.
2. If the managers belong to MandavganFarata village Social, how do the managers sustain the
water purification system?
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3. How do the managers help other communities to implement the water purification system?
What are the change management strategies do the managers follow?

2.5 Waste Management – Case Study
Yavatmal district is one of the eleven districts of Vidarbha region of Maharashtra state located at 20°
24′00″ North latitude, 78°07′59″ East longitudes. Elevation above sea level is 451 m (1479 ft.). Area
of Yavatmal city is 10.74 sq. km. The rainfall is not uniform in all parts of the district. The average
rainfall is 1065 mm. There are 30,000 houses in Yavatmal city. The population as per information of
the authority of Yavatmal Municipal Corporation is 1, 25,956.
Total solid waste generation is 24 tons/day in Yavatmal city and 36 to 40 metric tons of waste
generates per year. From that solid waste generation per person is approximately 200
gm/capita/day.
The activities associated with the management of municipal solid waste from the point of generation
to final disposal can be grouped into the six functional elements.
• Waste generation.
• Storage.
• Collection.
• Transportation.
• Segregation & Processing.
• Disposal.
Door to Door Collection.

Community Bins.

Community Bin collection (24 hours cycle).

Manual and multiple handling of waste to dump into
transportation vehicles.

Transfer Station / Disposal Site.

Figure 2.12 Collection of Solid Waste
(Refer https//www.researchgate.net/publication/262523386_SOLID_WASTE_MANAGEMENT_CASE_STUDY)
As a part of decentralization entire city is divided into five zones for the collection of solid waste as
follows.
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•
•
•
•
•

Weakly Market.
Sanjay Gandhi school, Banger Nagar.
Girls hostel, Near postal ground.
Bus stop.
Arninaka square.

There are many verities of municipal solid waste such as food waste, rubbish, commercial waste,
institutional waste, street sweeping waste, industrial waste, construction waste and sanitation
waste. It contains recyclable (paper, plastic, glass and metal etc.), toxic substances (paints,
pesticides, used batteries, medicines etc.), compostable organic matter (fruit and vegetable peels,
food waste), and soiled waste (sanitary napkins, etc.).

Composition of Municipal Solid Waste in
Typical Indian City
6%

5%

4% 3%
Food & Garden Waste
40%

15%

Paper
Inert
Textiles
Glass & Ceramics

27%

Plastic / Rubber
Metal

Figure 2.13 Solid Waste Management in Indian City

Composition of Municipal Solid Waste in
Yavatmal City
2%
5%

3%

Food & Garden Waste

10%

Paper
52%

19%

Inert
Textiles

9%

Glass & Ceramics
Plastic / Rubber
Metal

Figure 2.14 Solid Waste Management in Yavatmal City
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Disposal of Solid Waste
There is a site for the municipal solid waste management at village Sawargad situated at 8 km from
the Yavatmal city. Disposal of solid waste is done by the following two methods.
Composting - It is done by vermin composting of any type of biodegradable wastes such as hotel
refuge, biodegradable portion from residence and commercial market, vegetable waste, leaflitter
etc. Size of each vermin composting rack is 6.12 m X 1.52 m X 0.6 m made up of steel. It requires two
months. Land filling -Waste is stored on the top of the hill in 5 acres area. All inorganic material is
used for the land filling and dumping.
Case Conclusion
The collected data shows that the maximum proportion of refuse caused by food and garden
wastes, proportion of the reuse caused by food and garden wastes, second highest was paper and
the third highest was inert material. Percentage of Plastic carry bags was higher, where glass,
ceramic and metals were nearly equal with each other. Provision of litter bins at public places shall
be made and there will compulsory segregation at all the sources. As the disposal site is at 8 km
away and smaller vehicle are used for the transportation of solid waste, it would be desirable to
set up transfer station to economize the expenditure on the transportation.
As manual separation plate form of solid waste is there at the disposal site in village Sawargad, it is
the most positive way to achieve the recovery and reuse of material such as metal, plastic, glass and
rubber etc. It should be done throughout the year. System should be based on Environmental
protection rules (reduce, recycle, reuse and recover) Public awareness, political will and public
participation as essential for the successful implementation of the legal provisions and to have
an integrated approach towards sustainable management of municipal solid wastes. There should
be sufficient health and safety provisions for workers at all stages of waste handling. Annual report
of addition of the strategies for collection of solid waste shall have to be formulated.
Based on this case study answer the following questions
1. Plan a waste management system proposal for Yavatmal City
2. How the environmental changes of waste management will improve everyone’s life style?
3. Prepare a case for the area and provide a solution for effective solid waste management
(group activity).
The current chapter explores the importance of environment on waste management. Sustainable
principles are explored to manage waste collection, segregation and treatment. Water management
is discussed through case studies. Environment towards environmental hygiene practices is
elaborated.
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Further Cases on Indian City’s Solid Waste Management
1. Mumabi Solid Waste Management
https://www.sciencedirect.com/science/article/pii/S1878029616301438
2. Municipal Solid Waste Management
https://ac.els-cdn.com/S1878029616301463/1-s2.0-S1878029616301463main.pdf?_tid=0f8704c9-d81c-4f63-aad3aa6ace47d26c&acdnat=1549802655_8c67c30193f5f02b03bcf96b772c1192
3. Mysore City Solid Waste Management
http://www.seas.columbia.edu/earth/wtert/sofos/Yadav_Studies%20on%20Municipal%20
Solid%20Waste%20Management%20in%20Mysore%20City.pdf
Conclusion
The current Chapter explores the importance of environment on waste management. Sustainable
principles are explored to manage waste collection, segregation and treatment. Water management
is discussed through case studies. Environment towards environmental hygiene practices is
elaborated.
Review Questions
Analyze the case from the perspective of Social hygiene and water management perspective and
answer the following questions
1. Identify a problem in the Social and map the problem at its system level.
2. If the managers belong to MandavganFarata village Social, how do the managers sustain the
water purification system?
3. How do the managers help other communities to implement the water purification system?
What are the change management strategies do the managers follow?
References
1. George Tchobanoglous and Frank Kreith, Handbook of Solid Waste Management, McGraw
Hill, 1994
2. Patil A. R, ‘Social Organization and Development An Indian Perspective’, Prentice Hall India
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Chapter 3 Functions of Management
Introduction
This Chapter briefly explores the different management functions in an organization. For any
successful organization, the managers should be informed about the key functions and its
responsibility. Though the functions are distinct in nature, organization as whole can be effective if
the functions work together. The synergy of the organization lies in bringing out excellence in its
functions and sub functions. Managers can be trained to the specific functions to develop and meet
the functional goals and strategies. This Chapter explains the basic key functions in terms of human
resources management, operations management, marketing management, financial management
and general management. The students can explore other contemporary functions of management
that are developed in technology firms. The objective of the chapter and flow (figure 3.1) is given
below.

Objectives
Objectives of this Chapter are,
1. To understand the different functionalities of the management.
2. Important of human resources management and its key roles and responsibilities in the
organization.
3. To explore the marketing management and its deliverables.
4. To understand the day to day deliverables through operations and project management.
5. To evaluate the key decisions and functionalities of financial management.
6. To study the functions and deliverables of general management in terms of technology, IT,
knowledge management and other contemporary functions of management in an
organization.

Unit 3.1: Human Resources Management

Unit 3.2: Managing Project and Operations

Unit 3.3: Marketing Mangement

Unit 3.4: Financial Management

Unit 3.5: General Management

Figure 3.1 Chapter Flow – Functions of Management
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To Do Activity
1. Form groups among students. Assign functionalities of the organization to each group.
Initiate the class level discussion to explore the key deliverables of each function.
2. Also discuss how each function can collaborate with other functions.
3. Plan a visit to an organization in your district to understand the core and support
functions.
4. Analyze the importance of deliverables and strategies of each management functions.

3.1 Human Resources Management
The purpose of human resources management (briefly known as HRM) is to provide basis guidelines
are dealing with people those who are internal and external to the organization. These people
contribute to the task force of the organization either in direct or indirect manner.

The purpose of human resources management (briefly known as HRM) is to provide basis
guidelines are dealing with people those who are internal and external to the organization.

This enables the utilization and maximization of manpower resources at an optimized cost and time.
It aims to deliver key commitment in terms of people and people related activities. Figure 3.2
explains the key responsibilities of human resources management.

Policy

Engagement
and Wellness

Culture

HRM
Performance
assessment

Training

Establish code
of conduct

Recuritment

Figure 3.2 Responsibilities of Human Resources Management
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The responsibilities of HRM will be explored and discussed in detail.
Recruitment
Apart from these basic responsibilities, HRM is also responsible to develop employment guidelines.
It is HRM that deploys fairness in treating employees without any discrimination. Potential
manpower resources exist everywhere. However it is one of the HRM’s prime responsibilities to
recruit based on expected capabilities, qualification and willingness to be part of the organizational
culture. Providing appropriate induction program, fixing salary and provide training programs for the
work. Figure 3.3 represents the sub-functions of recruitment.

Recruitment
Call out for
candidates

Conduting
interviews

Selection of right
employees

Fixing the
compensation

Organizing
Induction
Program

Figure 3.3 Recruitment
Performance Assessment and Appraisal
Another important dimension of the HRM is to provide appropriate feedback system to employees
based on their performances that align to the organization’s strategic objectives. It is conducted
across the organization and all hierarchies. For effective assessment and appraisal the HRM follows
set of activities. Refer figure 3.4 for the key activities under performance assessment and appraisal
for any organization.

Pre-set goals

Provide
reward and
recognition

Evaluate
achievements

Priorities and
timeline

Performances
Assessment
and Appraisal

Establish
appraisal
system

Figure 3.4 Performance Assessment
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Training and Development
All the employees of an organization need continuous training and development programs. It could
be either to improve their leadership skills, technology enhancement or personality development.
HRM have to strike a balance between maximizing the training outcomes and individual
development. It is also essential that employees have fair expectations of training program and
deliver for the betterment of the organization. Figure 3.5 represents the key activities of the training
and development.

Leadership

Organize
trainers

Personality
Development

Training and
Development

Technology Skills

Communication
Skills

Figure 3.5 Training and Development
Employee Engagement and Wellness
Apart from recruitment and training it is also prime responsibility of the HRM to provide employee
engagement programs. This would provide long time association of employees with the
organization. Tenure of the employee to an organization is considered as one of the key principles of
management (refer principles of management in Chapter 1). Providing appropriate engagement
programs and care for their health can achieve this in a preventive way. Employee engagement
enriches the association between organization and employees. Figure 3.6 represents the employee
engagement programs provided by HRM.
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Healthcare and
Wellness

Family
Engagement

Enrich talents

Employee
Engagement

Cultural
Program

Social activities

Figure 3.6 Employee Engagement
Thus, HRM focuses on holistic care for their people especially employees in multiple ways. It assures
that organization runs smoothly with respect to people engagement activities.

3.2 Managing Projects and Operations
Projects and operations management prime responsibility is to ensure regular production of
products or continuous service. The type and quantity of the products will be determined based on
market requirement that are communicated by the marketing as a function. Marketing management
is discussed in detail in unit 3.3. Project and operation team is concerned with scheduling
production, utilizing resources and send to delivery. Managing product quality, reduce the variations
and fully functional equipment are other important responsibilities of operations management.
Figure 3.7 briefs the operations management and 3.8 explain project management in an
organization.
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Sequencing and Scheduling

Product / Service Quality

Capacity Utilization

Process Optimization

Figure 3.7 Operations Management

Project Plan
• Objectives, time and quality

Resources Plan
• Manpower, capacity building and raw material

Product /service Design

• Product and process innovation

Figure 3.8 Project Management
It is usual to define the operations management as day-to-day planning and activities to
produce/deliver a product or service operations. However, project management deals with clearly
stated beginning, planning and execution for a higher order product/service design. The outcome of
project management may result in smoother execution of operations. Everything in the project and
operational environment is be recognized, reconciled and structured in order to meet the demands
placed for project and operations management. Meeting the appropriate time and resources are the
key challenges for both project and operation management.
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Project management deals with clearly stated beginning, planning and execution for a
higher order product/service design.
Managing product quality, reduce the variations and fully functional equipment are
other important responsibilities of operations management.

There are fundamental differences in the overall approach to, and outcomes of operations and
project work. Project works results in changing or improving the way the organization functions. It
generally takes longer time. It also aims to establish new systems, implementing technology and
business process. It is essentially brings out new products, services to extend the current
deliverables or open out new markets. Key differences of project and operations are listed in Figure
3.9.
Projects

Operations

Long Term

Short Term

System
Development

Product/service
Delivery

Change
Management

Capacity utilization

Innovation

Scheduling

Supply Chain

Just in Time

Figure 3.9 Management of Projects and Operation
Supply chain of a project management calls for procurement of all materials, costing, negotiation etc.
However, it makes sure that production is up and running with the sufficient material required. Thus
keep the inventory low that the materials are arrived Just in Time (JIT). Figure 3.10 and 3.11
explains supply chain and JIT process in an organization.

40

MGNCRE | Principles and Practices of Management

Raw Material

Individual
Components

Consumer

Retail

Supply Chain

Assembley Level

Packaging and
shipment

Procurement

Inventory

Figure 3.10 Supply Chain Project Management
Just in Time is aimed to have null inventory for any production or service delivery. It believes that
inventory is indirectly related to organization’s growth strategy. This form of supply was initially
introduced to food industry however the concept has been extended to other industries especially
automobile industry.
When the components / sub-products /raw material are delivered it directly gets into production
system without any storage. JIT is efficient and effective if the suppliers of the organization are well
organized and committed for quality delivery. It also depends on the ability of the supplier to vary
the volume and variants based on the market requirements.
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Zero
Delay

Zero
Inventory

Just In Time

Zero
Rejection

Zero
Failure

Figure 3.11 Just in Time Management for Operations
It refers to managing the project deals with establishing the system that produces high quality
products and services. However, implementation of the system in the day-to-day manufacturing or
products and delivery of service is made possible with operations management. Figure 3.12 briefs
about the production process in a nutshell.

Waste
Management

Production
Planning

Process
Control

Quantity

Quality
Control

Figure 3.12 Essence of Operations Management
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The effectiveness of the management of projects, operations and activities lies in the ability to
understand and apply according to the requirements. Management principles are explored and
modified to suit every industry and process. All the project and operations are executed with
constrains of time, money and resources. The clarity of the project objectives and knowledge of
production processes are the key attributes for successful management of projects and operations.

3.3 Principles of Marketing Management
Marketing combines product and
This unit briefs about principles of managing marketing
service with effective presentation,
and related activities of an organization. The detailed
value and acceptability to engage with
functionality of marketing management from the
the consumers (buyer/user).
The
perspective of waste management will be covered
principles
of
marketing
management
under separate course. Marketing combines product
deal with right positioning of product /
and service with effective presentation, value and
service to the consumer. It assesses the
acceptability to engage with the consumers
customer feedback and satisfaction with
(buyer/user). The principles of marketing management
the products / services and closes the
deal with right positioning of products / services to the
loop by improving the product/service.
consumer. It assesses the customer feedback and
satisfaction with the products / services and closes the
loop by improving the product/service. Figure 3.13
provides the basic principles of marketing management in an organization.

Consumer
Feedback
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Market
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Figure 3.13 Principles of Marketing Management
A core outcome of the marketing process is the development of relationships between the
organization and its consumers. Every step and interaction between the organization, project /
operations management and to the consumers makes a contribution to the development of the
relationship. This results in generating consumer loyalty and sustaining the market share. Key
functionalities of the marketing management are provided in the figure 3.14.

Sales and
Market Share

Branding

Marketing
Management

Market
Feedback

Market
Communication

Figure 3.14 Functionalities of Marketing Management
The basic principles of marketing are defined in terms of 4Ps and 4Cs. The marketing activities
require clean combination of number of products / services and consumers. It is determined by the
organization’s capability and market demand. However basic ethics of business is also followed
while performing marketing. For example, the product communication should attract the consumers
at the same time it should contain genuine information. Figure 3.15 and 3.16 explains 4P’s and C’s of
marketing.
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Position
Price
Promotions
Products / Services

Figure 3.15 4P’s of Marketing Principle

Consumers

Convenience (retial availability)

Cost (Value)

Communication

Figure 3.16 4’C of Marketing
The new trend in the marketing is providing or adding value-based products and services. Different
types of values and positioning are discussed in detail in the strategic management course.
Marketing principles works primarily to connect the market to the organization. They deploy several
tools and techniques to gather consumer/dealer feedback to improve the products and services. The
consumer satisfaction has moved to consumer delight to value generation process.
Life cycle assessment of the products/services is yet another key responsibility of marketing
management since it helps the organization to plan for the new product/service introduction at
appropriate phase. It is essential to introduce new product/service at an appropriate time to sustain
the business. Life cycle consists of four stages (figure 3.18).
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New Product
/Service

Decline

Introduction

Maturity

Growth

Figure 3.19 Product/Service Life Cycle
Introduction brings the new product/service characteristics based on extensive market research and
consumer feedback of similar products/services. The product/service will attract the consumers at
growth stage. The organization enjoys the revenue process of the new product / service
introduction. Market share grows in growth stage. The maturity phase informs the organization that
new feature or product or service is required as the market is saturated with the current
products/services. Cooper (1984) explained the new product /service development process within
organization. Go / No Go decisions are made based on the project feasibility Figure 3.17 explains the
research gate process.

Figure 3.17 New Product Development Process
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The market share doesn’t grow in this phase. At the decline phase, the market share declines that
indicate that the product / service need to be withdrew from the market. By this time the
organization should have next new product/service in the pipeline to bring back the market share.
Figure 3.18 explains the product/service life cycle.

Figure 3.18 Product / Service Life Cycle
Effective marketing management identifies what market (consumers) want. The ability of marketing
is providing value-based product/service to attract the market. Earlier days it only the consumer
satisfaction plays as a key target for marketing function. However, as the consumer expectations are
evolving, it is must to focus on value-based service that helps to sustain the market share.

3.4 Managing Financials
Finance is considered as the main functionality of any organization. The basic objective of the
business is to make revenues and generate profit for the business. It is applicable to any product or
service-related organization. Thus, any commercial organization needs to make profit, sustain the
profits to provide adequate returns to the shareholders. It is essential that finance is understood
with source data that benefit decision-making process. Financial management is concerned with all
aspects of organizational finance. It deals with cash flow, cost accounting, meeting statutory
requirements, assert management etc. Figure 3.19 explains the basic principles and 3.20 explain the
functionality of financial management.
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Figure 3.19 Principles of Financial Management
Accounting for capital investment on technology, goods, equipment’s and manpower are the key
focus for finance manager to run the organization effectively. Assessing for revenue (long and short
term) generation, expenditure and daily operational costs are needs to be managed according to
regulatory audit purpose.
Financial management is additionally concerned with addressing capital investment, return of
investment of new product / service introduction. It also involves in assessing any organization’s
brand values, asset values etc. However financial management will never be allowed to be standing
alone to drive performance priorities. Key functionalities of financial management are mentioned in
figure 3.20.
Cost
Accounti
ng
Financial
Financial
informati
performa
on
nce
system

Financial
Management
Budget
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Financial
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Productio
n/
service
cost

Liabilities

Figure 3.20 Financial Management – Key Responsibilities
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Qualified professionals according to the legal requirements produce cost and accounting. They
maintain ethics of cost and financial accounting and maintain code of conduct according to the
government guidelines. They are also responsible to maintain annual reports, tax calculation for
organization and employees. They review the accounts based on organization performances.
Gearing, profit / loss accounts and balance sheet are few ways of assessing financial statement of an
organization (figure 3.21).

Gearing

•Capital
Resources
of
the
organization
•Bank loans, other financial sources
of investment

•Income and expenses for a specific
period of time
Profit / Loss Statement •assessment based on profit Vs.
expenses

Balance Shet

•Balances assests and liabilities
•Financial captial suporting

Figure 3.21 Financial Assessment
The cost and accounting of the financial management determines the cash flow within the
organization. Cash flow determines the liquidity status of the organization at any given point of time.
Cost of an organization can be segregated into multiple ways in multiple levels. However, the costs
are differentiated based on fixed, variable, sunk etc., Figure 3.22 briefs about different types of costs
that the organization is concerned with.
Fixed
Costs

Project
Costs

Marginal
Costs

Variable
Costs

DIfferent
Types of
Costs

Sunk
Costs

Figure 3.22 Types of Costs in an Organization
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Finance managers in an organization use many tools to assess the financial performances, return on
investment, capital gain etc. In this unit cost-benefit analysis is introduced to help the organization to
estimate the investment (cost) and benefits.
Cost-benefit analysis is a concise ready-reckoner method to establish the basis for an investment so
as to gain the returns. It requires itemizing of all cost and charges that could possibly be incurred in
the venture and then setting them out against all the values and benefits that the initiative is
expected to deliver. Cost-benefit analysis is used widely in all commercial, industrial and non-profit
organizations. It has nine key attributes that are explained in the figure 3.23 and table 3.1 from the
perspective of waste management.

Choices
Income and
expenditur
e

Relative
valuation

Time

Value

Cost Benefit
Analysis

Strategy

Priorities

Risk

Initiatives

Figure 3.23 Cost- Benefit Analysis
Table 3.1 Waste Management – Cost Benefit Analysis
Action Choice
•
•
•

Size
Capacity
Cost

•
•
•

Long Term
Zero waste
Organic farms
Clean-up rivers

•
•
•
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Valuation
Re-cycle innovation
(product and process)
Co-work with other waste
management companies
Environmental care

•
•
•

Priority
Policy Driven
Environmental care
Social benefits

•
•
•

Strategic Plan
Social change
Government tie-ups
Social Cause

•
•
•

Income-Expenditure
Direct income from recycled products
Low raw material cost
Social support and
government investments

•
•
•

Initiative
Re-cycle
Re-use
Collection Bins

•
•
•

Risk
Resistance to change
Lack of support
Investment

•
•
•

Value
To society
Eco friendly initiatives
Value for human life
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Effective financial management requires a high level of organizational and environmental knowledge
and understanding. This is a key part of capability to choose the right approach to finance in any
circumstances. The right financial assessment and decision-making will facilitate the organization to
grow and sustain in the market.

3.5 General Management
Apart from the above-discussed functionalities there are other functionalities of management such
as Information Technology Management, Strategy and business model management and analysis,
knowledge management etc. This unit will briefly explain about the general management. Every
manager needs to monitor and evaluate the activities of his subordinates. It helps in taking
corrective actions by the manager in the given timeline to avoid contingency or company’s loss.
Figures 3.24 brief about general management functions in an organization. Some organizations
consider one of these functions as core in which case other functions will become supporting
functions. For example, if an organization works as a IT consulting, then the operations, HRM,
Marketing will become supporting functions.

Technology
Management
Information
Technology

Knowledge
Management

Data
Management

General
Management

Creativity and
innovation
Management

Figure 3.24 General Management
Information technology management includes many of the basic functions of management, such as
staffing, organizing, budgeting and control, but it also has functions that are unique to IT, such as
software development, change management, network planning and tech support. Generally, IT is
used by organizations to support and compliment their business operations. The advantages
brought about by having a dedicated IT department are too great for most organizations to pass up.
Some organizations actually use IT as the center of their business.
Management of Technology is interdisciplinary fields that integrate science, engineering and
management knowledge also with practice. Technology Management set of management disciplines
that allow organizations to manage their technological fundamentals to create competitive
advantage. The main focus on technology part for manager is to create wealth. Technology
management requires deep understanding of life cycles of technology, product, process and system.
Technology management is also a tool to catalyze R&D. By providing R&D team in R&D organization
to an increased extent, it can generate more science from existing science and more technology
from existing technology. Technology management involve technological tool for national defense,
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national development and economic growth by resolving to make country a self-reliant, strong and
technology developed country. Technology management involving those features can therefore act
as a catalyst in propelling R&D programmed to achieve faster rates of technological growth.
Knowledge Management (KM) is a collection of systematic approaches to help information and
knowledge flow. It gathers and documents the required information for the benefit of smoother
execution of projects in future. There are many reasons why organizations begin a knowledge
management effort. Sometimes the impetus is demographics A lot of senior experts are about to
retire and the organization wants a way to document their know-how and experience, or a bunch of
new people get hired and KM is seen as a way to get them up to speed more quickly. Other
organizations turn to KM in response to change or crisis. A merger, acquisition, or restructuring can
make an organization recognize the need to break down silos between groups and improve crossboundary knowledge sharing and collaboration. Likewise, if an embarrassing mistake makes the
papers or a safety incident puts lives at risk, leadership may decide that KM can reduce the risk of
similar errors occurring in the future. Still other organizations simply recognize that they are leaving
money on the table by not learning from past experience and reusing intellectual capital across
projects, locations, and business units. But regardless of what motivated their launch, successful KM
programs ultimately move beyond their original business case to address a range of knowledge
needs and add value to the business in all sorts of ways. Figure 3.25 represents knowledge
management in IBM.
Collecting (Stuff) &
Codification

Graphic Map of KM

Directed
Information &
Knowledge
Search
Exploit

•
•
•
•

Connecting (People) &
Personalization

Databases, external & internal
Content Architecture
Information Service Support (training
required)
Data mining best practices / lessons
learned/after action analysis

•
•
•
•

Organizational& learning
Directories, "yellow pages"
(expertise locators)
Findings & facilitating tools,
groupware
Response teams

(Harvest)

•
•

Serendipity &
Browsing
Explore

•
•

(Harness)

Cultural support
Current awareness profiles and
databases
Selection of items for alerting
purposes / push
Data mining best practices
(Hunting)

•
•

•

Cultural support
Spaces - libraries & lounges
(literal & virtual), cultural
support, groupware
Travel & meeting
attendance
(Hypothesize)

From Tom Short, Senior consultant, Knowledge Management, IBM Global Services
(Note however the comments below under “Tacit.”)

Figure 3.25 Graphic Map of Knowledge Management
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Creativity and innovation management looks for new avenues of creating ideas. Innovation
management transforms the potential business ideas to revenue models. Figure 3.26 explains the
basics of creativity and innovation from ideas to potential business model. The Google case has
already become famous. It allows its employees to spend 20% of their time working to dedicate
themselves to personal and innovative projects. There are 4 main company creativity and innovation
management models, adopt the most relevant for your organization’s culture and goals.
•
•
•
•

Free time Each employee chooses if, when and how much time to use on innovative
projects.
Time Spent It’s very similar to the first model. The difference is that it’s evident that the
company values the time it spends on innovation.
Determined Time In this case, there are specific events, lectures, contests, and meetings
where employees should focus on creative initiatives.
Defined Time Like the Google case, which defines a percentage of the working hours an
organization can use to innovate.
New Product
/Service
(innovation)
Testing

Prototypes

Concepts

Ideas (creativity)

Figure 3.26 Creativity and Innovation for New Product Development

Big Data Analysis

Faster /
Better
Decision
Making

Less Cost

New Product /
Services
Development

Figure 3.27 Big-Data Analysis
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Data management involves, data mining, big-data collection, analysis and decision-making for the
organization. The automated services are also known as machine learning. It helps to understand
the system based on the data and its patterns. Figure 3.27 briefs the big data analysis. The
consumer behavior and analysis is made possible only because of big data and analysis.
Watch the video to explore more on big data analysis
https://www.youtube.com/watch?v=aRReF-lvyPQ

Conclusion
This Chapter brings out the key functions of management in an organization. The key roles and
responsibilities of the functions along with manager/team role are discussed. As mentioned, the
functions of the management should collaborate together for the success of the organization. The
functions and activities are segregated based on the business focus. It can be either core
functions/activities or supportive functions/activities. The organizational learning and practice of
management will be discussed in the following Chapters.
Review Questions
1. List the different functions of management in an organization.
2. List the differences between the functions, roles and responsibilities
3. What are core and supportive activities? Map the core and supportive activities for a waste
management business in your district.
4. What is marketing? Why is it important for the organization?
5. How operation management is different from project management. Brief your argument.
6. What is knowledge management?
7. Brief about creativity and innovation management.
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Chapter 4
Controlling and Evaluation of Management
Introduction
Controlling is performed at the lower, middle and upper levels of the management. Controlling and
planning are interrelated for controlling gives an important input into the next planning cycle.
Controlling is a backwards-looking function, which brings the management cycle back to the
planning function. Planning is a forward-looking process as it deals with the forecasts about the
future conditions. This Chapter brings out the essence of management process control and
evaluation. Impact of organizational level policy and governance is discussed to evaluate the
performances of the strategy and meeting goals. The objectives and chapter flow (figure 4.1) is
given below.

Objectives
The objectives of this chapter are,
1. To learn the organization policy and direction.
2. To understand the relationship between policy and strategic direction.
3. To learn different practices of management.
4. To evaluate process and management controls.
5. Tools and techniques for control processes.
6. To calculate the different business risks and risk mitigation plans.
7. To explore the team and structure for the effective management practices.

Unit 4.1: Strategy and Policy

Unit 4.2: Practice of Manaagement

Unit 4.3: Risk

Unit 4.4: Quality Control Techniques

Unit 4.5: Team and Organizational Structures
Figure 4.1 Chapter Flow - Controlling and Evaluation of Management
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4.1 Strategy and Policy
This unit explores the importance of strategy and policy for managing the organization. This will
provide a direction to the organization to gain competitive advantage and sustain in the market. Aim
of all industrial, commercial and public service sector organizational strategies, policies, purposes
and directions should be long-term business sustainability in a competitive and turbulent world. This
unit will establish issues involved in devising policy and strategy, development and implementation
of strategy, policy and direction.
Operational policies are based on the choices made within the overall strategy view. They are based
upon a continuous appraisal of current and potential markets and spheres of activity; the ability to
acquire, mobile and harmonize resources for the attainment of the given aims, objectives and goals;
and the actual means of conduct, including philosophical and ethical standpoint to meet wider social
expectations. Figure 4.2 explains the organizational requirements, policy and directions.

Direction

Policy
Organizational
Strategy

Figure 4.2 Organizational Strategy, Policy and Direction
Effective strategy and policy development requires key attributes to understand and assessed in
detail (Figure 4.3).
• Capital Investment The level of finance and capital required for establishment of successful
business operational.
• Income Vs. Expenses The income, surplus, profit and expenses that organization needs to
make.
• Organizational Structure: The team and structure of the organization that is appropriate for
the mentioned operations to be carried out.
• Style: The management and leadership style, direction and supervision to execute the
objectives.
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Figure 4.3 The Essence of Management Practices
The strategies of an organization will have one main that is called as ‘a grand strategy’ and all other
strategies will derive to support it that are names as ‘sub-strategies’. These strategies can be of
based on functional based, project based or revenue based.
Main Business Strategy
It is a clear statement of the vision and direction of the organization, customer base and quality of
the products/services offered.
Sub-Strategies
The internal strategies and policies are developed to ensure long-term organizational effectiveness
and viability, relating activities to the grand strategy.
Effective organizational strategy and policy is dependent upon integrated and complementary
internal policies of financial investment, budget, resources, team design, marketing, ethical factors
etc. The outcome of this work brings out a business model –that provides a fully integrated direction
and purpose of the organization. The business model will bring clarity in terms of investment,
growth and gaining value proposition. Thus it differentiates the organizational activities based on the
core activities and peripheral activities. Many new generation organizations focus only on the core
activities (figure4.4) that they off-load the supporting (or) peripheral activities (Figure 4.5) to other
businesses. It helps them to focus on the core activities and gain knowledge and resources.
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Core Activity

Revenue Generation

Image and Identity

Figure 4.4 Organizational Core Activity
Core activities are the key for organization’s revenue generation and produces image and identity. At
the same time, peripheral activities are supporting or enabling activities for the core activities. Such
activities are not extremely profitable. They indirectly enable the core activities. For example, for a
business related to re-cycling the plastics, it would be better to collect (or) provide bins at the source
of waste generation (Figure 4.5). It will enable them to collect the plastic waste. These
differentiation activities will generate additional business and profitable.

Providing Bins at
waste generation

Peripheral
Activities for Waste
management
Business
Rewarding for
providing
segregated
waste

Collection of
waste

Figure 4.5 Peripheral Activities for Waste Management Business

58

MGNCRE | Principles and Practices of Management

With all the precautions and strategic plan it is impossible to predict with absolute accuracy where
success and failure are likely to occur. The possible causes of failure are, price point, volume of
production of products/services, quality etc. Figure 4.6 explains few attributes due to which the
organization will become failure. Failure is not bad as long as the business can learn from it and
move forward towards other direction. No organization in the entire world has tasted only success
and not failure. It is upto the management to learn from the mistakes and try out other paths of
success.

Lack of value
generation
Wrong
product/service
positioning

Product Pricing

Poor Quality
Product/service

Attributes to
Failure

Product/service
inavilability

Figure 4.6 Common Mistakes for Failure
A successful strategic approach can only be achieved if the ways in which the particular sector
operates are fully understood and analyzed. It is important to keep seeking sufficient information to
improvise on the strategic objectives and time line. Continuous improvement and market feedback
will facilitate the organization to grow and learn from their failures.

4.2 Practice of Management
The ability of the management is not only in establishing right strategic goal but also adopts and
implements the right management practices. This means that it is essential to be able to identify
and apply the required management principles according to the demand and industry changes. The
sustainability of the organization can be achieved only the committed yet motivated team. The
ability to handle pressure from the market and competition will increase the possibility of market
sustenance. The sustainability of an organization can be looked from different perspectives.
However, the efficient implementation of the management practices will help the organization to sail
through the tough times.

59

MGNCRE | Principles and Practices of Management

Market

New
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Sustainability

Sustain
Investments/
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Resource

Figure 4.7 Different Perspective of Business Sustainability
Sustainability depends heavily of knowing different perspective of organizations nature of work. It
also depends on ensuring the continuous new product /service introduction. Maintaining the quality
of the services/products that generate sufficient value to the consumers is also considered as a key
attribute for sustainability. Further, it is also to maintain investors and bankers relationship to sustain
the investment for the future plan. It also considers the environmental considerations for project
that are related to waste and plastics.

Diposing the
waste
appropriately
Efficient energy
utilization

Minimum waste

Design for
environement

Sustainability
of waste
management
business

Right choice of
technology

Figure 4.8 Sustainability Practices for Waste Management Business
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The approach to sustaining the organization, as an entity and developing activities are known,
believed and perceived to be environmentally friendly is essential for any waste related business.
The energy and optimal use of resources will enable to sustain the environmental friendly business
objectives.
Practice towards resources and resourcing plan is another managerial practice to be followed by any
organization. It varies between within and outside the organization. The focus on cost of energy,
resources and availability of resources will enable the organization to reduce their expenses (figure
4.9). Effective management practices in these areas are driven by attention to the costs. The
effective managerial practice of resources management is depends on the capability of individual
managers to assess what’s required and how to maximize the utilization. Special attention is
required in terms of sustainability and environment management without compromising the
effectiveness and efficiency of operations and activities.

Source of Energy

Creation and
disposal of waste

Resources
optimization

Production /service
delivery

Transportation cost

Figure 4.9 Energy and Resource Utilization
Technology is yet another component of concern while considering effective management practice.
It can be used in many ways for the organization in terms of production, process, innovation, supply
chain etc. Many organizations have developed their technology policy that will provide guidelines to
choose and deploy right choice of technology. Technology for an organization is depends on the
clarity in which the organization chooses and deploys technology (figure 4.10). Technology
management is another key managerial practice in this century especially for technology-based
organization.
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Production and service delivery technology

Computers and Information related technology

Mobile and internet based technology

Machines base technology

Supply chain based technology
Figure 4.10 Technology Requirements for an Organization
However selection and adoption of technology is based on several decision-making points such as
effectiveness, efficiency, adoption time etc. Many organization faces resistance from employees and
workers while switching from one technology to another. It is essential the top management is
technologically knowledgeable. They need not be the experts of any specific technology but their
decision towards choosing and deploying the technology is essential. Figure 4.11 represents the key
criteria for technology deployment in any organization.

Technolgoy Selection
What technology is required and why
Technology Adoption
Perceived ease of use
Technology Justification
Value addition to the business
Figure 4.11 Technology Principles for an Organization
Apart from technology, managing across culture and boundaries especially timescales is another
managerial practice that evolved in this century. Many organizations have developed cultural policy
that enables the employees to manage the cultural differences at work. They provide equal
employment to all without any bias in terms of gender, language, color etc. Such organization
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promotes efficiency since they establish offices in different time zone and thus operates throughout
the clock. Effective managerial practices enable the organization to grow not only in financial terms
but also in ethical, cultural and economic aspects.

4.3 Risk
This unit explains the uncertainty in the organization in spite of planning. The major concern of
management is anything can go wrong from time to time. What worked yesterday may not work
today and what worked today may not work tomorrow. As mentioned in earlier management is
primarily to manage the uncertainty by mitigating the risk. Uncertainty exists where there is less or
no knowledge. Risk can be insured and overcome with mitigation plan. The level of risk involved in
anything is therefore dependent upon the competences of the knowledge and understanding (figure
4.12). Full evaluation of the risk or failure is required so that it can be avoided or overcome in future.

Lack of competence

Lack of planning

Risk

Figure 4.12 Organization Risk
Managers analyze every situation, risks associated with that along with the outcomes of every
decision. The best or worst outcomes are documented for the benefit of the organization to
overcome the future risks. It is important in all situations especially when new business avenues are
explored. New business avenues can be of new products, service introduction, new venture tie-ups
and entering into new market. Thus, business risk can be segregated into three types, High, medium
and low (figure 4.13). Risks that involve with high investment or affected the revenue generation or
produces un-happy customers are considered as high risk. High-level risks will take longer time to
overcome. Similarly, medium risk involves in loss of marginal market share and low risk involves in
process failure.
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Figure 4.13 Different Types of Organizational Risks
Calculative risks will provide the organization to leap to the next level. The managers embrace risks
as long as it is planned and mitigated. The correlation between risks and rewards is linked in terms
of foreseeing the obstacles. If the manager’s view of obstacles cannot be overcome with the existing
resources then there exists the question of not moving ahead with the known damage to the
organization.
It is also essential to realize that even when something has been fully evaluated, and conscious steps
were taken to minimize the risks involved, the only step to mitigate the risk to involve operational
risk management team. Risks are classified into 5 main types in any organization in terms of
financial, legal, operational etc. (figure4.14).
Legal
Compliance
Risk

Financial
Risk

Market Risk
Organizational
Risks

Operational
Risk

Strategic Risk

Figure 4.14 Types of Organizational Risks
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Risk management is concerned with creating organization culture, expertise and team. Risks that
affects the internal components of the organization is considered as medium and low; however risks
that affects the external components such as consumers, shareholders and stake holders is
considered as high risks. Operational risk management is concerned with the details of risk in
everyday activities. Measures are taking care to minimize the machine down time, training and
involving experts in operational management.
The organization can plan to mitigate risk with appropriate planning the knowledge source,
resources, alternative plan etc. It is also important to understand the outcome and other early
warning signals. Figure 4.15 explains the risk mitigation key process steps.

Identification of risks

Early warning signals

Segregate the level of risk

Risk Owners

Involve Expertise

Assess risk potential and impact

Explore alternative options

Assess outcomes

Implement action plan
Figure 4.15 Risk Mitigation Process Steps
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It is essential to understand the human behavior associated with risks. Managers should aware the
key behavioral issues with respect to risk management system. The individual associated with the
system may exhibits different types of behavior either to accommodate or resists the risk
management. Figure 4.16 explains the different types of behavior for a risk and overcoming process.

• Ability to change
• Support to overcome the risk

Accomodate

Resist

• Not accept the change

Avoidance

• Not interested

Arogance

• No faith

Unwillingness

• Lazy to work

Figure 4.16 Risks and Organizational Behavior
Any organization working towards risks, risk management and exploring alternative channels should
explore the organizational culture towards willingness to change and willingness to accept. These
are key challenges that can make the organization to take calculative risks and grow. The ability to
change is an essential characteristic for the organization to sustain even tough times. However, the
risks that are external to the organization such as government policy change, natural calamity and
other environmental issues can also be mitigated with sufficient planning in place.

4.4 Quality Control Techniques
The control process is the system that allows setting, measure, match and tweak any business
activities such as production, packaging, delivery and more. Controlling is an essential part
of management process. In fact without control process entire management is obsolete.
Control is a primary goal-oriented function of management of an organization. It is a process of
comparing the actual performance with the set standards of the company to ensure that activities
are performed according to the plans and if not then taking corrective action.
Every manager needs to monitor and evaluate the activities of his subordinates. It helps in taking
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corrective actions by the manager in the given timeline to avoid contingency or company’s loss.
Controlling is performed at the lower, middle and upper levels of the management.
Features of Controlling
An effective control system has the following features (Figure 4.17)
▪
▪
▪
▪
▪
▪
▪
▪

It helps in achieving organizational goals.
Facilitates optimum utilization of resources.
It evaluates the accuracy of the standard.
It also sets discipline and order.
Motivates the employees and boosts employee morale.
Ensures future planning by revising standards.
Improves overall performance of an organization
It minimizes errors

Quality
Standard

Motivates
Employees

Optimal
Utilization of
reources

Goal Setting

Performance
excecllence

Management
Control Process

Reduction of
errors

Figure 4.17 Management Control Process
Controlling and planning are interrelated for controlling gives an important input into the next
planning cycle. Controlling is a backwards-looking function which brings the management cycle back
to the planning function. Planning is a forward-looking process as it deals with the forecasts about
the future conditions.
Also without control, the managers will not be able to actionable lead the workforce. The control
process is the functional process for organizational control that arises from the goals and strategic
plans of the organization (figure 4.18).
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Establishing Standards and methods for measuring performance

Measuring the performance

Determining the performance standards

Corrective Actions
Figure 4.18 Control Process Steps
1. Establishing Standards
They are the selected points in an entire planning program at which performance is measured so
that managers can receive signals about how things are going and thus do not have to watch every
step in the execution of plans. Standard elements form precisely worded, measurable objectives and
are especially important for control. In an industrial enterprise, standards could include sales and
production targets, work attendance goals, safety records etc.
In service industries, on the other hand, standards might include a number of time customers have
to wait in the queue at a bank or the number of new clients attracted by a revamped advertising
campaign.
2. Measuring the Performance
The measurement of performance against standards should be done on a forward-looking basis so
that deviations may be detected in advance of their occurrence and avoided by appropriate actions.
If standards are appropriately drawn and if means are available for determining exactly what
subordinates are doing, appraisal of actual or expected performance is fairly easy. But there are
many activities for which it is difficult to develop accurate standards, and there are many activities
that are hard to measure.
It may be quite simple, for example, to establish labor-hour standards for the production of a massproduced item and it may be equally simple to measure performance against these standards, but in
the less technical kinds of work. For example, controlling the work of the industrial relations
manager is not easy because definite standards cannot be easily developed.
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The superior of this type of managers often rely on vague standards, such as the attitude of labor
unions, the enthusiasm, and loyalty of subordinates, the index of labor turnover and/or industrial
disputes etc. In such cases, the superior’s measurements are often equally vague.
3. Determining whether Performance Matches the Standard
It is an easy but important step in the control process. It involves comparing the measured results
with the standards already set. If performance matches the standard, managers may assume that
“everything is under control”. In such a case the managers do not have to intervene in the
organization’s operations.
4. Taking Corrective Action
This step becomes essential if performance falls short of standards and the analysis indicates that
corrective action is required. The corrective action could involve a change in one or more activities
of the organization’s operations. For example, the branch manager of a bank might discover that
more counter clerks are needed to meet the five-minute customer-waiting standard set earlier.
Control can also reveal inappropriate standards and in that case, the corrective action could involve
a change in the original standards rather than a change in performance.
It needs to be mentioned that, unless managers see the control process through to its conclusion,
they are merely monitoring performance rather than exercising control. The emphasis should always
be on devising constructive ways to bring performance up to a standard rather than on merely
identifying past failure.

Visual

Procedural

Embedded

Figure 4.19 The 3 Types of Controls
There are essentially three kinds of controls (Figure 4.19)
1. Visual controls. These include checklists, dash boards, scorecards, budgets, etc. They let the
managers SEE that the right things are happening, of if not, they raise a flag that lets the
managers make sure to focus on fixing the situation.
2. Procedural controls. These include things like having 2 unrelated parties internally check/be
involved in the flow of money. There need to be a standard review process for all new hires and
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with the standardized sales concessions, the managers may empower the sales team to use.
Procedural controls establish a known pathway to a consistently secure result.
3. Embedded controls. These are the controls that work without someone having to remember to
do something out-of-the-way to use them. These include things like the standardized contracts,
automated data backups, and intentionally designed financial controls that work automatically
in the background to protect the business from poor decisions or behavior.
If the managers make a key decision today, the managers will likely need to be there to make that
same decision later. If the managers find checking on the team's work, with no plan in place to help
develop them and the business to be self-sufficient, the managers will likely always be needed to
check up on the team's work. If the managers want to scale the business and get the life back, the
managers have got to find ways to get the team producing more. And business controls (along with
solid systems) are one of the key ways the managers intelligently broaden the base upon which the
company is being built.
4.5 Team and Organizational Structures
Team building is not something that can be achieved overnight. It is an ever-running process that
needs continuous input on part of a project manager. But there are certain starting points that
might help the organization to start off with a team that will be easy to manage later down the
road.
Table 4.1 Organizational Team
Role

Personality

Contribution

Resource
Investigator

Extrovert, social & opportunity seeker

Good at developing contacts and exploring
new ideas

Team worker

Perceptive, cooperative & helpful

Good listener that works on resolving
conflicts.

Cocoordinator
Plant

Confident, positive & open minded

Good at delegating and identifying goals,
frameworks and making decisions.
Good at solving problems and finding
solutions to obstacles.

Monitor
Evaluator

Sensible, critical, strategic

Good at analyzing and structuring valuable
insights. Able to take strong decisions.

Specialist

Independent dedicated and task
oriented.
Competitive, passionate and
entrepreneurial mindset.

Provides specialized knowledge.

Implementer

Hardworking, transparent, agreeable.

Completer
Finisher

Conscientious & perfectionist

Responsible for creating a plan, executing it
and organizing the scope of the project.
Foresee risks and problems, makes sure
deadline is met.

Shaper
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Introvert, thinker, creative

Good at motivating the team, creating team
growth and resolving issues and problems.
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For effective team management, the managers have to endorse good time management as well
(figure 4.20). Attach concrete timelines to each member’s role in a project and link it to weekly
goals. Keeping team members on a defined schedule allows them to keep track of their own
performance and activity with that of the project’s life cycle.

Goals
Timeline

Motivation

Team
Figure 4.20 Team Management

Sundar Pichai, CEO of Google, shares one of his supportive leadership strategies:
“To not only see the own success, but to focus on the success of others.”
He explains that a major part of a leader’s responsibility is to focus on making other people
achieve their success, instead of focusing on his/her own. This typically requires how well
the project manager knows the team members.
The managers need to be aware of the team members’ strengths and weaknesses, their likes and
dislikes, how easily they are motivated and their areas of interests. The more the managers are
conversant with these aspects of the team members, the more successful the managers will
render at solving their problems and bringing them to the finish line. To practice Directive
Leadership, adopt a manner in which the managers appear approachable to the team members.
Setup a feedback system where they can approach the managers with their opinions and
suggestions.
Take it from Tim Cook, CEO of Apple, who is widely known for giving a listening ear to the
people that work next to him. He trusts and values their opinions and supports his leadership
style by asserting that one of the many great traits of a good leader is that he is humble.
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Not only will this kind of attitude give birth to a cordial bond between the team and their leader
but also motivate them to collaborate with their boss.
Many organizations have applied ERG (Existence, Relatedness & Growth) Theory in their
workplace to understand employees’ motives and how to induce motivation in them. Alderfer’s
ERG theory is a pyramid depicting 3 set of needs every human (Figure 4.21).

Existence Needs

Relatedness Needs

Growth Needs

Figure 4.21 Needs of a Team Member
Motivation stems from incentives and incentives stem from needs. To cultivate motivation in the
team, the managers need to address their needs first. A study that surveyed more than 7,000
companies, reported that restructuring of workplace culture was one of the top 3 trends that are
considered to be very important by 86% of the respondents.
One of the main goals of effective team management is to ensure that the team functions as
efficiently in the absence as it would in the presence. In large companies, managers can’t be
present at all times to monitor their teams. By formulating a positive, collaborative culture in the
workplace, a manager can enable his/her team to perform equally well when he/she is not
around. Endorse social messenger tools that the team can use to communicate with each other on
a daily basis.
3 of the most commonly used social tools (figure 4.22) by teams to collaborate are slack, Yammer
and social cast.
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Slack - group messing, private messaging, file sharing, integration with
project management tools

Yammer – group and private messaging, file sharing, integration with
project management tools

Socialcast – group messing, private messaging, file sharing, integration
with project management tools

Figure 4.22 Social Tools for Team Communication
Remember, effective team management is not a one-time stroll in the park. It is a constant
struggle to improvise, adapt and modify the strategies as the team grows and changes. A huge
chunk of managing teams involve managing people of different interests, personalities, and
beliefs. When people with diverse backgrounds come together, both personal and professional
conflicts can erupt. As much as 85% of the employees at all levels have been reported to
experiencing some kind of conflict in an organization.
Part of effective team management techniques is the ability to handle conflicts and neutralize
differing views that may lead to disagreements. If handled tactfully, through the right set of tools
and expertise, further aggravation of situation can be avoided.
Some of the ways a project manager can handle conflicts are
• Take everyone’s perspective and try to see the conflict from each person’s point of view. This
can help to get a better overall understanding of the situation, consequently helping to come
up with an effective solution.
• Identify points of agreement and disagreement between the individuals. By understanding
what the individuals agree or disagree on can greatly help the project manager to develop
common grounds for mutual agreement.
• Be mindful of the own body language and attitude. There should be no personal bias
involved while solving the conflicts, and the team members should not feel that the
managers’ being unreasonable on personal grounds.
• Act as a mediator. Conflicts tend to turn into heated debates within a matter of seconds,
and that’s why it’s important for a project manager to stay neutral and not take sides,
ever! Try to provide guidance to everyone involved.
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Investing in some team building activities can be an effective team management technique. Once
in a while, to break the monotony at workplace, and to bring a sense of unity among employees,
team-building activities should be performed.
For effective team management, project managers should carefully decide the activities that need
to be implemented according to the culture of the organization and the temperament of team
members involved.
These activities can range from short communication building activities to more complex problemsolving ones, all depending upon the objective the managers have in mind. If team building
activities are organized and implemented with proper planning, numerous team management
benefits can be reaped within a short span of time.
Feedbacks are an integral part of any work environment. As a project manager, the managers
should nurture a culture where feedback is welcomed. This should work both ways, that is, if a
task is being done successfully, don’t hesitate to appreciate the team members publicly, and if
there are some shortcomings, team members should expect constructive criticism from the
managers.
On the flip side, the employees should not be reluctant to share their feedback regarding work
with the managers. It’s highly significant that the managers get the right type of feedback, at the
right time, from the team members so that the managers can plan and act accordingly.
Even if there are no feedbacks to give or take, grab opportunities to check in with the team
members and take regular feedback. These informal feedbacks are a great way to get a heads up
on the progress of all the tasks and can also act as a valuable resource of gathering information
from the team members.
Regular feedbacks from the end can also act as a great learning tool for the team to develop
professionally as well as personally. In non-hierarchal organizations, it can become difficult to take
regular feedbacks, but for effective team management techniques to pay off, it’s paramount that
feedbacks are taken seriously.
Conclusion
This chapter explores the managerial control process. Process of organization risk and risk
mitigation is explored. Managerial team and organizational structure is considered as essential
part of management practice. Business process control elaborates on the need of sustainable
delivery of quality products / services. Different types of organizational risks and risk mitigation
plans are explained in an organization. The performances and outcomes of the management
practices and principles are best analyzed based on the gaining (or) sustaining the market share
especially in tough competition. The next Chapter will explore the benefits and challenges faced
for a successful organizational performance.
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Review Questions
1. What are the different types of organizational risks?
2. How to perform a risk mitigation plan? Visit a small-scale business in your area and
understand the possible risks and risk mitigation plan perform by the entrepreneur.
3. What is business process control? How it is important to establish business process?
4. How does team affects the organization’s performance?
5. What are the different ways of communicating within the teams? Explain in detail.
6. Explain the process of technology selection, adoption or justification. Perform this for a
hospital waste management business.
7. What is business sustainability? What are the key attributes of business sustainability?
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Chapter 5
Benefits and Challenges of Organizational
Team Performance
Introduction
Organizational Team performance has multiple tangible and intangible outcomes. The tangible
outcomes include improved household income, employment and social development. The intangible
outcomes refer to skill development, personality development and better lifestyle to individuals.
This Chapter explains the key benefits of organizational team performance apart from organizational
development. The key challenges of organizational team performance are also discussed.

Objectives
1.
2.
3.
4.
5.

To understand the key benefits of organizational team performance.
Unlearning and learning cycle of an organizational and an individual.
Employment opportunities in rural communities.
Explore the challenges of organizational team performance.
Adapting and deployment of new system.

The following graph provides the current Chapter flow

Unit 5.1: Employment and Skill Development

Unit 5.2: Awareness and Learning

Unit 5.3: Personality Development

Unit 5.4: Coping with New System
Unit 5.5: Deployment of National Level Management
of Waste
Figure 5.1 Chapter Flow – Benefits and Challenges of Waste Management
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5.1 Employment and Skill Development
According to a general survey done by the National Sample Survey Organization, 58% of total
employment exists in rural sector and only 38% in urban sector of our country. In India, Below
Poverty Line declined to 21.9% of the population in 2011-12 from 29.8% in 2009-10 and 37.2% in
2004-05. In 2011-12, the poverty line had been fixed at Rs 27 spending in rural areas and Rs 33 in
urban areas so total poverty is 21.9% at the national level.
Government has initiated many employment opportunities and to facilitate organizational team
performance. Mahatma Gandhi National Rural Employment Guarantee Act (MGNREGA), which was
launched on February 2, 2005. The Act provides 100 days assured employment every year to every
rural household. One-third of the proposed jobs would be reserved for women. It aims to initiate
organizational level requirements such as cleaning water resources, clearing landfills, waste
separation etc. The following figure 5.2 represents the employment benefits of organizational team
performance

Government has initiated many employment opportunities and to facilitate
organizational team performance. Mahatma Gandhi National Rural Employment
Guarantee Act (MGNREGA), which was launched on February 2, 2005. The Act
provides 100 days assured employment every year to every rural household.

For Teachers
1. Do a role play to understand the importance of change communication. The
case study on Cooum can be used
2. Analyze the employment status in your area/region. How can you improve
the employment status through organizational commitments?
3. Form group of 6 and discuss about the personality of everyone and suggest
for areas of improvement to become a leader of organizational/district/state.

To Do Activity
1. Provide introduction about recent environment law enforced in Metro Cities
like Mumbai and Chennai for banning the single use plastic
2. Discuss about the social learning process in your district about recent system
level change
3. Explore the possibilities of preserving the water bodies and initiating
environmentally friendly activities in your institution.
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Figure 5.2OrganizationalTeam Performance and Employment
Few government-initiated employment schemes that benefited in both social and environmental
care are discussed in this unit.
Integrated Rural Development Program (IRDP)
The Integrated Rural Development Program (IRDP), which was introduced in 1978-79 and
universalized from 2nd October, 1980, aimed at providing assistance to the rural poor. On 1st April,
1999, the IRDP and allied programs were merged into a single program known as Swarnajayanti
Gram Swarga Yojana (SGSY). The SGSY emphasizes on organizing the rural poor into self-help groups,
capacity-building, planning of activity clusters, infrastructure support, technology, credit and
marketing linkages.
Sampoorna GraminRozgar Yojana (SGRY)
The JGSY, EAS and Food for Work Program were revamped and merged under the new Sampoorna
Gramin Rozgar Yojana (SGRY) Scheme from 1st September, 2001. The main objective of the scheme
continues to be the generation of wage employment, creation of durable economic infrastructure in
rural areas and provision of food and nutrition security for the poor.
Mahatma Gandhi National Rural Employment Guarantee Act (MGNREGA) 2005
It was launched on February 2, 2005. The Act provides 100 days assured employment every year to
every rural household. One-third of the proposed jobs would be reserved for women. The central
78

MGNCRE | Principles and Practices of Management

government will also establish National Employment Guarantee Funds. Similarly, state governments
will establish State Employment Guarantee Funds for implementation of the scheme. Under the
program, if an applicant is not provided employment within 15 days s/he will be entitled to a daily
unemployment allowance (Figure 5.3).

Clear Employement Framework
Time bound guarantee
Labour intensive
No enducational requirements
Women empowerment
Transparency
Accountability
Figure 5.3 Salient features of MGNREGA
Pradhan Mantri Kaushal Vikas Yojna
The cabinet on March 21, 2015 cleared the scheme to provide skill training to 1.4 million managers
with an overall outlay of Rs. 1120 crore. This plan is implemented with the help of Ministry of Skill
Development and Entrepreneurship through the National Skill Development Corporation. It will focus
on fresh entrant to the labour market, especially labour market and class X and XII dropouts.
National Heritage Development and Augmentation Yojna (HRIDAY)
HRIDAY scheme was launched (21 Jan. 2015) to preserve and rejuvenate the rich cultural heritage of
the country. This Rs. 500 crore program was launched by Urban Development Ministry in New Delhi.
Initially it is launched in 12 cities Amritsar, Varanasi, Gaya, Puri, Ajmer, Mathura, Dwarka, Badami,
Velankanni, Kanchipuram, Warangal and Amarvati.
These employment schemes play a very crucial role in the development of the all sections of the
society so that the concept of holistic development can be ensured in the real sense. The rural
organizational benefits the employment and witness improved lifestyle.

5.2 Organizational Learning
Another important aspect of organizational change program is to learn and improve continuously.
Learning requires unlearning. Organizational should be able to unlearn by giving up old habits,
attitudes, assumptions, behaviors and mindset to adapt new system. Unlearning, however, is a
difficult process that has received little attention in the literature.
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Todd Jack has described the complex psychological processes of passing through difficult, often
conflicting, emotions. He identifies three transition stages.
There is an old story of a person who had come to visit a Zen master. The visitor claimed that
he had read widely, but was interested in finding out if he could learn anything more from
the master. The master offered him a full cup of tea, but continued to pour more tea into the
cup from the tea jug. The visitor was intrigued, and pointed to the tea overflowing from the
cup on to the ground. “Just as the cup is too full to hold any more tea, you may be too full to
learn anything new”, said the master.” “For new learning to find space within you, you have
to first give up the belief that you already know those things”.
•

Ending phase and letting go. This involves letting go of the previous situation. This may
involve dramatic emotions such as pain, confusion and terror. People experience a sharp
break with a familiar past that had been taken for granted.

•

Neutral zone. This involves completing endings and building energy for beginnings. People
may feel adrift and confused. They become ineffective and unproductive. They are
disoriented. They need to bury the past. The old mindset needs to be disintegrated. They
begin to discover new possibilities.

•

New beginnings. This includes new possibilities or alignment with a vision.

These phases take time and cannot be accelerated. If organizational tries to speed up the process
(or) ignore the unlearning and learning process, it risks carrying unfinished psychological “baggage”
from one phase to the next. Sufficient time needs to be spent on learning that helps to adapt to new
system.
In an organizational team performance, people move from old practices to new system. Every new
process required learning and adaptation. People move from discomfort with risks to acceptance in
four stages. The following figure 5.4 represents the organizational unlearning to learning

Unlearn Old System / Processes
Community Resistance
Knowledge on New System / Processes
Time and Effort
Understand the Community Change
Risk and Benefit
Learn New System / Processes
Adapt to Change
Figure 5.4 Unlearning to Learning in Organizational Team performance
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In the unlearn phase, people resist the change. They may not have sufficient knowledge about the
organizational change. They feel unsafe, indecisive, and unable to take any action. They may deny
that any change is taking place. People still feel uncomfortable and unsafe.
Table 5.1 Organizational Capability and Benefits

Organizational Capability

Benefits

Skills

Developing inquiry skills; Building mindsets of systematic problem solving;
Getting people in various leadership roles to act as role models to spur
learning and innovation.

Systems

Building up systems for identifying improvement opportunities, rewarding
knowledge sharing, communicating change priorities, filling employee skill
gaps, searching for and testing new knowledge, effective action planning
etc.

Gender Inequality

Equal ease of access to resources and opportunities regardless of gender,
including economic participation and decision-making; and the state of
valuing different behaviors, aspirations and needs equally.

Structures

Strengthening linkage & integration to bridge organisational ‘boundaries’;
Enhancing discretion & flexibility; Assigning specific responsibilities for
learning initiatives.

Strategies

Developing stretch goals and expressing these in a manner that
communicates excitement of achievement, progress and contribution;
Articulating the capabilities required to effectively execute strategies.

Culture

Creating a context characterised by discipline, support, trust, and stretch;
Shaping a culture of free & frank dialogue, boundarylessness, risk taking and
seeking to be the best.

However, with time and effort people eventually come to accept that they have lost something and
mourn. They experience both grief and liberation. They begin to take risks and are gradually able to
build their confidence.
During adaptation and change period, people feel comfortable with change. There is great energy
for risk taking. The change in internalized. People move on and help others to change. They may also
become advocates of change. The components of organizational capability and the benefits are
listed below

5.3 Personality Development and Organizational Team performance
With an appropriate skill-base, communities are more capable of making quick and effective
performance improvements. Develop inquiry skills of questioning, listening, facilitating discussions,
creating excitement, constructive conflict management, self-reflection and learning to learn. As a
whole the organizational development process resulted in individual personality development. The

81

MGNCRE | Principles and Practices of Management

following figure 5.5 represents the organizational and personality development, as a result of
organizational team performance

Organizational
Team

Learning &
Development

Individual
Development

• New System
• Better
Environment

• Learning &
Unlearning
• Knowledge

• Leadership
• New Skills

Figure 5.5 Result of Organizational Team performance - Individual and Social Development
Systems provide mechanisms to exchange ideas and reach quick and effective decisions. Thoughtful
systems (for example, information systems infrastructure, systems for performance measurement,
communication and human resource management) ensure that individuals are supported and
guided in their efforts to deploy skills effectively. For example, specific systems can be strengthened
as outlined below
•

•

•

•

•
•

Performance measurement & review systems are designed to help identify problems &
improvements, reward knowledge sharing, and use progress reviews to get to root causes of
problems faced.
Communication systems help broadcast change priorities & results of successful change
efforts to encourage people, and support collaboration between different parts of the
organisation.
Human resource management systems identify & fill skill gaps, provide individuals greater
exposure & greater variety of experiences by offering opportunities to work on challenging
projects, give incentive for staff to commit time & effort to change priorities, bring people
from different work areas together in regular dialogue and discussion, and reward
development of new ideas & skills and innovations. Thus interventions to build up systems
would seek to achieve.
Search for and test new knowledge through on-going programs & demonstration projects
and utilise best practices or bench marking/ peer comparison studies for feedback &
learning.
Transfer knowledge quickly and effectively through programs for personnel rotation, reports,
education & training, standardisation, knowledge management initiatives, incentives, etc.
Institute diagnostic and action planning forums where individuals share their difficulties,
decision making levels have free & frank conversations with operational levels, priorities are
worked out, different alternatives are critically examined, appropriate decisions made, and
follow-up initiated.

Structures channel attention to specific concerns and induce capacity for coordinated action. By
providing the right behavioural framework, structures can get people into an ‘actor’ (rather than
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‘spectator’) mode and thus favour learning. Strategies reflect the aspirations and so provide the
rationale for capability building. Stretch goals provide the demand for generation of capability.
Culture or mindset represents the bedrock or foundation for capability building efforts to survive and
thrive. Without appropriate mindsets, structures and systems may lead to conformity, but not yield
committed actions.Few recommendations for organizational team performance to help people deal
with change. First, they must not consider resistance to change as an obstacle or something that
needs to be overcome. Resistance must be seen as a natural process of adapting to change.
Frequently, strong negative emotions that are evoked by change are labeled as resistance to change.
Resistance may also be for rational reasons. Resistance to change needs to be considered as a
healthy part of the change process. It must be seen as a positive step toward change. It provides
energy to work with and gives information critical to the change process.
Resistance must be accepted, acknowledged and managed instead of being brushed aside. Second,
need to give emotional first aid to individuals experiencing change. This involves simply listening to
their feelings and experiences without being judgmental. They need to be given information about
the change, support and counseling. It also involves identifying what is not changing and uncovering
the reasons for this. The organizational must create the capability for change by providing safety and
rewards. These efforts will make the smoother organizational learning process and personality
development of individuals and encourage the organizational team performance.

5.4 Adapting to New System
The organizational team performance results in a process level change (simple) or system level
(complex) change. The organizational has to unlearn the existing practice (or) process and learn the
new process. These can be done by setting up newer and creative change routines. Adding
creativity to the routines make the people enjoy the change before acknowledging the change
results. There are new ways to change the organizational routine. The following figure 5.5 mentions
the few ideas to break the barrier of organizational.
Training and
Education
Encouraging to
Experiment

Provide Support

Adapting to New
System
Over come the fear of
failure

Motivate to Take Risks

Share the Benefits of
Change
Figure 5.6 Idea Exploration to Adapt New System
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After the right ideas have been generated, they need to be generalised for deriving the maximum
benefit. This would require routines for moving ideas from one leader to the next, from one
geography to another, or from one business unit to another.
Case Study 3 Manthan at Tata Chemicals (Refer http//www.samatvam.co.in/case-studies/Project-Manthan-(TataChemicals)-Mr-B-Sudhakar.pdf)

Prior to mid-1990s Tata Chemicals thrived in a sellers market within an insulated economy. But the
economic liberalization brought the earlier regime of import restrictions and huge tariff barriers to
an end, and the nature of the company’s business environment changed dramatically. For example,
the import duty came down progressively from a high of 150 % to 10 %. Additionally, the
organisation was confronted with the adverse impact of overcapacity in the industry, threat from
imports and price-cost squeeze. For its sheer survival, new routines had to be instituted for learning
and continuous improvement. It was realised that creating these learning routines would be quite
challenging in an organisation that had been established in 1939 and that functioned as a closely knit
organizational in Mithapur, a small town quite distant and detached from the outside world.
The initiative of bringing in innovation and learning was termed as Manthan. Manthan, a Sanskrit
term for churning, is a powerful metaphor to describe the processes that ensue when the difficult
task of self-evaluation is undertaken. In the Hindu mythology, Samudra Manthan (churning of the
ocean) was aimed at attaining the nectar of immortality. In Tata Chemicals, it signified churning of
minds and ideas to produce fruitful results in terms of significant operational improvements in
different areas ranging from manufacturing to purchasing to supply chain management. It was
expected that the innovations and improvements would occur with little or no investment of funds.
Manthan sought to institute and sustain the following three critical routines for making
improvements and innovations through cross-functional teams
a) A tightly time-based problem-solving process oriented to a clear purpose.
b) A bottom-up idea generation process with middle management and staff cooperation.
c) Stretch targets for cost reduction in each unit and a detailed idea implementation process.
As a part of the initiative, small teams were expected to get involved in the process of challenging
prevailing assumptions about the ‘way we have always done things’ and come up with ideas for
improvements. More than 100 employees were initially trained on these new routines. In these
training workshops, the organizational members were educated on analyzing operational processes,
developing databases, working out priorities, reviewing & evaluating ideas, obtaining sign-offs from
key actors, planning implementation steps and so on. There were, for example specified routines for
categorizing costs into compressible, semi-compressible and non-compressible categories.
The initiative was championed by a steering committee. The steering committee roles and
responsibilities were clearly specified. Different teams were constituted to carry out improvement
activities, and the coordination of these teams was expected to be carried out by the program leader
and program coordinator. They were expected to link the teams with the higher management, select
team leaders and facilitators, and actively remove barriers to quick and effective implementation.
There were detailed role descriptions for team leaders, senior facilitators and facilitators. Thumb
rules were also outlined for selecting the operational issues to work on, target setting etc.
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The elaborate role definitions, clear specifications for choosing improvement areas or analyzing costs
helped provide clear criteria in terms of who, what, how and when at different stages of problem
solving to guide thinking and action. They deconstructed the broader goal into specific aspects and
provided clear rationale for choices, and thus contributed to speed of decision-making and action.
Thus they helped the new routines for learning to take root. In the words of one of the participants,
“The project created a new vocabulary that was shared among the team members. The use of
business and financial language helped us perceive and deal with aspects that we had not even
thought of earlier.”
Based on above case study evaluate the following
1. List the benefits of tools and techniques towards adaptability.
2. What are the ground rules do the managers think is required for successful new system
a. adaptation.
3. Review the success of “Manthan” project from a team member’s perspective.
The clearly defined purpose and well-thought out processes ensured that the approaches followed
by team members were appropriate for effective problem solving and their actions added value. The
following figure represents the purpose of process effectiveness matrix.
When people are highly preoccupied with processes but don’t share a strong sense of common
purpose, they become bureaucratic. High sense of purpose, but without corresponding attention to
processes leads to well-intended actions, but underutilization of potential resulting from factors like
uncoordinated initiatives. When a unit is high on both purpose and processes, people become both
‘Trained and Knowledge-Able’ and so add value.

5.5 Deployment of Organizational Change
Business change process will be implemented in all appropriate and suitable communities. Executing
organizational change requires focus and energy of stakeholders. Change leaders need to sustain
focus and energy throughout the organization during the execution phase. Human aspects of change
are as important in executing change. Organizational needs to accept the need for change.
Therefore, it is important to build a behavioural climate that emphasises hope and optimism. By
initiating actions that sustain hope and optimism, change leaders contribute significantly to
addressing the need for control and maintaining sense of competence.
Organizational needs to accept the need for change. Therefore, it is important to build a
behavioural climate that emphasises hope and optimism. The mind-set of collaborative
functioning requires the leaders to set the right context by developing a larger purpose that
makes a compelling case for people to work together.
The first task is one of setting up integration and coordination mechanisms to enable people to work
and learn together. The mind-set of collaborative functioning requires the leaders to set the right
context by developing a larger purpose that makes a compelling case for people to work together.
The context in terms of performance expectations, rewards and skill sets should facilitate cross
functional teams to discover pathways to reach the organisational stretch goals that cannot be
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achieved by the different functions acting on their own without attention to issues of
interdependence. This unit highlights the implementation challenges and explore what can go wrong
while implementing the organizational change.
The organizational team performance can be withdrawn because of the perceived nature of the
change. Many times the change agents (or) organizational (or) government make the mistake of
attempting to execute complex change with the mind-set of simple proves change. In such a
scenario, organizational runs into problems. To start with, people at different levels and functions
end up having conflicting and confusing interpretations of what has to be done and how, even
though the larger direction has been clarified with reasonable clarity. So people start pulling the
change in different directions.
Given the level of uncertainty associated with complex change, it is difficult to plan out all the details
of execution right at the start. However, change leaders will have to re-align the process, execution
to the change objectives. Leaders have to get things started, collect adequate information. There
has to be some ‘on the job learning and experiential learning’. This would have to be in terms of
identifying what the impediments to effective execution are, and taking quick corrective actions
(Figure 5.7).

Goals and sub
goals
Team and Individual
Responsibility

Team Performance

System Clarity

Business
Change

Change Leaders

Figure 5.7 Business Change Attributes
System Clarity
Any change simple or complex is either part of a system or collection of systems. It is important to
understand the holistic system, sub-systems and their components. (Refer Unit 1.5 for better
understanding of system representation). Lack of understanding of system either in terms of
interaction between sub-systems or missing connection will mislead the implementation.
Sense of Organizational Team Performance Purpose
Organizational need worthwhile purposes to direct their energy. For this, goals must be clear,
specific and realistic. People must be able to see how their goals contribute to the larger mission of
reinvention. As we saw earlier, the goals assigned to cross functional teams challenged the members
to think beyond their boundaries and question the traditional ways of doing business. Specific goalsetting enables people to focus on the task rather than groping in the dark. When people are able to
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visualize the larger picture and yet at the same time be clear about their assigned tasks, they
become hopeful and optimistic. This also makes them committed to the reinvention process.
Deconstruction of Change Goals
It is important to break the complex goals down into manageable sub-goals. Individuals tend to get
prioritize when the problem is too huge to tackle. To maintain our sense of competence, we must
feel that our problems are controllable at every level. The goals can be prioritize with respect to two
major objectives Time (Urgent to not urgent) and level of importance.
Preparing the Organizational People
People are more hopeful when they feel confident of managing the unexpected. Contingency
planning, scenario analysis and alternate courses of action all instil a sense of readiness for multiple
possibilities. If people have visualized multiple alternatives for handling the challenges, they feel
sure of their decisions and actions. When there is hope and optimism, execution challenges are
perceived as opportunities.
Change Leaders
Effective change execution requires a change leader to understand and address these challenges.
Organisational change, in its essence is about bringing a change in organisational routines. The
routines that are ineffective, inappropriate and dysfunctional need to be identified and changed. This
requires exposing people to alternative perspectives to free them the dysfunctional constraints of
their mental models. This would happen when people are exposed to customers and people from
other functions, and have the possibilities of working together with them. Barriers to modifying
existing routines need to be identified and removed and new routines need to be created to focus
the organisational attention on continuous improvement.
During execution, it is also necessary to identify factors obstructing the process of smooth, quick and
effective change execution. Sometimes there are structural impediments; at other times, incentive
systems may not be aligned to the organisational goal. Change leaders should create a favourable
context where even weak signals pertaining to structural and systemic impediments get quickly
identified and then actions are taken to minimise and eliminate these.
Finally, change leaders cannot merely restrict their concerns to structures and systems. They should
concentrate on people aspects of executing change. There should be a behavioural climate for
people that creates and sustains hope and optimism. This would give individuals the much-needed
sense of control and competence as they embark on the journey of uncertainty through complex
change. Having attended to the strengthening of roles, systems, linkages and procedures, they
should create a context that addresses the subjective world of organisational members. It is this
subjective world that determines what people see and how they would think and act.
Professor Todd Jick has written extensively on organisational change. His research conducted on
change management in 93 organizations identified the following pitfalls in implementation of change
•
•
•
•
•
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Implementation took more time than originally allocated
Major problems surfaced during implementation
Coordination of implementation activities was not effective enough
Competing activities and crises detracted attention from implementation
Capabilities and skills of employees involved in implementation were not sufficient
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•
•

Training and instruction given to lower-level employees were not adequate
Uncontrollable factors in the environment had an adverse impact on implementation

Thus effective change management involves modifying existing routines, eliminating some old
routines and introducing a few new routines. Why do we need to change a routine? An organization
may underperform if its routines are dysfunctional or inappropriate.
Conclusion
This chapter provides overview of the key benefits and challenges of organizational team
performance. For any system level change the size of the problem should be clearly studies and
mapped. This will facilitate smooth transformation of the organizational by unlearning the old
process and learning the new process. The organizational team performance not only improves the
environment but also develop skill at organizational and individual level. It also provides
employment opportunities and increased household income. However, overcoming the change
resistance and mind-set to accept the new system are the key challenges of organizational team
performance. System level understanding, adequate resource planning and risk mitigation plan will
enrich the transition.
Review Questions
1. What are all the importance of change communication? Analyse with an example.
2. Identify a social leader of the choice and explore how he transformed the society.
3. Explore the employment schemes in the area of waste management. Understand the
challenges of successful implementation of the employment scheme.
4. Visit a nearby water source and estimate the project cost for cleaning up the area
around it. Establish the resources requirements, capital cost and benefits of the cleanup
project.
5. Mention the key challenges of organizational change process. Identify the challenge in
your society with respect to solid waste management and prepare a presentation.
Discuss and analyse the project in the classroom.
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Chapter 1
Fundamentals of Strategic Management
Introduction
This Block covers the introduction to strategic management in terms of establishing organizational
goals, vision-mission statements and glimpse of corporate governance. The need of strategic
management, establishing corporate identity and competitive advantage is covered. In this block,
the strategy from the perspective of waste management and importance of having a strategic goal in
an organization is explained. The key components of strategic management and Minztberg 5Ps are
introduced. Strategic management is constantly evolving and it is necessary to understand the
basics of strategic management along with its key principles. The forthcoming blocks cover the tools
and techniques to develop, analyse and implement the strategy for an organization.
Objectives
• To define the ‘strategy’ and business ‘strategic management’.
• To explore the key components of strategic waste management.
• To understand different types of strategies for waste management business.
• To establish organizational goals and understand its key attributes.
Structure
The following figure 1.1 represents the block flow

Unit 2.1 Introduction to Strategic Management

Unit 2.2 Core Competence and Resource Analysis

Unit 2.3 Business Stakeholders

Unit 2.4 Vision and Mission Statement

Unit 2.5 Corporate Governance and Case Studies
Figure 1.1 Flow - Introduction to Strategic Management
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To Do Activity
1. Expose to the different ways of initiating waste management in the industry.
2. Visit a factory near to your institution and understand how is the industry is
generating waste and disposal plan
3. Explore how any business produces revenue and profit.
4. Visit a small business and understand the scope of business growth.

1.1 Introduction to Strategic Management
‘Strategy’ is a term used commonly especially in corporates to define the execution of an action
plan. It could be meeting a sales target or improving employees’ engagement. The term strategy
establishes path or provide stepping-stone for the organizations to excel their core business and
sustain the same. For a waste management business it is essential to understand and explore the
possible strategy options. Mintzberg defined the term strategy in terms of 5 important Ps that can
be deployed to a waste management business. The following figure defines the Mintzberg’s (1998) 5
Ps.

Plan

Perspective

Ploy

Strategy

Position

Pattern

Figure 1.2 5 Ps of Strategy
These Ps should all be seen as together for a strategy. Plan refers to actions to reach specific goals
or objectives. It can be for short term, medium term or long-term goals. It might include a schedule
for new product launches, acquisitions, financing (to raise funding) etc.
Desert
Ploy refers to technique or scheme for short-term goals. It tends to have limited objectives and it
may be change at short notice. The scheme or tactic will only last for one project/product
development/service and changes for the future projects. Pattern refers to ‘pattern of behaviour’
defined as consistent behaviour which just happens without much of thinking process and works as
a outcome of course correction. This is direct contrast of ‘planning behaviour’ and reflects the
strategic intent perspective.
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Position of a strategy refers to location the organization’s product or service in a market space or
within specific environment. This will be deemed to the best fit between the organization and the
environment. Perspective component of a strategy refers to the belief towards culture, the way of
looking the environment and customers. Some companies want to make their employees to think
and act in a way while dealing with customers or vendor services.
Strategies are of two types namely deliberate and emergent (Figure 1.3). Deliberate strategy is also
known as planned or perspective strategy, which is meant to happen. It is preconceived,
premeditated and usually monitored and controlled from start to finish. It is objective based driven
strategy. On the other side, emergent strategy has no specific strategy. It doesn’t have
preconceived route to success but it may be just as effective as deliberate strategy. By following
consistent pattern or behaviour, an organization may arrive at the same position as if it had planned
everything in details.

Emergent Strategy (Not
planned by executed by
consistant behaviour or
action)

Deliberate Strategy
Strategy

(Planned from start to
end)

Figure 1.3 Types of Strategy
Organizations exists to serve particular purposes and to achieve goals. While businesses are usually
concerned with providing goods/services to seek profitability and competitive advantage, non-profit
organizations like health services, waste management, education and charities focus of providing the
best quality service with the efficient and effective use of resources.
At the most fundamental level, an organization’s strategy can be defined as the means (plans,
policies and actions) by which it seeks to achieve its long-term goals. In many organizations, the
strategy management includes the identification of goals. The goals and objectives are often
referred to as the vision, mission, values and path to reach them.
Strategy is defined as the determination of the basic long-term goals and objectives of
an organization, course of action and allocation of resources necessary for carrying out
these goals. The value and culture of the organization determines the style, speed
and agility of the strategic management.
Strategic management can be viewed as a set of theories, frameworks, tools and techniques, to
explain the factors underlying the performance of the organizations. This assists the managers in
thinking, planning and acting strategically.
Corporate strategy started getting a lot of attention from the 1950. It was only after the Second
World War that strategy was focused for business development. It drew the attention of the
scholars to development different methodologies and models that can be adopted. Hence strategy
can be defined as the determination of the basic long-term goals and objectives of an organization,
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course of action and allocation of resources necessary for carrying out these goals.
Course of Action

Resouce
Allocation

Long-term goals

Strategy

Figure 1.4 Basic Components of Strategy
Long-term goals define the basic existence of any organization. Objectives provide basic direction
and course of action for any organization. It helps to understand the business potential and
capability of any organization. It is the ‘road map’ for the organization. Objectives should always be
SMART in nature, Specific, Measurable, Achievable, Relevant and Time bound. Every goal of the
organization should meet the smart criteria. The course of action refers to the actions taken to
arrive at the objectives that have been previously set. Based on the objectives and course of action,
the required resources are allocated to execute the tasks.
Business strategy evolved over the time. During 1950, the focus was on budget and financial
controls. It evolved over a period that the current focus is given to innovation and creativity of an
organization. The following table (Table 1.2) briefs the evolution of strategic management

Approach
Focus
Framework

Table 1.2 Key Phases of Strategic Management
Phase 1
Phase 2
Phase 3
Business
Position
Competitive
Advantage
Budget
Mergers and
Agility and Speed
acquisitions
Forecasting and financial
SWOT and global
Collaboration and
controls
analysis
knowledge
management

Establishing business strategy is time consuming yet iterative in nature. It is developed based on
internal and external factors. Business strategy often consists of three key stages. These stages are
repeated and re-defined as per the time and business progress. Stage 1 consists of strategic
analysis, followed by development of the business strategy and third stage is implementation of the
strategy. Figure 1.5 exhibits the business strategy framework that can be applied for any business,
nor-profit organizations.
The internal and external environmental analysis results in identification of the organization’s
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strengths, weaknesses, opportunities and threats (SWOT). The SWOT analysis is discussed in detail
in the following Blocks. These can then be used to align core competences to either create market
value or to understand the market (for new businesses). The internal and external environmental
analysis results in identification of the organization’s strengths, weaknesses, opportunities and
threats (SWOT). The SWOT analysis is discussed in detail in the following Blocks. These can then be
used to align core competences to either create market value or to understand the market (for new
businesses).
Development of business strategy consists of generation, evaluation and selection of potential
strategies that could be adopted for an organization to gain competitive advantage. This helps the
organization to sustain in the business or provide best impact for charity. Strategic implementation
and management explores the possible challenges associated with deploying of any strategy. The
focus is on leadership, culture, change management issues and emerging shape of future economics.

Stage 1a Internal Analysis (strengths, weaknesses and core
competences)
Stage 1b External Analysis (opportunities and threats)
Stage 2 Business Goals (Generation, evaluation and
strategic options)
Stage 3 Strategic Implementation and Feed back
Figure 1.5 Strategy Framework
In this unit introduce to strategic management that can be applied to any business including waste
management. The principles of strategic development are briefed. Strategic processes are dynamic
in nature. It is essential to understand the industry, competition and analyze with appropriate tools
will facilitate the organization to set the strategic objectives achievable. Strategy is also in
establishing the action plan to execute the goals with appropriate timeline.

1.2 Business Goals
This unit will explain the importance of establishing business goals for any organization in terms of
available resources and timelines. The future of an organization lies in the vision and goals. Reliable
and achievable goals will motivate the strategic team. Business sustenance and gaining competitive
advantages will help the organization to improve the market share. Businesses that deal with
recycling the waste should need to have broader understanding of collection of input material and
processing the same.
Shaping the future of an organization involves every functional unit. Strategy considers that are
inside and outside to the organization that will make a difference to its success. The strategist looks
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for opportunities and threats to the future of the organization. Ideally these are explored with
creative managers to identify ambitious goals. To shape the future requires a combination of
thinking, panning and reacting to events that emerge along the way for a business that deals with
waste. These provide key strategy questions such as
• What do we want to do with the collection of waste?
• What do we think is possible by re-cycling?
• What are the action plan and actions to do to achieve the goals?
• When should we re-visit the objectives and explore new opportunities?
To Do Activity
https//www.youtube.com/watch?v=M1GWKjl55Rg
Watch this video and discuss the zero waste business strategy.
The following figure (figure 1.6) represents the objective setting activity for any business.

What do the business intend to
do?

What are the necessary action
plans?

What is Possible yet sustainable?

When to revisit the objectives?

Figure 1.6 Setting a Strategic Objective
‘What do we want to do’ establishes a sense of what is desirable. Organizations tend to have an
overall purpose. Sometimes the purpose is very precise and deliberate. Many times, the purpose of
the organisation is very ambiguous. There may be different opinions about what the organization is
for and what it should do. These opinions may conflict and compete with each other.
‘What do we think is possible’ introduces some sense of practicality. Managers look at opportunities
in the environment and expand the business with possible risks. It also allows the managers to
understand the stakeholders especially the customers of the business. ‘What do we need to do’
includes the strategic moves to achieve the overall goals of the organization. It includes the style of
leadership, the structures and processes of the organization. The appropriate projects, tasks, roles,
products and services are identified and path is established. ‘When should we re-visit the objectives
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and opportunities’ is meant for re-alignment of goals Vs. actions. While establishing the path the
team may establish the newer opportunities and avenues. New opportunities will emerge that are
bigger, better or just different from the current focus.
Any objective that consists of desirable time line and understands the effect on is essential part to
be explored. Generally, for any business the key focus is to make profit and generated sustainable
revenues. However, in a business where the input material is waste, the basic objective is to
generate revenue through providing value-based products/services that benefits the environment.
They should realise the value that is been generated by the rural business. Once the value is realized
it is easy to sustain and expand the market.
Profit and profitability are, however, crucial for society for any business set up. But profitability is
not only the purpose of running a business especially in the context of waste management business.
It is just an indicator of market demand and aligning the business. There are simple frame works
such as brainstorming activities by exploring the business opportunities. In this unit, simple
framework of 4W and 1H is explained. This can be employed to establish the strategic objective in a
systematic way. It opens out wide range of opportunities to deal with waste either in terms of
collection, segregation or re-cycling.

When?
Who is
involved?

Where to?

What for?

Strategic
Objective

How to?

Figure 1.7 4W and 1H Framework for Strategic Objective
To establish further the entrepreneur can conduct brainstorming session. It can be done with multi
skilled people those are relevant to the business. Their input will fetch newer ways to market
penetration and sustainability. The following steps are followed for a brainstorming session
• Explain the need for session – this could be the potential problem for which the business is
initiated.
• Participants will explore their ideas with respect to the possible solutions.
• Grouping activity of idea.
• Naming the group.
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•

Establish the business objectives based on the session.

The steps and timeline of the brainstorming session is listed in the table (Table 1.3).
Table 1.3 Brainstorming Activity - Steps
Sl.
No

Activity
Type

Process Step

Description

1

Brainstorming
Session

2

Reviewing
the idea

Participants write about
their
experience/opinion
about the subject
Individual
Participants are asked to
silently review all the cards
and group them.
Individual

3

4

Time
(mins)

Materials Used

20

post-its, sketch
pens

20

A1 Sheets

Participants name the group,
Grouping the reorganize, clarify and refine Dyad
ideas
the ideas.
(group of 2) 10
Participants are asked to
Group
describe briefly about the
Description
group
Team
15

Affinity
Description
sheet

There are basic rules to be followed while conducting the brain storming session
✓ Write one thought per sheet
✓ Use as many as post-it sticks
✓ Avoid interaction with others
✓ Every thought is valuable
✓ State the obvious too
✓ Run the process in mind and think out of box
✓ Use ifs and buts as required
As discussed earlier any business objective should meet the criteria of SMART framework. It
provides clear objectives that are achievable. The objectives can be reframed and fine-tuned to
accommodate the SMART framework.

Specific

Time Lime

Realiable
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Figure 1.8 SMART frame work for Strategic Objective
The following example establish strategic objective for waste management business. Assume a
farmer wants to do a zero waste his business from a small village. He could eventually do two
things. One he can dump the waste in the village or decided to re-use to produce organic crops and
vegetables that are in high demand. However, to do this he has to collect the waste from every
household and request them to segregate the waste at source. To start the business, he could have
the following objectives
•
•

Collect the decomposable waste and produce compost for the fertile land
Set small similar shops or tie up with nearby houses to sell the organic related products
within 3 months of time.

•

One the above two objectives are met; he can plan to multiply the number of shops within
six months.

All the above objectives have defined goals, timeline and resources.
To Do Activity
Generate a case of a waste business in your area/district and arrive objectives that are
clear in terms of goals, time line and resources. How will you grow the business in next
upcoming year?

Understanding business goals is one of key steps to establish sustainable business. In this unit,
exploring few frameworks sets attainable business goals. Basics of brainstorming session are
established. The key components of strategic management will be explored in the following units.

1.3 Business Stakeholders
For any strategic focused business to sustain, it is important to understand the different people
involved in the business. This will help to understand the system, people and their level of
association to the system. Stakeholders are people, part of a business under study. Without them
the business cannot exists or operates.
Understanding stakeholders’ perspective is considered as one of the key attributes for a
business either profitable or non-profitable set up. The problem and business solutions
can be better understood (or) solved if the stakeholders’ perspective is studied fully.

For a waste generation in health care system, the stakeholders are government, physicians and
patients. However, pharmacy companies, medical equipment manufactures and hospital staff etc.,
are also stake holders. All of them are potential source of waste generation too. The following
picture represents the stakeholders of healthcare system and they all produce waste.
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Government

Healthcare
Providers

Hospitals

Health
Insurance

Public

Pharma
Companies

Medical
Device
Manufac
turers

Figure 1.9 Health Care Stake holders
The stakeholders can be mapped by understanding the business operation and value chain. The
business eco system can be explored by dividing into sub-systems, components, processes and subprocesses. Business is executed by set of people / machines / processes put together. It can be
divided into simple and complex processes. Every process can be divided into multiple sub-processes
and associated people (stake holders) will be identified.
For a successful business strategy, it is important to establish process map, identify risks
and resources. Transformation can only happen if the benefits are communicated to the
stakeholders.
To treat a fever, the process can be mapped at small rural clinic as follows.
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Process Stakeholder(s)

Generation
of Waste

House hold /
institutions /hospitals
etc.,

Level 1 waste
segregation at
generation

Household/ corporate
/institutions /
Hospitals etc.,

Collection of Waste

Corporation / district
/ village level garbage
collection team

Transportation of
Waste

Garbage
transportation
department

Dumping and
segregating the
waste

Corporation / district
/level workers in the
dump yard

Sending the waste
to re-use / re-cycle
and compost

Waste management
businesses

New product – recycled plastics /
metal and compost

Waste
management
organization

Buying and reusing the products

Family / corporate/
institutions /
government

Figure 1.10 Flowchart Method to Identify the Process steps and Map the Stakeholders
The stakeholders can be divided into primary, secondary and tertiary. With respect to their
association to the business, they can be divided into internal stakeholders and external stakeholders
(figure 3.8).
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• People who are part of
the business within the
organization or business

Internal
Stakeholders

External
Stakeholders

• Further divided into
primary, secondary and
tertiory
• People who are part of
the business from
outside the organization
or business
• Further divided into
primary, secondary and
tertiory

Figure 1.11 Classification of Stakeholder
To Do Activity
In your area, identify organic waste generators. Identify the waste type. Is there anyone
to re-use the waste? Help them to understand the business from the perspective of
different stakeholders.
Differentiate the stakeholders as internal and external
stakeholders.

1.4 Vision and Mission Statement
Creating organization's vision and mission statements are the first two steps in the strategic action
planning process. Developing a vision and mission statement is crucial to the success of initiatives.
These statements explain the organizations long-term aspirations. It describes the organizations
existence and long-term goal in a precise manner. Vision and mission statements help the
organization focus on what is really important, and provide a basis for developing other aspects of
the strategic plan. This section provides a guide for developing and implementing organization's
vision and mission statements. Vision and mission statements are considered as the basic pillars of
any organization. Figure 1 explains the vision and mission of any organization.

To Do Activity
Zero waste initiation at Rajasthan
https//www.youtube.com/watch?v=C6xkTnt_IJg
Map to initiate a similar activity in your area or institution.
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Organizatio
n - Business
Strategy

Vision
Statement
• Business
solution
for a
problem

• Communi
ty Benefit

Mission
Statement

Figure1.12 Vision and Mission Statement
Vision statement is the organizations dream. It's the organization believes are the ideal conditions
for theorganization. It might be a world without war, or in which all people are treated as equals,
regardless of gender or racial background. It acts as a mediator between the organization and the
social welfare. Existence of the organization should justify the social-need of any or society.
Whatever the organization's dream is, it may be well articulated by one or more vision statements.
Vision statements are short phrases or sentences that convey the hopes for the future. By
developing a vision statement or statements, the organization clarifies the beliefs and governing
principles first for the organization, and then for the greater good. There are certain characteristics
that most vision statements have in common. In general, vision statements should be
• Understood and shared by members.
• Broad enough to include a diverse variety of local perspectives.
• Inspiring and uplifting to everyone involved in business effort.
• Easy to communicate - for example, they are generally short enough to fit on a T-shirt.
Here are some examples of vision statements for waste management business that meet the above
criteria
• Caring communities.
• Environmentally friendly activities.
• Healthy children.
• Safe streets, safe neighborhoods.
• Every house a home.
• Education for all.
• Peace on earth.
Other important aspect of organizations strategy is to develop a mission statement.
An
organization's mission statement describes what the group is going to do and why it is going to do
that. For example, "Promoting care and caring at the end of life through coalitions and advocacy."
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Mission statements are similar to vision statements, in that they, too, look at the big picture.
However, they're more concrete, and they are definitely more "action-oriented" than vision
statements. Vision statement should inspire people to dream; however, mission statement should
inspire to act.
The mission statement might refer to a problem, such as an inadequate housing, food, or a goal,
such as providing access to health care for everyone. And, while they don’t go into a lot of detail,
they start to hint - very broadly - at how the organization might fix these problems or reach these
goals. Following are the general guiding principles of the mission statement

Precise

Out-come oriented

Community inclusive

Figure 1.13 Mission Statement - Components
Some general guiding principles about mission statements are that they are
• Precise - Mission statements are little elaborate than vision statements, however they still
convey the message in short.
• Outcome oriented - Mission statements explain the fundamental outcome of the
organization is working to achieve.
• Inclusive - While mission statements do make statements about key goals, it's very
important that they do so very broadly. Good mission statements are not limiting in the
strategies or sectors of that may become involved in the project.
The following example provides better understanding of effective mission statements.
• "Promoting child health and development through a comprehensive family and initiative."
• "To create a thriving African American through development of jobs, education, housing,
and cultural pride."
• "To develop a safe and healthy neighborhood through collaborative planning, action, and
policy advocacy."
• "Promoting health and development by connecting people, ideas and resources." (This is the
mission of the Tool Box)
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To Do Activity
1. Explore the vision and mission statements of any company of your choice.
Analyze the statements based on the vision and mission characteristics, which are
listed in this Block.
2. Identify a waste re-cycle business in your area and establish vision and mission
statement. Discuss about the quality of statements in a group.
3. Discuss the need for vision and mission statements for any successful business
(or) organization.
Importance of vision and mission statement is listed below

Long-Term Focus

Convey the message to stakeholders

Bring in right team with common interest and passion
Figure 1.14 Importance of Vision and Mission Statement
There are many other reasons to develop vision and mission statements as well. For example, having
clear and compelling vision statements can
• People to work common work
• Give hope for future
• Inspire members
• Help to realize their dreams through positive, effective action
There are many ways through which vision and mission statements can be generated. The following
steps provides simple step to establish vision and mission statement of any organization (or) small
business
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Explore and lists the community level problems
Meet people, social activists to identify the key
problems
Conduct interviews with experts

Understand the product/service offered by the
business
Align how the business offering can help to address
the community
Figure 1.15 Step to Establish Vision and Mission Statement

1.5 Introduction to Corporate Governance
The vision and mission statement of any organization is deployed in way known as ‘corporate
governance’. Corporate governance is the system of rules, practices and processes by which a firm is
directed and controlled. Corporate governance essentially involves balancing the interests of a
company's many stakeholders, such as shareholders, management, customers, suppliers, financiers,
and the government.
Good corporate governance creates a transparent set of rules and controls in which shareholders,
directors and officers have aligned incentives. Most companies strive to have a high level of
corporate governance. For many shareholders, it is not enough for a company to merely be
profitable; it also needs to demonstrate good social commitment through environmental awareness,
ethical behavior and sound corporate governance practices. Transparency, accountability,
stakeholder concern and social ethics are considered as some of the key pillars of corporate
governance. Any strategic planning, setting goals, action plans should respect the corporate
governance.
The corporate governance provides strategic objective implementation in terms of providing
necessary action plan. Every strategic action plan should adhere to the corporate governance. For
example, if the organization’s governance plans to pay tax (GST) then they should provide bill and
bring every bill to accountability. This is necessary and important action for every organization
especially for rural business. Ethics and transparency are considered as two pillars of corporate
governance.
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Business
Strategy
Business
Strategy

Accountabilit
y
Corporate
Governance

Social
Responsibil
ity

Transperan
cy
Action Plan

Figure 1.16 Strategy and Corporate Governance
Conclusion
This Block provides introduction to strategic management especially for rural small-scale businesses.
Strategy should have appropriate goals, timeline, resources, vision and mission statement. However
corporate governance provides appropriate guidelines to implement the strategy. The following
blocks will cover the identification of strategic goals, appropriate tools and techniques.
Review Questions
1. What is strategic management?
2. What are all the key components of strategic management?
3. Explain Mintzberg’s 5Ps framework.
4. Discuss the strategic frame work for a small-scale business and establish a plan for strategic
development
5. What are all the key steps to establish strategic goals?
6. Explain the smart way of setting up an organization’s business goals?
7. What is brainstorming model? Discuss the key steps.
8. What is the importance of vision and mission statements? How does it benefit the
organization?
9. Explain stakeholder’s perspective. Why it is important to understand every stakeholder’s
perspective.
10. What is corporate governance? Visit a factory in your area and identify their governance.
Help them refine the governance.
References
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Chapter 2 Business Analysis
Introduction
This chapter focuses on development of strategy, understanding core competence, internal, external
analysis and competitive advantage. Porters five force model and SWOT analysis is discussed in
detail. It will help the organization to analyses its position in the industry. Resource analysis fetches
the competitive advantage and establishes resource utilization. Figure 2.1 represents the chapter
flow.

Objectives
•
•
•
•

To explain develop strategy and decide the objectives
To understand the core competence and importance aligning the strategy to core
competence
To perform internal and external analysis
To explore the Porter’s five force and SWOT analysis

Unit 2.1 Development of Strategy

Unit 2.2 Core Competence and Resource Analysis

Unit 2.3 Competitive Advantage

Unit 2.4 Porter's Five Force Model

Unit 2.5 SWOT Analysis
Figure 2.1 Chapter Flow – Business Analysis

To Do Activity
1. Discuss on Core-competence of an individual, group and elaborate the need to
focus on the organizational core strength
2. Perform internal and external analysis for a business set up in your district.
Analyze the focus area.
3. Discuss about competition and how to compete in the market for a given business.
4. Perform group discussion about the core-competence, strategic objectives and
competitive advantages for a business.
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2.1 Development of Strategy
The developing nature of strategy as a coherent academic discipline is reflected as strategic
management. Strategic management has two major components. One component is about planning
and perspective development based on past data. Second component discuss on emergent
approach (strategy that evolves incrementally). The emergent component is based on the
environment and the trend in any business.

Strategic
Management

Planning &
Perspective
Approach

Emergent
Approach

Based on the
History and
business
perspective

Based on the
current trend &
business dynamics

Long term planning

Short term (or)
incremental planning

Figure 2.2 Strategic Components
The development of strategic management has other components like competitive positioning,
resource-based strategy, knowledge and collaborative methods. Successful strategies is a
combination of all these. It is the strategic managers and top management’s decision about the
combination of the different types. The focus is given based the business need and objectives. The
following figure represents the key components of strategic management development.
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Emergent (or)
Incremental
Strategy

Competitive
Positioning
Strategy

Planned (or)
Perspective
Strategy

Collaborative
Strategy

Resource
based
Strategy

Knowledge
Based
Strategy

Strategic
Management

Figure 2.3 Development of Strategic Management

The strategy components help the manager to plan in terms of collaborative and /or knowledge
based strategic outcomes. The deliberate (planned or perspective) approach views the formulation
and implementation of strategic management as a logical, rational and systematic process. After
analysis of the business and its environment, strategists set well-defined corporate and business
development. This approach will facilitate to formulate, select and implement the strategy and
objectives will be achieved. The major disadvantage of this planned strategy is that it prevents
flexibility that supports the volatility of the environment and business. However, systematic
planning makes it possible to organize complex activities and past data drives the business
objectives. This may be seen in many international organizations in 1970’s such as General Electric,
Apple Inc and Indian companies like Tata and Birla.
The emergent or incremental view of strategy adopts the position that strategy evolves
incrementally over time, a result of ‘evolving activity’. It is based on the businesses that exist in
rapidly changing environment. Under these circumstances, strategy will tend to evolve as a result of
the interaction between stakeholder groups and between the environments. Organizations like
Sony, Honda and Infosys evolved their strategy based on the market situation and dynamics of the
environment. It can form a basis in organizational learning and can provide an internal culture for
managers to think and act creatively. The disadvantage of increment strategy is that it may lack in
purpose and difficult to evaluate performances. Table 2.1 provides comparison of planning and
emergent strategy.
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Table 2.1 Comparison of Planned Vs. Emergent Strategies
Description
Planned Strategy
Emergent Strategy
Source of Information
History – the past data
Current Business
Environment
Time Line
Long Term (for five years)
Short Term (Less than two
years)
Style
Logical, Rational and
Evolving and Iterative in
Systematic
nature
Advantage
Critical process and
Cope up with the rapidly
objectives can be met
changing the business
because of the systematic
environment.
approach.
Setting and implementing
the objectives are easier.

Disadvantage

Example

Rigidity and difficult to
incorporate business
volatility.
General Electric

Encourage Learning
environment.
Generate creative thinking
perspective
Lack in purposive outcomes
Difficult to evaluate
performances.
Sony

Competitive positioning strategy analyses the environment in terms of capability and competition.
Michel E. Porter established a framework to understand the organizations competitive positioning,
which is known as ‘Porter five force model’. In this unit, the five-force model is explained in detail.
The competitive positioning helps the organization to analyses the industry offerings, configuration
of demand, supply etc., It is possible to generate appropriate planned strategy along with supply
chain analysis. It also provides strict business configuration and its value-added activities in such a
way to support a strategy-based differentiator or cost leadership. The customers realize the valueadded services that were not provided by other organizations. For example, a local shop can offer
‘free home delivery’. The buyer is comfortable in picking the products (or) order over phone that is
delivered home. This is preferred over other shops that do not offer such service. Figure 2.4
analyses the competitive positioning strategy.

Competitive Positioning strategy works on strict evaluation of market offerings and
competition in terms of providing value-added service and supply chain analysis.
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Differentiator
Strategy
Competitors
Analysis

Competitive
Positioning
Strategy

Supply Chain
Analysis

Cost Leadership

Figure 2.4 Competitive Positioning Strategy
Resource-based strategy (or) competence-based strategy is based on the ‘core-competence of the
corporation’. The core competence is a combination of resources, skills, knowledge and technology
that differentiate the organization from its competitors from the customer perspective. In this type
of organization, the customers value the technology or the knowledge of the organization. For
example, for a taxi service, it is preferred to have service that includes GPS based route guidance.
Taxi services such as OLA, UBER is preferred than other local operators.
This approach enriches organizational learning and knowledge management. Collaborative business
is resulted as a source of competitive learning and core competence. The continuous learning
process generates ‘core competence or skill’ that is lacking in other competitors. Table 2.2 provides
comparative study between competitive positioning and resource-based strategy.

Resource (or) competence strategy is built based on the core capabilities and
knowledge. It can be facilitated in terms of skill set, knowledge or technology-based
business solutions.
Table 2.2 Comparison of Competitive and Competence Strategy
Competitive
Positioning Resource (or) Competence
Strategy
Strategy
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Source

Based on competitive forces
and organization’s position in
an industry along with its
competitors

Based
on
distinctive
capabilities
of
an
organization in terms of
specialized
skills
and
knowledge

Method of Implementation

Value chain analysis and Value based offering that
business offering for a differentiate from other
demand-supply approach
players.

Advantage

Critically analyses the market Knowledge base
and incorporate the changes Learning Organization

Disadvantage

Neglects the business specific Lacks in understanding the
learning and works towards market
dynamics
and
capturing the market
demands.

MGNCRE | Strategic Management

Any organizational strategy is developed based on planned vs. emergent strategy that results in
gaining competitive advantage or enriching core competence, which are discussed in detail in the
following units.
2.2 Core Competence and Resource Analysis
The terms ‘competence’, ‘capability’, ‘core capability’, ‘core competence’ and ‘distinctive capability’
are often used interchangeably in business strategy. A competence is a skill set acquired by all or
most of the companies in an industry. These skill sets are mandatory to survive. It is developed
from resources, technology and technique. For example, to operate a pharmacy, it is necessary to
get the knowledge and degree of B Pharm. Every successful medical shop needs this to survive.
Competence refers to basic skill and knowledge to survive in the industry. However,
core competence is a specialized skill that helps the organization to outperform that its
competition.

However, a core competence or distinctive capability is specific skill-set or knowledge that is specific
to particular organization. This enables the organization to out-perform the competition. It evolves
from the way the organization learning, resource utilization more effectively than other competitors.
It results in customers recognizing the better value based outcome than other competitors. For
example, the pharmacy company making the sales through online and home delivery makes it to
differentiate from its competitors. Following figure (2.5) explains core competences of an
organization.

Sustaining
Competitive
Advantage
Competitive
Advantage
Core - Competences

Competences

Resources

Figure 2.5 Core Competence of an Organization
Resource is an input employed in the activities of the business such as human, financial, physical
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(buildings, equipment’s) and patents. Resources can be segregated into tangible and non-tangible.
Tangible resources can be measured in terms of wealth, numbers etc., however, intangible resources
cannot be measured accurately however it is evaluated based on expert’s subjective knowledge.
Every organization is built based on its resources. Following figure (Figure 2.6) represents the
organization’s key resources.
Core competences are distinguished from competence in many ways
• They are only possessed by those companies whose performance is superior
• Unique to the organization
• They are complex skills
• Difficult to copy or imitate
• Add value to the market and customers
• Superior knowledge

Tangible

Human resources,
financial, buildings,
equipment.

Intangible

Knowledge, patents,
brand value, trade
marks

Resources

Figure 2.6 Organizational Resources
Core competences tend to be both complex and intangible, so it necessary to explore the nature of
the resources and competences prior to strategic development processes. This would facilitate the
strategic manager to analyses and identify the resources and competences that act as the
foundation for competence and establish the core-competences. Every successful organization will
have core-competence however the challenge is to understand on the resource utilization to
outperform in the industry.
Resource Analysis has two major components. Resources are either with-in the organization or
external to the organization which can be further divided into tangible and intangible. Resources
can be analyzed either according to their specificity. It can be specific or non-specific. For example,
skilled workers (with special talent and skill set) for example, computer technology, programming
skills, machine operation etc. Non-specific skills are based on the industry competence such as
reading, writing regional languages, foreign languages (English, French etc.).
Resources can be evaluated on the basis of how they contribute to organizational performances
such as internal and external to organization. Internal measures include their contribution to
business objectives and targets such as financial, performance and measures. External measures
include comparison with competitors, competence with other industries. Figure 2.7 explains the
resources analysis
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Resource
Analysis

Internal
Resources

Tangible

Specific

Assets

External
Resources

Intangible

Tangible

Intangible

Specific

Non-Specific

Specific

Specific

Non-Specific

Number of
Patents

Competence

Market
Share

Brand Value

Yearly
Industry
Growth

Figure 2.7 Resource Analysis
By employing these techniques of resource analysis, an organization is able to internally and
externally benchmark its performance. With reference to that, it can improve the performance in
future and gain competitive advantage. Organization’s performance however is based on resource
utilization than availability of resources. Gaining competitive advantage of resource and core
competences is discussed in the next unit.

2.3 Competitive Advantage
The main goal of strategic management is to produce sustainable competitive advantage for a
business. As mentioned earlier resource and core competence utilization helps to gain the
competitive advantage. It can evolve from planned strategy and emergent strategy. Competitive
advantage is difficult to achieve and even more difficult to sustain. Superior performance is built
and sustained through continuous organizational learning and improvement in the way in which
business activities are carried out. Competitive advantage can only be developed and sustained
through the creation of new business knowledge based on continuous organization learning and
deployment of dynamic capabilities.
Competitive advantage is defined as enabling the organization that is preferred by the
customers in terms of value and quality of product/service that is delivered in comparison to
other competitors in the same industry. Gaining competitive advantage helps the organization
to gain market share and business.

Competitive advantage can be through in the form of quality of products/services delivered to the
customers (or) in terms of resources utilization. It is based on the creation, development and
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knowledge generation. It can lead to innovative products and services that are creative in nature.
Innovation in terms of products or processes is viewed as dynamic capabilities that result in cost
leadership. There are many frameworks are developed to gain competitive advantage. It would
enable the organization to execute products and services in a different ways. Sustaining these
creative ways will enable innovation. Many organizations have realized the importance of creativity
and innovation that fetch the competitive advantage and gain market share. Recently successful
organizations have employed chief innovation officer or creative officer to enable the creativity and
innovation in the organization.
Similarly, superior performance is more likely to result from a systematic-planned approach based
on the understanding of the industry and environment. Competitive advantage will depend on the
ability of firm to outperform its competition. Sustainable competitive advantage requires the
organization to outperform for a long-period of time. However, there is no or formula that can
guarantee superior performances. It is more likely to occur based on creativity and innovation.
Figure 2.8 provides fewer organizational processes to excel their performances.

Strategic Intent

• Right goals and objective

Continuous Improvement

• Improving quality of products /services
delivered

Creativity and Innovation

• Able to think differently

Customer Oriented

• Focused to meet customer need

Core-competence

• Continuous learning process and s knowledge
generation

Business Environment

• Understanding business environment

Collaboration

• With other skilled organizations to serve
customers better

Figure 2.8 Processes to Gain Competitive Advantage
Any strategy to gain competitive advantage should consider the above factors. Collaboration with
suppliers, distributors and customers can improve the competitive advantage. Gaining competitive
advantage has two major components, within an organization and outside the organization. A cost
leadership strategy is based on a business offering in terms of value-added activities. It would
facilitate the organization to produce the same products/services in lower costs than its
competitors. The potential benefits of cost leadership strategy is listed as
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•
•
•
•
•
•
•

Business can earn higher profits.
Increase market share.
Higher sales targets than competitors.
New avenues to enter different markets and industries.
Preferred partners for dealers and suppliers.
Happy customers.
Difficult for other competitors to copy.

A successful cost leadership strategy is likely to improve on a number of organizational gains. It can
be in terms of supply chain, six sigma processes, loyalty and barrier for other competitors to enter.
Value chain analysis is central to identify where the cost savings can be made. It reduces unit cost of
a product (or) service. Value chain analysis seeks to provide an understanding of how much value
an organization’s activities add to its products (goods / services) for its consumers compared to its
competitors. It helps the managers to understand the efficiency and effectiveness of every activity
that is performed in the organization. Value is measured in terms of price that customers are willing
to pay for the product / service (Figure 2.9). Efficiency is the ability to accomplish a task with
minimum time, effort or resources. Effectiveness is the ability to deliver the expected result or value
for the customer.

Inputs
• Resources

Activities
• Skills and
knowledge

Outputs
• Products
(or)
services

Perceived
Value
• Customer
Satisfaction

Figure 2.9 Value- Adding process
There are six common types of perceived values that can be created for the benefit of the customers
that differentiate the product and services from the competition. Figure (2. 10) lists the perceived
values of the customers.
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Economic Value

• Economic conversion of product / service

Physical Value

• Wellbeing, health and comfort

Emotional Value

• Person's emotions

Social Value

• Interpersonal and position in the society

Cognitive Value

• In terms of knowledge and information

Political Value

• Control and power
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Figure 2.10 Perceived Value of a Customer
To Do Activity
In a waste management business what are all the potential values that the end user
expects? Analyze your answer with an example.

Changing customer perceptions towards products/services so that they are willing to pay can
increase value or reducing the development or production costs. Value added activities, core
competences and resources are highly linked to gain competitive advantage of an organization.
Resources form an input to value-added services that generate core-competence.
Another way to gain competitive advantage is through a differentiation strategy. It is developed
based on the customers’ perspective of a superior product or service output. It can be achieved by
providing value-added services. Differentiation can be based on premium product features or simply
by creating improved perceptions towards a product / service. The major advantages of business
differentiation strategy are listed as follows
• The products are considered as superior quality that other similar products / services
• Customers willingness to pay high
• High profits
• Other competitors find it difficult to achieve the differentiation
The differentiation can be achieved in multiple ways (Figure 2.11).

Packaging
Service

Accessability

Quality

Branding

Product /
Service
Differentiation
Strategy

Design

Advertising

Figure 2.11 Ways to Achieve Differentiation Strategy

2.4 Porter’s Five-Force Model
Michael Porter is well-known strategist who developed five force model to gain competitive
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advantage. According to Porter (1995), competitive advantage arises from the selection of strategy
is based on the value-added activities. Aligning the objectives and value-adding activities are
considered to improve the competitive advantage.
Industry analysis aims to establish the nature of the competition in any industry. Industry dynamics
affect the strategy and product/service offering. For example, aging populations in many developed
countries have significantly affected the need to develop medical care suitable for treating the older
people. The focus to offer medical care for elderly population is significantly different from generic
health treatment. Industry analysis framework can help to understand the business offering. Porter
developed this framework in 1980. Later this framework was revised to generic framework (1995).
Industry analysis aims to establish the nature of the competition in any industry. It
is important to understand and evaluate the dynamics of the industry to gain
competitive advantage.
Porter argued that there are five important forces should be considered by any organization to gain
competitive advantage. Understanding the nature and strength of each of the five forces within an
industry assists managers in developing the competitive strategy of their organization. Porter’s five
force model is explained in Figure 2.12. The five forces are
• The treat of new entrants to the industry.
• Threat of substitute products.
• Power of buying customers.
• Supplier power.
• Rivalry among businesses in the industry.

New Entrants to
the Market

Consumers

Substitute
products /
services

Material
Providers
Competitive
Rivailry

Figure 2.12 Porter’s Five Force Model
When using Porter’s framework, it is important to identify the five forces at any given point in time.
It is also important to analyses the five forces repeatedly with respect to time and major changes in
the environment. The detail of five forces is discussed in detail.
Force 1 The Threat of New Entrants
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The new entrants can enter the market if the barrier is low. To maintain low risk, it is preferred to
maintain high barrier for new entrants. Barrier to entry can happen in terms of capital investment,
legal and statutory requirements, brand loyalty, economics of scale and supply chain channels.
Figure 2.13 explains the threat of new entrants in multiple forms.

Capital • The higher the investment the less chance for new entrants
Cost
Legal
Norms
Brand
Loyalty
Econo
mics
Supply
Chain

• Strict legal requirements and satutory norms reduces the chance of new
entrants
• If the products/services are in differentiated in terms of brand reduces the
number of new entrants
• If existing competition is already operating in large scale then it resists the
new entrants
• If the service channels are easy to access, it encourages the new entrants,
which becomes the threat

Figure 2.13 Threat of New Entrants
If barriers to entry make it difficult for new competitors to enter the industry, this will limit the
amount of competition.
Force 2 The Threat of Substitute Products
A substitute product / service is mentioned as any other products/services that meets the market
need. To travel one city to another city, there are multiple transportation options available, for
example via road (train, bus, car) or air (flight, helicopter) or by sea. These options are threat to
each other since it provides alternate choices to the traveler. The extent of the threat from a
particular substitute will depend on two factors
1. The extent to which the price and performance of the substitute can match the
product/service. For example, travelling by air will cost more than travel by road. Closer the
substitutes in terms of service, time and cost are threat to each other.
2. Willingness of the buyer to switch to the substitute. Buyer will be interested to switch to
new substitute if the switching cost (if any) is low. They will also shift to new substitute if
the performance and quality is higher than the existing.
Competitors in an industry will attempt to reduce the threat from substitute products by improving
the performance of their products /services, by reducing costs and differentiator.
Force 3 The Bargaining Power of Buyers
Bargaining power of buyers refers to the buyers commanding power in the industry. The buyer
decides the transaction price and thus it affects the profitability of the organization. The bargaining
power of buyers is, extend to which the buyers of a product extort power over the industry. The
more the power of buyers, lower the transaction price. This situation generally occurs either in
unorganized sector or too many players in the market. Each stage of the supply chain has the
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bargaining power. For example, vegetable and flower market in India.
Bargaining Power of the Buyers Get Influenced By
• Number of customers and volume of their purchase
If there are few buyers (whole sale buyers) and they buy in huge volume, then they would
dictate the price for the product. On the other side if there are high number of buyers and
with less volume then the buyers cannot demand the price.
• Number of organizations supplying the product/service and their size similar to the buyers if
there are multiple organizations supplying same product/service then the bargaining power
of the buyer increases. However, fewer organizations supplying the product reduce the
buyers bargaining power.
• Switching cost and availability of substitute
If the switching cost is minimal (or) negligible, then the buyer has more power to switch to
different organizations. At the same time the availability of the substitutes (almost
equivalent) increases the buyer power.
As mentioned earlier, the buyer need not be the end customer. It can be anyone who’s involved in
the processes of supply chain. At each stage of a supply chain, the bargaining power of buyers will
have a strong influence on the prices charged and the industry structure.
Force 4 The Bargaining Power of Suppliers
The bargaining power of the supplier refers to the level of influence (power) of the organization the
industry. Industry refers to all other industry the organization serves. In India petroleum industry
follows the bargaining power of the supplier. They dictate the price and customers (supply chain)
follows it irrespective of the industry type. It is mainly influenced in terms of resources and key
activities that the organization executes. As discussed in Block 1, the resources refer to human,
financial, physical and intellectual.
The Major Factors Determining the Strength of Suppliers Are
• The uniqueness of the product/service
If the resource provided to the industry are essential and have no substitutes, suppliers are
likely to command significant power in the industry.
• Switching Cost
Similar to bargaining power of buyers, lower the switching cost reduces the power of
supplier.
• Alternate product/service
If the products/services can be replaced from other industry then the bargaining power of
the supplier reduces.
• Number and size of the suppliers
Many organizations supplying the same product/services reduces the importance of a single
supplier thus reduces the bargaining power.
The suppliers to an industry will be powerful when the resource they supply is scarce, few
substitutes, a smaller number of players and large single player.
Force5 The Intensity of Rivalry among Competitors
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Business in any industry compares in multiple ways among which competition plays a vital role.
There are price-based competitions and non-price-based competition. Price based competition
involves business trying to undercut each other’s prices, in turn it ends in the ability of producing the
product/service in lower cost. Innovation plays a key role in this. Non-price competition will take
the form of branding, advertising, promotions and additional offers. The intensity of competition in
an industry will depend on the following:
• Height of entry barriers and the size of competition
If there are a few and large players in the industry it is mainly because of high entry barrier
that is been created in terms of investment, resources etc. This will reduce the rivalry
among the organization.
• The maturity of the industry
If the product is mature and industry is subject to find alternate products/services then the
competition will be intense.
• The customers brand loyalty
If the customers are loyal to a brand or service, it is likely to have aggressive competition
between the players. However, they would end up with non-price competition and
maintaining the brand position is challenging too.
• Availability of substitutes
If the product/services have suitable substitutes then it tends to increase the competition
among the industries and organizations.
Higher the degree of rivalry will reduce the profitability of the organization. Creativity and
innovation play a vital role to increase the profitability of the product/service. The following table
summarizes Porter’s five force model (table 2.3).
Table 2.3 Porter’s Five Forces – Summary
Higher Profitability
Lower Profitability

Force

Bargaining power of suppliers
Bargaining power of buyers

Week suppliers
Week buyers

Strong suppliers
Strong buyers

Threat of new entrants

High entry barriers

Low entry barriers

Threat from substitutes

Few possible substitutes

Many possible substitutes

Competitive rivalry

Low competition

High competition

To Do Activity
Perform Porter’s 5 force model for a plastic re-cycling unit. Discuss in group.

Porter has developed generic strategy that brings out the essence of gaining competitive advantage.
The generic strategy developed by Porter brings out the competitive advantage in simple ways of
cost leadership and differentiation focus. The three components of generic strategy are, cost
leadership, differentiation and focus that defined as follows
Cost Leadership
It is the lowest cost producer of a product.

124

The gains (margins) are higher than the other

MGNCRE | Strategic Management

competitors.
Differentiation
It means creating a customer perception that a product is superior to that of competitors’ products.
Focus
It means utilizing either a differentiation or cost leadership in a specific market and environment.
High profits can be achieved by either of the approach. However, the strategic decision can be
changed based on the location and type of products. Porter’s generic strategy is explained through
the following figure (2.14)

1. Cost
Leadership

2.
Differentiation

Scope

3. Cost Focus

4.
Differentiation
Focus

Figure 2.14 Porter’s Generic Strategy
Advantage
Generic model helps to figure out how the current strategy fits within the extremes of cost
leadership, differentiation and focus. As an organization, it needs to understand the current costleader in the market and uniqueness of the product/service. According to Porter, the organization
needs to choose one of the three, cost leadership, differentiation and focus. Being stuck in the
middle is bad for business.

2.5 Understanding System
To understand the effective problem solving (i.e., environmental hygiene), the system and its
components should be explored along with its level of influence. It helps to classify the problems
and solutions since all the sub-system and components are interlinked.
System thinking is a holistic approach to analyze and understand a system at a holistic level that
helps to explore the constituents, components and their relation. It helps to understand how system
works over time within a specific context. Two examples for system level mapping is provided in
this unit namely, environmental hygiene and waste management system.
System thinking process structurally explores the system and its operation over a time.
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Government policy and regulation plays a vital role to protect a system. The rules and law
enforcement help people to adhere to the prescribed actions. To map environmental hygiene
system representation, it can be divided into multiple system, components and constitutions. The
following figure explores the environmental hygiene system

Sub-Systems
(personal hygiene,
social hygiene,
disease spread etc.,)

Time (Understanding
of the system with
respect to a time
scale)

Environmental
Hygiene System

System componenets
(natural resources,
population,
government policy,
etc.,)

Constitutions (people,
animals, birds, trees and
plants etc.,)
Figure 2.15 Environmental Hygiene System Representations – Holistic Level
Every sub-system, components, constitutions can be divided further and mapped to the system. For
example, the sub-system on personal hygiene can be explored based on educational qualification,
awareness of diseases spread, importance of personal hygiene etc. The impact of the sub-system is
mapped to the environmental hygiene. Segregation of system into different sub-system and its
components will help to identify the core problem. Once the core problem is identified, the solution
can be made accordingly. The laws and regulations are further made to protect the system in future.
Technology provides
Explore the possible sub-systems, its components and constitutions at your city level
hygiene. Link them with time bound. Analyze the possible technology that provides
appropriate solutions.

Multiple solutions that suit to specific environmental setup are required. For example, technology
and processes followed in equator countries and arctic countries are different since climate plays a
major role. Ebola outbreak can be systematically mapped as follows (Figure 2.16).The system is well
interlinked in Ebola case that the ‘number of unsafe funerals’ (R2) directly influences the ‘getting
infected’ and the system runs continuously. At every sub-system level, the processes should be
mapped and established practices will result in environmental hygiene.
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Figure 2.16 Ebola Outbreak System Level Map
(Source http//currents.plos.org/outbreaks/article/the-ebola-crisis-and-the-corresponding-publicbehavior-a-system-dynamics-approach/)
Waste Management System Representation
As discussed earlier in this chapter, waste management system is represented in terms of waste
collection, separation and treatment. These four sub-systems can be divided into multiple levels of
components and constitutions. For example, collection of waste from multiple locations is subsystem that involves spreading awareness, communication and establishes collection bins at
appropriate places.
Sub-Systems
(Waste
collection,
separation and
treatment)

Time
(Understanding
of the system
with respect to
a time scale)

Waste
Management
System

System
componenets
(population,
government
policy, etc.,)

Constitutions
(people, corporation
and municipal
authority,
transportation)
Figure 2.17 Waste Management – System Representation
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Waste management has four sub-systems namely, collection, separation and
treatment. Implementation of zero-waste generation at household and industry level
provides sustainable solution in long term.

E-waste management is yet another key concern. ‘Clean India Mission’ is primarily initiated to keep
the environment clean by implementing appropriate waste management system. Every year billion
tons of e-waste is getting generated especially from India and China.
E-waste generation and
processed material in different countries is explained by the following graphs (Figure 2.18 and 2.19).

Figure 2.18 E-waste Management in China
(Source https//www.grandviewresearch.com/industry-analysis/e-waste-management-market)

Figure 2.19 E-waste Generation and Projection in India
(source http//medind.nic.in/iay/t15/i1/iayt15i1p61.htm)
However, the developed countries have established systematic processes to deal with e-waste
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generation and management. This includes personal electronic gadgets, industrial electronic
products and other commercial products. The mobile phones and batteries need specific collection
and treatment as it contains hazardous chemical substances. However developing countries like
India, the life of any product is higher than other developed countries. The product life cycle and
rate of consumption defines the generation of e-waste. The following figure (Figure 2.20) provides
compounds of e-waste generation.

E-waste Generation
Consumer
Electronics
14%

Others
10%

Large House
hold
appliances
42%

IT Industry
34%

Figure 2.20 E-waste Composition
Many countries have banned plastics especially for packaging and single use. Plastic recycle process
is rewarded in developed countries. In India, Sikkim is one of the states that banned pesticides and
follows green initiation. Maharashtra government has banned plastics especially for packaging and
single use. It is important to understand the system mapping and perspective prior to change.
Conclusion
In this Block, the importance of core competences, resource management and gaining competitive
advantages are discussed in detail. Industry analysis is performed to gain competitive advantage is
studied through Porter’s five force model and generic model. The following Blocks will introduce
other tools and techniques of industry analysis and sustaining the competitive advantages. While
dealing with waste management it is worth to look at in the system perspective.
Review Questions
1. List the importance of resource utilization and gaining competitive advantages.
2. What is core competence of an organization? Can you identify core competence in telecom
industry or any industry of your choice? Identify the substitute competence.
3. List the Porter’s five forces and discuss how each force affects the profitability. Provide
example from a business in your area.
References
1. Porter, M.E (1980) ‘Competitive Strategy Techniques for Analyzing Industries and
Competitors”, New York Free press.p.3.
2. Thomas, W.L & Hunger, D.J. (2002) “Strategic Management and Business PolicyConcepts”,8
Edition, Published by Pearson Education.
3. Case study https//ijcsmc.com/docs/papers/February2014/V3I2201451.pdf
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Chapter 3
Strategic Management Models and Tools
Introduction
The importance of core competence and gaining competitive advantage is discussed in Block 2. In
this Block, strategic management tools and models are discussed. SWOT analysis provides key sights
about the position of the organization in an industry. Balanced score card helps to communicate
and measure the strategic objectives within the organization. GAP analysis, BCG matrix and
McKinsey 7S framework helps to understand different strategies on product/service and brand
positioning. Figure 3.1 represents the Block flow. The following are the key objectives of this Block

Objectives
1. To understand different tools and models for strategic decision-making process.
2. To learn to perform SWOT analysis and understand the strengths and weakness of an
organization
3. To explore matrixes like BCG and McKinsey that produces key sights about the market,
products and branding.
4. To perform GAP analysis that explores the possibilities of market positioning and expansion
5. Explore the possibility of strategy communication and performance measurement within the
organization through Balanced score card

Unit 3.1 SWOT Analysis

Unit 3.2 Balanced Score Card

Unit 3.3 GAP Analysis

Unit 3.4 BCG Matrix

Unit 3.5 McKinsey 7s Framework

Figure 3.1 Chapter Flow – Strategic Management Models and Tools
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To Do Activity
1. For the tools in this chapter consider a small waste management business in
your district
2. As a group visit the industry and apply the tools.
3. Present it in the class

3.1 SWOT Analysis
In Block 2, industry analysis is explored through Porter’s five force model and generic model. That
provides better understanding with respect to environment and industry. In this Block, the
organization’s strengths and weaknesses are explored through SWOT analysis. SWOT refers to
Strengths, Weaknesses, Opportunities and Threads. Exploring these characteristics of any
organization will facilitate towards resource utilization and gaining strategic competence. A team of
researchers from Stanford University originally created SWOT analysis in the year 1964. Figure 2.2
explains the SWOT analysis systematically.

• Internal
Analysis

• Internal
Analysis

• External
Analysis

Strengths

Opportunitie
s

Weaknesses

Threats
• External
Analysis

Figure 3.2 SWOT Analysis Representation
Strengths and weaknesses are considered within the organization wherein opportunities and threats
are external to the organization. Strengths and weaknesses often come from the same categories of
activities or sources. The sources are usually related to systems, innovation, creativity,
organizational culture and patents. Hence the strengths can be categorized into two ways namely,
ability and availability.
Ability refers to organization’s ability to cope up with the environmental and industry changes and
any other uncertainties. It further refers to the capability of the organization to expand and explore
new opportunities. In terms of resources, strengths often lie in the quality and availability of
resources the method in which the resources are utilized. Over all, the strengths comprise of adding
values of resources to gain competitive advantage.
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However weaknesses refer to the areas in which the organizations capability needs focus, due to
which the competitors may perform. The organization may lose profits, sales or not able to meet
the quality expectations of the buyer. Weaknesses are given focus based on industry standards and
benchmarking technique. The weakness will be brought into manpower training strategies. Figure
2.3 provides key insights about strengths and weaknesses of an organization.

Strengths

Weaknesses

• Ability to perform

• Inability to meet the objective

• Above industry average
performance

• Below industy average
• Poor management

• Resource utilization
• Lack in skills
• Process optimization
• Need to gain competitive
advantage by benchmaring other
leaders

• Competitive advantage

Figure 3.3 Strengths Vs. Weaknesses
Strengths and weaknesses are often directly linked to strategic competences. The competences and
capabilities of the organization should reflect in ‘game changer’ where in the resources are utilized.
The capabilities are generated on the organization’s strengths and good management skills will
sustain these capabilities. Creativity and innovation will transform the weaknesses to strengths.
Opportunities and threats are considered as external to the organization. The environment and
industry provide key input for the opportunities and threats. Opportunities refers to scope for the
organization to sustain in the market in terms of new products, services and other avenues. On the
other side, threats challenge the growth and market share. Understanding the external
environmental opportunities, the resources can be aligned and better utilized. The threats can be
studied and the organization can proactively work on the strategies to overcome the threats. Figure
2.4 provides the characteristics of external characters.

Threats

Opportunities
• New development

• Challenge the growth

• Gain market share

• Deminish market share

• New business avenues

• Growth reduced

• Resources aligned with opportunities

• Resources under utilized

Figure 3.4 Opportunities Vs. Threats
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SWOT analysis is extremely useful tool for aligning the capabilities and resources. The tool is simple
to use and analyses both internal and external characteristics of the organization. It can be used to
generate strategic objectives, develop product, brand and any business idea. Adding time period
and potential action plans will increase the usability of the SWOT (Figure 3.5). The following are the
key basic steps to perform SWOT analysis (Figure 3.5). It is not straightforward matter to determine
what constitutes a strength, weakness, opportunity or threat. It is based on the organizational
context and highly subjective in nature. However, being realistic and specific will facilitate a
successful SWOT analysis.
Strength

Weakness

Postivite Now

Failure Now

Action

Action

Build and maintain

Minimize and remove
SWOT

Opportunity

Threat

Positive Future

Negative Future

Action

Action

Prioritize and exploit

Minimize and counteract

Figure 3.5 SWOT Grid with Actions
•Profile the current situation
Step 1 •Identify the core capabilities
•Establish strengths
Step 2 •Map the weaknesses
•Profile the emerging situation (near future)
Step 3 •Explore the long term situation

•Understand the opportunities
Step 4 •Explore the threats
Step 5
Step 6
Step 7

•Develop plan of action
•Prioritize and exploit opportunities
•Minimize threats

Figure 3.6 Key Steps for SWOT Analysis

3.2 Balanced Score Card
Balanced Score Cards are used extensively in business and industry, government, and nonprofit
organizations worldwide. Gartner Group suggests that over 50% of large US firms have adopted the
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To Do Activity
Identify a business that is established organization and another small-scale firm.
Perform SWOT analysis for both. Compare the analysis and discuss your views.
BSC. More than half of major companies in the US, Europe, and Asia are using the BSC, with use
growing in those areas as well as in the Middle East and Africa. A recent global study by Bain & Co
listed balanced scorecard fifth on its top ten most widely used management tools around the world,
a list that includes closely related strategic planning at number one.
The strategy map articulates how the strategy will lead the organization towards its future. It guides
the organization to reach to its goals by accomplishing its values. The balanced scorecard provides
the mechanism to capture the operational aspects of the strategy the measures, projects, budgets
and responsibility. It plays an important role in communicating the details to the team. The
components of the balanced scorecard also provide input into progress with the strategy. The
following figure represents the key benefits of balanced scorecard (figure 3.7).
Strategic
Planning &
Managem
ent

Balanced
Score Card
Strategic
Project
Management

Key
Performanc
e Indicators
(KPIs)

Figure 3.7 Benefits of Balanced Scorecard
The strategy map plays an important part in assisting with strategic planning, communication and
learning. The balanced scorecard assists in planning, measuring and communicating the corporate
strategy. Management is about making things happens, being specific about what is required,
setting and communicating the direction. Balanced scorecard monitors activities, results and align
the path to meet the objectives. In other words, if the organization communicates the objectives,
the values and behavior it will facilitate to meet the strategic goals.
Balanced scorecard provides a platform for management system. It integrates customers, business
objectives, values and organization’s vision. It challenges the traditional way of measuring the
organization’s growth in terms of revenue and financial status. These are short-term focus and do
not provide sustainable growth for the business. However balanced scorecard links the financial
status as one of the KPIs (Key Performance Indicators). The performance indicators are derived from
the strategic road map and it communicated and measured in appropriate time period. It provides
the flexibility of identifying the KPIs and communicating them to appropriate team. The four
perspectives of balanced scorecard is provided in the figure (3.8). It focuses on customer (market),
internal processes, capacity utilization and financial. The organization’s vision and strategy gets
aligned to the key perspective.
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FInancial
Status

Customer
and
Market
Focus

Vision &
Strategy

Internal
Processes

Organizat
ional
Capacity

Figure 3.8 Four Perspectives of Balanced Scorecard
The four perspectives will have KPIs to measure the performances. It will be communicated within
the organization. The following figure (3.9) represents the communication within the organization
and few KPIs.

(Image adapted from Norton and Kaplan Balanced Scorecard Model, 2011.)

Figure 3.9 KPIs and Strategy Communication

135

MGNCRE | Strategic Management

Advantages of Balanced Scorecard
It Makes it Easy to Communicate
A well-formulated strategy with all its interrelated objectives mapped on a piece of paper allows the
management to communicate smoothly and efficiently. A strategy map is a clean, visual and
straightforward aid, which aligns all the departments and division for the achievement of high-level
business goals and objectives. Strategy map support the understanding of the strategy to help
management to engage the staff as well as external stakeholders and strengthen the process of
strategic communication. There are several advantages of balanced scorecard, if implemented
correctly, can help you to reap the sheer number of benefits and advantages concerning the method
of communication.
• It gives employees a set of goals and objectives of the organization to keep in mind while
working.
• It helps employees to identify key goals.
• It fosters the better understanding of the strategic elements that need work.
• It enables employees to see overlapping influence of objectives.
• It Aligns Your Departments and Divisions
Another compelling advantage of balance scorecard is facilitating the alignment of all division and
department with a common strategy. Balanced scorecard structure allows you to create the link
between your critical objectives and the objectives of your parent company. Additionally, it will
enable you to witness how the measures of your department roll up with the enterprise level
measures and how you can link your projects with enterprise level projects and much more. The
balanced scorecard structure is efficient when large projects are shared across multiple divisions.
Create a Link between your Individual Goals and Organizational Strategy
Further advantages of balanced scorecard are a strategy focused organization framework allows
individuals to align their goals with the goals of the organization. For example, an employee setting
their regular performance goals for annual performance can link their goals with the overall and
goals and objectives of the department. Thus, balanced scorecard allows employees to contribute to
growth and development of the organization.
Keep Your Strategy at the Front and Center of the Reporting Process
Organizations build strategic plans, put them on the shelves to never see them again but balanced
scorecard is a strategic plan, which is predicted to review the strategy on a regular basis, and it is
only possible when the strategy is organized. Such periodic review of the policy is something, which
will help you to reference your plan on a regular basis and keep it at the center of the managerial
reporting process. Periodic review will bring life to it and give you a direction to manage your
organization. Moreover, it will tell you the exact location where you are and how you are going to
achieve your goals, which is another one of the advantages of balanced scorecard.
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3.3 GAP Analysis
As a part of strategic mapping, it is essential to understand the existing status and preferred ‘to be’
status. It could be in terms of business goals, product quality, product cost etc. Gap refers to the
space between ‘where we are’ and ‘where we want to be’. Gap analysis facilitates to explore the
possibility of establishing the path to reach the desired state. Figure 3.10 represents gap analysis in
a nut shell.

Figure 3.10 Gap Analysis
The first step in conducting a gap analysis is to establish specific target objectives by looking at the
company's vision and mission statement, strategic goals and improvement objectives.

Gap refers to the space between ‘where we are’ and ‘where we want to be’. Gap analysis
facilitates to explore the possibility of establishing the path to reach the desired state.

The next step is to analyze current business processes by collecting relevant data on performance
levels and how resources are presently allocated to these processes. This data can be collected from
a variety of sources depending on what's being analyzed, such as by looking at documentation,
conducting interviews, brainstorming and observing project activities. Lastly, after a company
compares its target goals against its current state, it can then draw up a comprehensive plan that
outlines specific steps to take to fill the gap between its current and future states, and reach its
target objectives.
Video Link https//www.youtube.com/watch?v=8xXReyiFtBY
While a gap analysis can be either concrete or conceptual, gap analysis templates often have in
common the following fundamental components (Figure 3.11)
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Current State

To Be State

Gap
Description

Benchmarking

Action Plan

Implementation

Figure 3.11 GAP Analysis – Key Components
A gap analysis template starts off with a column that might be labeled "Current State," which lists
the processes and characteristics an organization seeks to improve, using factual and specific terms.
Areas of focus can be broad, targeting the entire business; the focus instead may be narrow,
concentrating on a specific business process, depending on the company's outlined target
objectives. The analysis of these focus areas can be either quantitative, such as looking at the
number of customer calls answered within a certain time period; or qualitative, such as examining
the state of diversity in the workplace.
Future state of the gap analysis report should also include a column labeled "Future State," which
outlines the target condition the company wants to achieve. Like the current state, this section can
be drafted in concrete, quantifiable terms, such as aiming to increase the number of fielded
customer calls by a certain percentage within a specific time period; or in general terms, such as
working toward a more inclusive office culture.
The gap description should first identify whether a gap exists between a company's current and
future state. If so, the gap description should then outline what constitutes the gap and the factors
that contribute to it. This column lists those reasons in objective, clear and specific terms. Like the
state descriptions, these components can either be quantifiable, such as a lack of workplace
diversity programs; or qualitative, such as the difference between the number of currently fielded
calls and the target number of fielded calls. Benchmarking will facilitate the organization to fix the
desired yet achievable target in multiple steps to that will facilitate to reach the desired state.
From the bench marking the action plans are drawn that will be implemented in operational level.
The possible solutions are identified that will be implemented to fill the gap. These objectives must
be specific, directly speak to the factors listed in the gap description above, and be put in active and
compelling terms. Some examples of next steps include hiring a certain number of additional
employees to field customer calls; instituting a call volume reporting system to guarantee that there
are enough employees to field calls; and launching specific office diversity programs and resources.
Gap analysis can be performed in multiple ways. It can be driven with data and analysis of data. It
can also be done with the help of tools such as SWOT Analysis, McKinsey 7s framework, Pugh Matrix
etc.

3.4 BCG Matrix
BCG matrix is a framework developed by Boston Consulting Group to assess the revenue status of
products (or) services. It classifies the products/services into four key categories based on the
industry assessment (refer SWOT analysis to perform industry analysis). The 2x2 matrix reveals the
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essential decision making process for which the organization can invest further. It is one of the
simplest tools available to perform and analyze the relative market share of the organization. The
advantages of BCG matrix and matrix details are provided in the figures 3.12 and 3.13.

Easy to Perform

Data Driven

Segregates the business portfoilo

Analyze the relative market share

Aid for decision-making

Figure 3.12 Benefits of BCG Matrix

Figure 3.13 BCG Matrix Representation
BCG matrix can be established by following the simple steps explained in figure 3.14.
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Step 1

Step 2

Step 3

Step 4

Step 5

• Choose the business

• Define the market

• Establish relative market share

• Find out market growth rate

• Draw the circles on the matrix

Figure 3.14 BCG Matrix – Steps
Step 1. Choose the Unit.BCG matrix can be used to analyze business units, separate brands,
products or a firm as units itself. Which unit will be chosen will have an impact on the whole
analysis. Therefore, it is essential to define the units for which one will do the analysis.
Step 2. Define the Market. Defining the market is one of the most important things to do in this
analysis. This is because incorrectly defined market may lead to poor classification. For example, if
we would do the analysis for the Daimler’s Mercedes-Benz car brand in the passenger vehicle
market it would end up as a dog (it holds less than 20% relative market share), but it would be a cash
cow in the luxury car market. It is important to clearly define the market to better understand firm’s
portfolio position.
Step 3. Calculate Relative Market Share. Relative market share can be calculated in terms of
revenues or market share. It is calculated by dividing your own brand’s market share (revenues) by
the market share (or revenues) of your largest competitor in that industry. For example, if your
competitor’s market share in refrigerator’s industry was 25% and your firm’s brand market share
was 10% in the same year, your relative market share would be only 0.4. Relative market share is
given on x-axis. It’s top left corner is set at 1, midpoint at 0.5 and top right corner at 0 (see the
example below for this).

Step 4. Find out Market Growth Rate. The industry growth rate can be found in industry reports,
which are usually available online for free. It can also be calculated by looking at average revenue
growth of the leading industry firms. Market growth rate is measured in percentage terms. The
midpoint of the y-axis is usually set at 10% growth rate, but this can vary. Some industries grow for
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years but at average rate of 1 or 2% per year. Therefore, when doing the analysis you should find out
what growth rate is seen as significant (midpoint) to separate cash cows from stars and question
marks from dogs.
Step 5. Draw the Circles on a Matrix. After calculating all the measures, you should be able to plot
your brands on the matrix. You should do this by drawing a circle for each brand. The size of the
circle should correspond to the proportion of business revenue generated by that brand.
Refer the Video
https//www.youtube.com/watch?v=ERWZ9OceGAw

However, the following are the main limitations of the analysis.
• Business can only be classified to 2x2 matrix (four quadrants) further dimensions can’t be
established.
• ‘Market’ is defined in subjective way.
• The matrix changes based on its assumptions. Businesses can be classified as cash cows,
while they are actually dogs, or vice versa. It does not include other external factors that
may change the situation completely.

3.5 McKinsey 7s Framework
McKinsey’s 7s framework evaluates the organization’s performance in multiple ways in comparison
to BCG matrix. BCG matrix focuses on external evaluation where in McKinsey 7s frame work focuses
on internal evaluation. As the name prescribes, it has seven elements that describe the
organizational performances. Figures 3.15 and 3.16 represent the framework. It has two major
components namely hard elements and soft elements.
"Hard" elements are easier to define or identify and management can directly influence them these
are strategy statements; organization charts and reporting lines; and formal processes and IT
systems.
"Soft" elements, on the other hand, can be more difficult to describe, and are less tangible and more
influenced by culture. However, these soft elements are as important as the hard elements if the
organization is going to be successful.
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System

Strecture

Strategy

Figure 3.15 McKinsey’s 7s Framework – Hard Elements

Shared
Values

Style

Skills

Staff

Figure 3.16 McKinsey’s 7s Framework – Soft Elements
The model is established by combining the hard and soft elements. The shared values is the key and
it occupies the centre point in the 7s frame work. Placing the shared values in the middle of the
model emphasizes that values are central and essential to the development of the organization. The
company’s structure, strategy, style and all other components are driven based on the value for
which the organization stands for. As any change in value will reflect in other element changes
(figure 3.17).
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Strategy

Style

Structure

Shared
Values
Staff

Systems

Skill

Figure 3.17 McKinsey 7s Elements
Strategy the plan devised to maintain and build competitive advantage over the competition.
Structure the way the organization is structured and who reports to whom.
Systems the daily activities and procedures that staff members engage in to get the job done.
Shared Values called "super-ordinate goals" when the model was first developed, these are the core
values of the company that are evidenced in the corporate culture and the general work ethic.
Style the style of leadership.
Staff the employees and their capabilities.
Skills the actual skills and specific competencies of the employees.
To perform the 7s framework there are key questions need to be answered. The questions can be
used to explain the current situation and repeat to identify to be status of the organization’s internal
strengths.
Strategy
• What is our strategy?
• How do we intend to achieve our objectives?
• How do we deal with competitive pressure?
• How are changes in customer demands dealt with?
• How is strategy adjusted for environmental issues?
Structure
• How is the company/team divided?
• What is the hierarchy?
• How do the various departments coordinate activities?
• How do the team members organize and align themselves?
• Is decision making and controlling centralized or decentralized? Is this as it should be, given
what we're doing?
• Where are the lines of communication? Explicit and implicit?
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Systems
• What are the main systems that run the organization? Consider financial and HR systems as
well as communications and document storage.
• Where are the controls and how are they monitored and evaluated?
• What internal rules and processes does the team use to keep on track?
Shared Values
• What are the core values?
• What is the corporate/team culture?
• How strong are the values?
• What are the fundamental values that the company/team was built on?
Style
• How participative is the management/leadership style?
• How effective is that leadership?
• Do employees/team members tend to be competitive or cooperative?
• Are there real teams functioning within the organization or are they just nominal groups?
Staff
• What positions or specializations are represented within the team?
• What positions need to be filled?
• Are there gaps in required competencies?
Skills
• What are the strongest skills represented within the company/team?
• Are there any skills gaps?
• What is the company/team known for doing well?
• Do the current employees/team members have the ability to do the job?
• How are skills monitored and assessed?
To Do Activity
For a simplified example (refer https//www.strategicmanagementinsight.com/tools/McKinsey7s-model-framework.html) to show how the model should be applied to an existing organization.
Conclusion
This chapter explores the key tools and methodology to perform organization’s internal and external
analysis. Appropriate usage of these tools will facilitate to develop and improvise the strategic map
of the organization. However the basic assumptions and limitations should be understood prior to
deployment. Balanced scorecard helps to communicate, align and measure the strategic goals of the
organization.
Review Questions
1. What are the key components of SWOT analysis? Describe with an example.
2. What are the limitations of BCG matrix?
3. What is balanced score card? How would it benefit any organization?
4. Perform the case provided in McKinsey’s 7s framework and establish the strategic objectives
of the organization.
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Chapter 4
Strategy Implementation and Change
Management
Introduction
Business strategy focuses on developing key business goals and understands the organization’s
strengths. Internal and external analysis provides key insights to develop and implement the
strategy. Tools and techniques that help to develop the strategy were discussed earlier. In this
Block, the strategy implementation and management are discussed in detail. Change is inevitable in
any organization’s growth. However, understanding and implementing the change benefits the
organization to reach its business objectives. Figure 4.1 explains the Block flow

Objectives
•
•
•
•

To understand the importance of strategic change management in an organization.
To evaluate the strategic change team and stakeholders.
To explore the key process to initiate the change management in an organization.
To understand the traits of change leadership.

Unit 4.1 Introduction to Strategic Change Management

Unit 4.2 Strategic Change - Key Process Steps

Unit 4.3 Business Stakeholders

Unit 4.4 Team for Strategic Change Management

Unit 4.5 Strategic Leadership

Figure 4.1 Chapter Flow – Strategic Implementation and Change Leadership
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To Do Activity
1. Initiate the topic discussion be seeking the students personal experience in terms of
personal level and society level change. What are all the challenges and resistance
faced during implementing the change?
2. Discuss the stakeholders of any institution and analyze their responsibility in the
system.
3. Initiate a group discussion on leadership characteristics.

4.1 Introduction to Strategic Change Management
Change management involves set of processes that help to reach a new status of transformation. It
facilitates the people to understand the need for the change. Every strategic implementation the
organization undergoes change. The change management is essential for every organization since it
transforms the business into greater growth. However, managing the resistance while implementing
the changes need to be handled carefully. This section provides brief introduction to change
management and following units discuss about the implementation and communication of change.
We live in a social system in which all natural and man-made products co-exist. Natural system
includes all human beings, animals, plants and non-living things. The nature is designed in such a
way that, it can decompose all the waste and produces good soil out of it. However, improper waste
management spoils the environment badly. Environmental hygiene is dependent on the proper
waste management system and sanitation.
Government of India has initiated many programs to spread the importance of waste management
and proper sanitation. All the programs are implemented across the country in three levels namely,
individual level, institutional level and social level. To eradicate dengue spread, every individual is
advised to store water in closed containers; the stagnated water at every offices/schools was
removed (or) treated. For any change in practice to happen, the stakeholders involved in the
change should be informed about the necessity of the change.
Government of India recently launched a project on ‘Swatch Bharat’ to spread the importance
of clean and safe environment.
‘Swatch Bharat’ is one of the government-initiated programs to provide clean environment.
However, this program calls for individual and group participation. Campaign and program
information is provided through media. District and village level participation is made possible by
gram panchayat and grimaces. The program reaches the urban areas in terms of social media. The
importance of clean environment is communicated to individuals, institutions and social level.
The following figure helps to understand the levels of change management from the view to provide
Prof. Lawrence Herminia, of the Wharton School at the University of Pennsylvania offers a
framework for change management. He distinguishes the change into two broad categories: size of
the change problem or content of change and time available for change.
It is further divided into complex and simple changes with respect to size. Social and enterprise-level
changes are considered as complex (large) and process changes are considered as small changes
within a system. Similarly, the time can be divided into long and short based on the time to change
and adaptability. The key attributes of size of the problem and time provides with four significant
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change management types. The following table illustrates the types of changes
Time Available
Long
Size of
Problem

Short

Large

Sequential Change

Complex Change

Small

Evolutionary Change

Managerial Intervention and Change

Reference
Figure 4.2 Four Types of Change
Managerial interventions and changes are relatively easy to execute compared to sequential and
complex changes. Evolutionary change, as the term implies, occurs by itself. The real challenge in
change management is when the size of problem is large. A large change agenda coupled with short
time-frame is the most difficult type of organizational change that managers can face. Complex
change, as the term implies, is most difficult challenge in change management. The organization
change can be of top down or bottom up in nature. However, the challenge is to understand the
change need and implement it successfully to meet the business goals.
Change management helps to cope up with the environmental changes in society
level and technology changes in organizational level

Organizational
Level

Technology and
process change

Social Level

Behaviour
change and
adapting new
process

Business
Growth

Change
Improved
hygiene and
sanitation

Figure 4.2a Importance of Change at Organizational and Social Levels
Every change that has been initiated should result in improved life style to human beings and
protect the environment. It is important to acknowledge the need for the change prior to plan or
implement the change. For any organization, change can happen in terms of technology, strategy
and process. This provides business sustainability and competitive advantage.
The following questions need to be answered for any social (or) organizational level for successful
change management
1. What can be done to enhance the probability of success of the proposed action plan?
2. Are the dates realistic, given other commitments and priorities?
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3. What can be done to build steps to address key risks and weak spots in the plan?
4. Who are the individuals/ groups with whom you have to share the plan?
5. How will you communicate with those affected?
6. Are there people who should be asked to help with some parts of your project?
7. How can you create enthusiasm for the change effort?
These questions bring out clarity to communicate the change. To evolve a workout communication
plan, some questions are recommended along with a format for organising the work of
communication to different individuals and groups. The questions include
1. What messages should be communicated?
2. What are the media through which change should be communicated?
3. What is the perceived use of the change initiated?
4. Is an ambassador required for nation-wide campaign?
5. What are the costs associated with communication?
6. Who should receive it?
7. What is the appropriate time frame?
8. How should the message be communicated?
Designing appropriate controls and incentives is part of the task of aligning policies and procedures.
The change leaders need to be aware that the role of incentives is to encourage specific types of
behaviour. Incentives alone cannot be expected to create motivation for the desired behaviour. The
role of incentives is primarily to facilitate change by reinforcing behaviours that will lead to change.
The need to achieve results and demonstrate competence is a fundamental driving force in all
human beings. An incentive system should build on this fundamental need. Therefore, as Herbiniak
points out, managers should first ensure that the incentive systems in place do not de-motivate
people. The most effective way to do this in change situations is to first clarify responsibilities and
accountabilities.
This unit introduces the change management as a process in an organization. The key levels of
change management with respect to organization and social changes are mapped. The following
units will discuss about the implementation and leadership traits of change management.

4.2 Strategic Change Management – Key Process Steps
For a successful change management, a systematic thinking approach is required. Identification of
primary, secondary and tertiary processes help to implement the change. The primary processes are
discussed here and the detailed processes (secondary & tertiary) are explored under following units
and exploring the system. This unit maps the key process step for change management in an
organization.
For any change management the following key processes (figure 4.3) are required:
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Area
(System) to
Change

Identify the area/process for which change is required

Objectives

Establish the goals for the change

Gap

Estimate the gap between current state and to be state

Tools and
techniques

Explore appropriate tools and techniques required for
different stage of change managent

Planning

Project planning for change management interms of
cost, time and resources

Stakeholder
s
Training
and
communica
tion
material
Risk
Assessment
Change
Assessment

Understand stakeholders at all levels

Identify the training areas and material prepartion for
communication
Calculate the risk areas and identify rish mitigation plan
Re-visit the objectives and re-align/correct for any
deviation

Figure 4.3 Key Process Steps for Change Management
For any change to happen, identification of appropriate area (system) is mandatory. The area(s) is
(are) identified based on observation of problems/ complaints. The need for the change is identified
based on social cause, technology, economy etc. The current stage of the problem and expected
change benefits need to be identified.
For a successful change management, it is important to establish process map, identify risks
and resources. Transformation can only happen if the benefits are communicated to the
stakeholders.
The objectives are identified for the change transformation along with possible benefits to the
stakeholders. Identification of stakeholder and process mapping is discussed in detail in the
following unit. The perceived ‘ease of use’ and ‘benefits’ will facilitate to deploy change
management. The gap between current state and to-be state can be identified with the help of
many tools such as gap analysis, Pugh matrix, benefit analysis etc. The different attributes such as
cost, time and resources are analyzed with greater detail to avoid risks. Failure Mode Effective
Analysis (FMEA) can identify the possible risks while deploying change. Risk mitigation plan helps to
prepare to overcome risk. The step by step process of FMEA facilitates to identify and mitigate risk
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in the areas of service, manufacturing, process and policy implementation.
As the implementation of change happens, it is essential to re-visit the objectives. Re-align the path
and results to the objectives. Change management is an iterative process. There is no strict path or
solution since in involves people management predominantly. Frequent review with team members
and establishes a cross-functional team helps to align the objectives and results. Cross-functional
team represents people from different functions of relevance to the change area. Cross-functional
team helps to identify the risks in their respective functional areas. However, there will be a change
agent who will lead the entire change management project for any specified task. The change agent
is responsible for the smoother transformation of the proposed change initiated. The following
figure 4.4 represents the team to deploy change management. The following table provides over
view of FMEA. Further columns can be added based on the need and study focus. While performing
change management, it is necessary to address the failure.
Table 4. 1 FMEA coding with Risks and Mitigation
Potential
Risk
Person
Possible
cause of
intensity responsible solution
failure

S.No

Function
Area

Potential
failure
mode

Process
controls

Action
Status

1.

Tools

Lack of
tools to
clean

Insufficient
budget

High

Government Back-up budget
and allocation
of funds.

Appropriate
handling of
tools

open

2.

Relocation

People stay
on river
bank need
to be
relocated

Resistance

Medium

Corporation

Identification of
appropriate
place for
relocation

Planning for
re-location

close

3.

Training

Insufficient
training

Trainers
not
available

High

Corporation

Run ‘train the
trainers’
program in
which trainers
can be trained
in multiple
numbers

Periodic
training
schedule

open

For the case study 1 on river Cooum drive, apply FMEA and list the possible risk areas.
Further reading of FMEA http//asq.org/learn-about-quality/process-analysistools/overview/fmea.html
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Functional
Change Agents
Cross
Functional
Team

Field Experts

Change
Agent

Figure 4.4 Strategic Team for Organization Change
The cross-functional team shares the knowledge of the functional area, look for potential risks and
deploy the change in the respective areas. Change agents of other functional areas train the people
for fieldwork and plan for resources. Field experts provide appropriate technology and tools to the
change agent for the smoother execution of the objectives.
Change management is an iterative process. There is no strict path or solution since in
involves people management predominantly. Frequent review with team members
and establishes a cross-functional team helps to align the objectives and results.

The process can be classified into internal and external. Internal processes referred to the system
where in the change takes place. The external processes are the one that are outside the study area.
For example, river Cooum, not throwing the garbage to river is internal to the change area; however
waste treatment processes are external to the area of concern. The following figure represents the
process classification from the perspective of change management.

Internal &
External
Processes

Tertitory
Processes
of Change

Strategic
Change
Management

Primary
Processes
of Change

Secondary
Processes
of Change
Figure 4.5 Strategic Management Process
The process of change management involves frequent visit to the objective. For every milestone of
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the projects the results of the milestone need to align/re-align against the objectives. This will help
the team to understand the deviation and keep a course correction plan if required.

Change Objectives
(Processes, Technology,
Social (or) Behavioural)

Strategic Milesstones

Stakeholders

Figure 4.6 Strategic Change Process
This unit briefs about the change processes, team and mapping stakeholders into the strategic
change management processes. It is very important to understand and mitigate risk with a cross
functional team to avoid emergency business situations. Every change should be initiated carefully
by following structured processes.

4.3 Waste Management and Change Dynamics
As a modern consumer, every individual uses multiple products in a day. Along with every product
produced, waste is also generated and it is unavoidable. However, proper waste management
ensures that the damage to the environment is reduced. For example, when we use water to wash
our cloths it produces the water mixed with soap thus water becomes a waste. This water can be reused to grow plants. However, the plastic bottles that are used to store mineral water become
waste after the water is consumed.
Waste management or waste disposal has set of processes to collect, segregate and treat.

The plastic water bottles have to be collected separately and re-used to save the environment since
plastic take millions of years together to decompose naturally. Thus, every waste should be
understood (based on the nature of decompose) to save the environment. Though the waste
generation happens in individual level, the waste management processes are deployed at level.
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Waste
Generation

•Generated at unit level (individual, family or
organization)

Waste
Collection

•Collection of waste based on its types of
waste such as e-waste, organic waste and
plastics
Waste
Segregation

•Segregation of waste based
on its decomposeability and
re-useability
•Waste can be treated
based on re-cylceability,
Waste
re-useability and
Treatement
decomposability

Figure 4.7 Waste Management – Key Process Steps
Waste management or waste disposal has set of processes to collect, segregate and treat. At leach
level, the waste can be segregated broadly into organic and non-organic waste. They can be further
divided into e-waste, dry waste and wet waste. E-waste means the waste produced from electrical
and electronic items that can be re-used. These wastes are hazardous in nature if it is not treated
properly.
Dry waste can be segregated further into natural decomposable and plastics. Natural decomposable
waste includes metals, papers, wood etc. All man-made plastics are dry-waste but it need specific
treatment. Wet-wastes are organic in nature and it is easily decomposable waste, including food
and water.
For Teachers
1. Do you have waste bins with color codes to segregate the waste at source? Discuss
about the advantages and challenges of the same.
2. Explore and discuss about ‘zero waste’ concept. Try to implement zero waste in one
area. How technology cans support zero waste
3. Discuss the cases studies on water management and provide solutions for the change
4. Explore the possibility of reducing plastic usage and other non-eco friendly materials

Waste can be collected in different methods by providing varied collector bins. This segregation can
be done at the waste generation level to save time and resources to segregate the waste (Figure 4.8)
These bins are generally provided with color codes for easy understanding.
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Waste (liquid, gas &
solid)

Food
Waste

Paper
Waste

BioMedical
Waste

nonorganic

Organic

Other
waste
(dry/wet)

Plastic

Hazardou
s Waste

E-waste

NonHazardou
s Waste

Figure 4.8 Types of Waste Generation
The smaller bins can be kept at unit level (house, office or institution) and larger bins are kept in
common areas. The unit waste either can be collected at their place or from a larger bin kept at the
village/ street level. The following picture represents the waste collection bins
•
•
•
•

•

Green colour bin –
Organic waste
Orange colour bin –
paper waste
Red colour bin – dry
in-organic (plastic)
waste
Blue colour bin –
glass, wood and
another dry organic
waster
Purple – E-waste

Figure 4.9 Waste Collection Bins – Segregation at Source
Once the waste is collected either by segregation method or non-segregation method, it has to
separate based on the decomposability at village/street/district level. For example, wood, metals
and glass are organic waste but these have to treat separately. Generally these re-cycled or re-used
based on the waste. However e-waste and plastics have to be collected and treated separately since
they don’t decompose easily. These are re-cycled to produce other products. Even plastic waste can
be used to lay roads. In Netherlands, the roads are made with plastic waste.
In India, waste segregation is recently initiated. In metro cities, the plastic waste is been collected
only on the specific day of a week so that it can be easily transported to re-cycle. Many landforms in
are covered with waste (that are not segregated) that Government is concern about the
environment. It is every citizen’s responsibility to support the waste management system (Figure
4.10).
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Many landfills are covered with waste
(that are not segregated) that
Government is concern about the
environment. It is every citizen’s
responsibility to support the waste
management system.

Figure 4.10 Land Filled with Waste
Once the waste is segregated, it has to be treated appropriately. Since the waste are segregated and
collected at a level, it is easier to treat. For example, the natural organic waste can be used as
compost to for plantation. The water waste can be treated and used for collective irrigation system.
The industrial waste can be re-used in terms of metals, wood and rubber. The plastic waste should
be re-cycled since it takes millions of years to decompose naturally. Many governments banned
single use plastic to reduce the plastic waste. The following figure (4.11) shows the use of food
waste to produce compost.

Figure 4.11 Compost from Food Waste
Waste can be effectively managed by following five sustainable principals namely, re-fuse, reduce,
re-use, re-cycle and restore. These principals are discussed in detail (figure 4.12).

Refuse

Reduce

Re-use

Re-cycle

Restore

Figure 4.12 Sustainable Principals for Waste Management
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4.4 Team for Strategic Change Management
Strategic change management involves in identifying and implementing the change. Willingness to
change and overcoming the resistance are considered as key challenges for a strategic change
management process. This unit explores the need for a team for a change management process and
analyses the characteristics of the team.
When individuals don’t engage with ambiguity for whatever reason and remain highly selective in
trying out different approaches, they do not gain too many new experiences. Only a new experience
can serve as a basis for new learning. When the experience and exposure are restricted, the supply
line of basic inputs for learning and capability building gets choked. In such a situation, individual and
organizational capabilities tend to stagnate or even decline.
Characteristics of Purposeful Strategic Change Agent
Highly energetic and highly focussed
High levels of self-awareness
High levels of clarity about their own intentions, values and beliefs
Are very careful in picking their goals and battles
Feel personally responsible for company’s fate
Welcome opportunities to pursue new goals
Are good at generating and using their energy
Are skilled in finding ways to reduce stress and refuel themselves
Are proactive (They first decide what they must achieve and then manage the
external environment)
Any change capability is enhanced when individuals in that system enhance their own capabilities.
The three related aspects to capability building by individuals are listed below:
1. First, they must have confidence in their abilities to learn to enhance their own capabilities.
Their positive expectations that their efforts will lead to increased capabilities that are
transparent and actions are ethical in nature. These characteristics are called as selfefficacy.
2. Second, they understand the capability. They establish goals with timeline and develop an
action plan to expand their capabilities. This is called focus.
3. Third, they must exert the necessary effort and energy to achieve their goals. This energy is
required to drive capability building. Thus, the process of building capability requires paying
attention to individual attributes such as self-efficacy, focus and energy.
Capability building occurs by achieving challenging goals through process of learning and change. It
requires paying attention to learning processes and behavioural contexts that promote learning. As
the implementation of change happens, as a leader, it is essential to re-visit the objectives. Re-align
the ‘change path’ and results to the objectives. Change management is an iterative process. There is
no strict path or solution since it involves people management predominantly. Frequent review with
team members and establishes a cross-functional team helps to align the objectives and results.
Cross-functional team represents people from different functions of relevance to the change area.
Cross-functional team helps to identify the risks in their respective functional areas. However, there
will be a change agent who will lead the entire change management project for any specified task.
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The change agent is responsible for the smoother transformation of the proposed change initiated.
The following figure 3.3 represents the team to deploy change management. It was found that
successful teams in this study were engaged in real-time learning, i.e. analyzing and drawing lessons
from the surgical process as it was unfolding. Teams that were successful in learning were also highperforming. The design and management of teams significantly contributed to their effectiveness in
learning. This study also suggests that team leaders in cross functional teams need to be accessible,
explicitly ask for input by inviting suggestions, and be willing to admit their mistakes.
These three behaviours create psychological safety for team members and encourage them to
experiment with new ideas and behaviours. The research has also found that team leaders who
reframe the task of the group as responding to an organizational challenge are likely to be more
effective than those that view the task of the group as a technical one. Reframing technical problems
as organizational issues creates a higher sense of purpose that can make team members more
focused and energised.
Change management is an iterative process. There is no strict path or solution since in
involves people management predominantly. Frequent review with team members and
establishes a cross-functional team helps to align the objectives and results.
The journey of change involves sailing in the stormy seas of uncertainty and complexity. There is
ambiguity surrounding the definition of the final destination and the terrain to be traversed to be
successful in reaching that visualized future state. In such a context, differences are inevitable. The
following aspects of mobilization are considered while planning for the change
• What are the most important aspects to analyse and act upon to achieve the goal of value
added products and new products?
• How things would develop over time – for example, how long would it take to sort out
technology issues to manufacture new products of consistent quality, how the competitors
would respond to the PSU’s moves, or when PSU’s products would gain customer
acceptance and support?
• What barriers are likely to be confronted on the way and what are the ways in which they
should be managed?
• What aspects of the problem are more important and so need greater attention?
• How detailed should the analysis be at different stages?
• Which coordination mechanisms would be the most effective in helping to achieve the goal?
(Refer video on Importance of change management
https//www.youtube.com/watch?v=__IlYNMdV9E)
This unit briefly explores the change team and qualities to implement change in the organization. It
is beneficial for the organization to analyses the change strategy prior to implementation. FMEA can
also be deployed to identify the risks while implementing the change. Cross-functional team enables
the smoother execution of the changes in multiple functional areas. Traits of change leader are
discussed in the following unit.
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4.5 Strategic Leadership
Leading a change in the organization is a tremendously challenging task. However, leadership
qualities are necessary at all levels in a society (or) organization. Whether it is a junior, middle or
top-level manager, one need to acquire and develop your leadership skills to be effective. It is,
therefore, not surprising that leadership has emerged as one of the most important areas for
research and training in recent years. This unit underpins the key characteristics of change
leadership in an organization. The traits may differ with respect to social norms and culture in which
the business is operated. The leadership styles can be segregated into multiple ways. However, for
the change and mobilization the leader will have predominantly one of the following characteristics
and combination of them. The style of the leader will influence and motivate the change team and
successful implementation (figure 4.13).
• Envisioning – Visionary Leader
o It involves seeing the future, beyond the current constraints and developing an
appreciative image or vision of what might be attempted or accomplished.
• Engaging – Committed Leader
o Engaging involves extending an invitation for involvement in a significant cause.
According to Cammock, “it is an invitation that may require great commitment and
sacrifice and which often involves intense leader-follower relationships.”i
• Enacting – Actionable Leader
o Enactment is about bringing the vision into action. It requires high levels of energy,
effort and application over extended periods of time.
The past research identifies six personal characteristics of leadership. These trades are passed on to
the team and society for the successful implementation of the change.
•High level of ambition, motivation and enthusiasm and work capacity.
Passion •It helps the leader stick with difficult tasks by being persistent and disciplined
• Problems solving, tackling unpleasant tasks and taking tough decisions
Courage •Courage enables the leader to speak the truth when it may not be popular

Faith

•Optimistic and hopeful
•It also makes them resilient, i.e. they bounce back from failures.

•Approachable and sensitive
Concern •People and stakeholders can connect emotionally and intellectually
•Self confident
Self
•Feel secure in the team
Respect
•Honest, open and straigtforward
Integrity •Willing to admit and change

Figure 4.13 Strategic Leadership
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Integrity is probably the most important attribute of a change leader. Integrity means consistency in
thought, word and deed. Change leaders have to be people who are consistent in their thoughts,
words and behavior. They must practice what they preach. They must live the values that they want
their organizations to embrace. While qualities of character and integrity cannot be taught, they can
be acquired by discipline and self-development. One needs to work on oneself to develop these
qualities.
According to David Hurst, leaders create pathways that direct natural processes to flow along them.
He defines leader as a creator, under which self-organization or learning can occur. The purpose of
leadership, according to Hurst, is to build a large-scale loosely connected network of talented
individuals who are held together by common values, a shared vision of the future, and a unique
sense of who they are as a people. The two most important outputs of these activities are
commitment and trust.
Creation and promotion of commitment and trust are central aspects of change leadership. It is the
leader’s task to create conditions for learning by stimulating meaningful conversations. Meaningful
conversations can only take place when relationships are characterized by trust, commitment and
integrity. Therefore, the challenge of change leadership is promoting trust, integrity and
commitment in organizations. Obviously, leaders cannot promote these qualities unless they
themselves display the qualities. The most important lesson from leadership research is that change
leadership is rooted, not in charisma, but in character. Organizational (or) social change requires
value-based leadership.
The life and work of Mahatma Gandhi provides a powerful example of value-based leadership.
Interestingly, he refers to the following as the seven deadly sins
i.
Wealth without work.
ii.
Pleasure without conscience.
iii.
Knowledge without character.
iv.
Business without morality.
v.
Science without humanity.
vi.
Religion without sacrifice.
vii.
Politics without principle.
Leadership Frameworks
National Health Service (NHS) in the United Kingdom
The framework describes the key characteristics, attitudes and behaviors to which leaders in the
NHS should aspire. It describes the qualities expected of NHS leaders.
There are fifteen attributes within the framework, arranged in three clusters
• Personal Qualities.
• Setting Direction.
• Delivering the Service.
These attributes are defined at different levels of effectiveness, so that it is possible to define or
diagnose the level of effectiveness at which an individual is operating at a given time. Different
organizations follow different paths to develop a leader. Examples for Leadership Framework can be
found below.
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1. Infosys Leadership Framework
Infosys, the Indian IT company aspires to be at the forefront of the fast-changing industry in which it
operates. The company therefore believes that its leaders require the spirit of learnability and
commitment to continuous personal and professional development. To be effective in their
leadership role, individuals need continuous upgradation in specific areas of technology,
management, leadership, cultural and communication skills, and other soft skills. The Infosys
framework highlights the following aspects.
• Setting Direction.
• Performance Focus.
• Relationship Building.
• Customer Partnering.
• Quality.
• Technical / Functional Expertise.
• Developing Leaders.
• Interpersonal Effectiveness.
Tata Leadership Practices
The Tata Group has developed a common leadership framework for all its 91 businesses operating in
different industries such as chemicals, engineering, power, software, steel, tele-services, and hotels.
The framework has been defined in terms of Tata Leadership Practices (TLPs) – a set of behaviours
that retain the key elements of the Tata leadership ethos, while taking on the world of tomorrow
and the challenges it is likely to throw up. They are called ‘practices’ to focus on concrete behaviours
and actions rather than abstract philosophy. The underlying assumption is that modifying actions is
the more effective way to modify values and philosophies. Hence, the TLPs, as they are commonly
referred to, are aimed to help shape leaders. Tata group has three broad themes under which
leadership competencies are grouped. The broad themes and the TLPs are given below:
• Delivering Value – Making Money
o Drive for Results.
o Timely Decision Making.
o Customer Focus.
o Innovation Management.
• Business Leadership
o Managing Vision and Purpose.
o Strategic Capability.
o Dealing with Ambiguity.
o Business Acumen.
o Functional Excellence.
• People and team Leadership
o Taking Ownership.
o People Development.
o Interpersonal Effectiveness.
o Withstanding Pressure.
o Building Effective Teams.
The Tata Leadership Practices cover different aspects of leadership. Leaders are expected to
demonstrate leadership behaviours in each of these areas. TLPs help individuals identify their
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strengths and also the areas for improvement. They are used for making decisions pertaining to
promotion and leadership development.
GE Leadership Framework
The US Corporation General Electric (GE) believes that leadership is critical for the success of any
organization, and it is leadership that takes the organization forward or backward. The company has
an elaborate system for developing leaders. Leadership competencies have been clearly defined,
and GE conducts 360-degree leadership assessment on these competencies to assess every leader.
The leadership competencies in the GE framework include the following
• Vision.
• Customer / Quality Focus.
• Integrity.
• Accountability / Commitment.
• Communication / Influence.
• Shared Ownership / Ability to work seamlessly across departmental, functional, hierarchical
and geographical boundaries.
• Team building / Empowerment.
• Knowledge and Expertise / Intellect.
• Initiative / Speed.
• Global Mindset.
Key GE Leadership Ingredients
The company believes that GE leaders should possess 4Es:
•
•

Energy. Enormous Personal Energy - Strong Bias for Action
Energizer. Ability to Motivate and Energize Others; Infectious Enthusiasm to Maximize
Organization Potential
• Edge. Competitive Spirit; Instinctive Drive for Speed/Impact; Strong Convictions and
Courageous Advocacy
• Execution. Deliver Results
This unit focused on strategic implementation and causes of initiating change within the
organization. FMEA is discussed in detail to mitigate risk while implementing the change within the
organization. The team for strategic change implementation and leadership qualities are discussed
in detail.
Review Questions
1. What is change management?
2. What are the key components of change management in social and organizational level?
3. What are the different types of change management?
4. What are the key process steps for change management?
5. Perform FMEA for a small organization in your village or district. Help them to understand
the risks and mitigate the risk in future.
6. Do a group study about a grocery seller in your area by evaluating the key stakeholders.
7. What are the key characteristics of change team?
8. Understand the change need in your institution and deploy FMEA and list the risk mitigation
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plan.
9. What is strategic change management and discuss the need for organizational need to
change?
10. What are all the key traits of leaderships? Explain in detail.
11. Discuss different leadership framework followed by different organizations. List your
observation.
Reference
1. Bridges, W ‘Managing Transitions Making the Most of the Change’, Da Capo Lifelong Books;
3 edition 2009.
2. Importance of change management - https//www.youtube.com/watch?v=__IlYNMdV9E
3. Kotter, J ‘Leading Change’ , Harvard Business Review Press, 1996
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Chapter 5
Contemporary Issues in Strategic
Management
Introduction
This chapter will cover the key contemporary issues in strategic management in terms of business
quality, new product development, technology and creativity. These characteristics of the business
will help to gain competitive advantage. Figure 5.1 provides an overview of this Block.

Objectives
1. To learn the process of strategic implementation.
2. Explore the strategy implementation core components.
3. Understand the influence of social and organizational culture within the organization.

Unit 5.1 Strategic Implementation
Unit 5.2 Technology Mangement and Organizational
Strategy
Unit 5.3 Product and Process Innovation

Unit 5.4 Strategic Quality

Unit 5.5 Corporate Social Responsibility
Figure 5.1 Chapter Flow
To Do Activity
1. This Block can be introduced to students by initiating discussion on quality,
social responsibility and implementation challenges.
2. Provide a simple task and explore the possibility of process control to
reduce the variation.
3. Initiate a discussion about well-known CSR activities in your village or
district. List the benefits orally.

5.1 Strategic Implementation
In the earlier unit’s strategic development and objectives are discussed in detail. This unit will
explore the challenges while implementing strategies. It starts by examining the linear and
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prescribed process before focusing on issues with resources management, culture and structure.
Successful strategy selection and implementation depends on the information obtained and analysis
of the information. It is important that the organization is aware of its internal strengths and
weakness. The process of adapting strategic implementation is representing in the figure 5.2.

Strategic Analysis

Strategic Selection

Strategic Implementation

Figure 5.2 Strategic Implementation Flow
In order to successful implementation of a strategy, an organization will need to know financial,
human resources /capabilities and infrastructure requirements. The culture of the organization
should also be pinned within the strategic development and implementation. Strategy
implementation often means change inside the organization in order to meet the objectives.
The implementation stage is the process often sees a shift in the responsibility. Evaluating the
organizational culture and change management (refer Block 4) helps the team to implement the
strategy. The transfer of responsibilities also actsas a barrier to the change with results in lack in
implementation. The challenges will affect the implementation time line or desirable outcomes.
Figure 5.3 explains the key process steps in every strategic management stage.

Strategic
Analysis

Strategic
Selection

Strategic
Implementation

• Internal Analysis - Strengths and Weaknesses
• External Analysis - Opportunities and Threats
• Identification of key issues
• Strategic Objectives
• Change Management
• Organizational Culture and Value System

Figure 5.3 Key Outcomes of Strategic Stages
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Inadequate planning and communication are the two key challenges for strategic implementation.
The lack of support at the implementation of stage from the team members and cultural conflicts
are also listed as key challenges of the strategic implementation. The following figure explains the
challenges faced during implementation of strategy.

Inadequa
te
Planning

Culture

Strategic
Implementation
Challenges

Commun
ication

Team
Support

Figure 5.4 Strategic Implementation Challenges
Once the strategic option is finalized the management’s attention turns to evaluating the resources
and support. To the extend resources are optimized and well understood results in the successful
implementation of the strategy. Miles and Snow’s (1978) divided the organization’s culture into four
major categories based on their reaction to strategic change. The different culture types are listed
and explained in the figure 5.5.
• Defender Culture
It is suitable for organizations that exists relatively well-defined market areas and where improving
the position in the industry is the only strategic option. This type of culture will not accommodate
strategies that involve new market or diversification.
• Prospector Culture
This type of culture is willing to change for new product and market opportunities. They often
create change and uncertainty.
• Analyzer Culture
It is combination of both defenders and prospectors’ culture. It accommodates both stability and
instability. It can be formal in some case and flexible too.
• Reactor Culture
This culture sometimes lacks strategic focus and ‘blown around’ by changes in the environment.
They do not innovate and tend to emulate the successes of competitors.
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Defender

Prospector

Culture and
Strategic
Implementation

Analyser

Reactor

Figure 5.5 Four Types of Organizational Culture
It is evident that the ability of cultures to undertake different strategic courses of action varies. The
difference between what, and how is required for a strategy is one of the most important aspects of
strategic implementation.

5.2 Technology Management and Organizational Strategy
This section facilitates to understand the role of technology in organization’s strategic management.
In the 20th century the organizations are driven based on available technology either to develop the
products or services. This unit will focus of technology components in strategic development
processes.
Technology is an ‘artifact’ that fulfils the specific functional need of the society. By means of
technology, companies introduced new products and services in the market. The author defined
technology as ‘applied science’ and limited the scope on the issues engaged by engineers and
scientists. Introduction of new technology products facilitated the companies to generate more
revenues and also to gain competitive advantage.
Science and technology regulation in any nation is expected to balance legitimate interests of
manufacturers (technology selectors) and buyers/users (technology adopters/justifiers). The
diffusion of products in markets is governed by ‘market-pull’ to ‘technology-push’ factors, which
form an essential part of technology strategy formulation by firms. Owing to technology push,
innovations in technology impact societies in ways that cannot be completely predicted. Figure 5.6
explores the key development steps of a product.
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Figure 5.6 Product Development Phases
Technology and management can be viewed from many different perspectives. The two words
technology and management can be interpreted as technology, management, technology
management and management of technology. However, all of them are interrelated and integrated
into ‘technology management system’ as a whole under the strong influence of engineering-based
disciplines.
Technology Management has been deployed in companies to shape and accomplish the strategic
objectives. The business environment demands effective Technology Management to gain
competitive advantage. Business addition of the new technology must be justified based on sound
analysis and forecast. Key elements of Technology Management are to determine the maximum
leverage of technology on new products, services and processes, which make the processes and
innovation more difficult and complex.
Strategy planning for technology elements have been identified (such as resources, organizational
culture and quality) and evaluated through the study. However, technology selection and
applicability to multinational organizations are not discussed. It has established technology models
have five process models through protection, identification, selection, acquisition and exploitation.
The author has not segregated the processes from the perspectives of producers and users. Table
5.1 explains different stages of technology towards strategic management.
Table 5.1 Phases of Strategic Technology Management
Technology Phase 
Market Factor

Selection

Adoption

Stage
Business Manifestation

Pre-market
Product

Market
Service

Key Players

Manufacturers
(Cognitive
Institutions)
Return
on
Investment (RoI) Rate of Adoption (firm)
or Payback (PB)
or Rate of Diffusion
(market)

Key Metric
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Justification

Post-Market
Value
(Cost-Benefit
Tradeoff)
Hospitals and Physicians Patients
(Normative Institutions)
Pricing
norms
Willingness To Pay
(WTP); or Willingness To
Accept (WTA)
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Technology management maturity model has been employed to assess the maturity level by
promoting technology product management. The model has five levels namely initial level, defined
level, managed level, benchmarking level, and continuous improvement level. This model has been
developed to evaluate the importance of strategic planning of technology management for high
technology Chinese organizations.
The strategic focus towards technology management has three components. The following figures
(5.7, 5.8 and 5.9) explains the technology selection, adoption and justification processes. Technology
selection is the initial phase for any product/process development. It has primary components of
Research and development, product development and market communication.

R&D Activities
• Clinical Requirements
• Invention / Technology Evaluation
Product Development Process (PDP)
• Innovation
• Regulation Requirement
Market Communication (MC)
• Strategy
• Service
Figure 5.7 Technology Selection
Similarly, technology adoption and organization’s strategic focus can be measured in terms of
national level system, assessment and benefits of adoption process. It is application to profit and
nonprofit organizations.

System

Technology Assessment

Benefits

Regulations

Budget

Efficacy

Government Schemes

Evidence

Private Options

Economical Evidence

Profit Maximization

Excellence

Figure 5. 8 Technology Adoption
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Technology justification focuses on affordability and accessibility to technology products or services.

Affordability

Accessibility

Benefits

• Willingness to Pay (WTP)
• Willingness to Accept (WTA)

• Geographical Access
• Availability of resources

• Improved Life Style
• Better environment

Figure 5.9 Technology Justification
The technology strategic focus helps the organization to develop new products and services.
Innovation is yet another key processes through which the organization gains competitive
advantages.

5.3 Product and Process Innovation
One of the main avenues of gaining competitive advantage is through nurturing creativity and
innovation. Many creative ideas can be realized as a innovation based on process and product
modification (or) introduction. This unit captures the essence of creativity and innovation and its
influence to the organizational business.
New Product Development (NPD) plays a vital role in organization’s long-term sustainability in the
market. Organization gains competitive advantage with the introduction of new products.
Innovative product solutions enable the new product success in the market. New product is said to
be successful when it attains the required specification. Product specifications are established by
understanding the customer/user requirements, which is transformed into the product functionality.
Product functionalities are demonstrated through the product features, which are prioritized
through frequent customer interaction and proof of concept. To meet the end customer
requirements, products are developed based on the available technology platform or newly
developed technology based on the time target. Along with this manufacturability is considered so
as to facilitate product development. Apart from manufacturability, consideration of supply chain
requirement such as outsource-able services, purchasing of standard parts, packaging and
transportation pave way to product success (figure 5.10). The success rates are high when these
stakeholders’ requirements are identified and incorporated earlier.
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Project

Phases

Process

NPD

Product
Development

Concept
Development

Concept
Generation

Concept
Selection

Virtual
Validation

Pre
Production

Figure 5.10 NPD Projects and its Phases
Innovation is generally regarded in two main kinds, relating to products and processes (Figure 5.11).
This study focuses on product innovation, because this type of innovation appears to be of particular
importance for economic growth and for international competition, which is very relevant to
product development.
Product innovation is defined as “the entire spectrum of activities necessary to provide
new value to customers and a satisfactory return to the company or entrepreneur.
Innovation is neither science nor technology, although these are, of course, vital parts”.
Innovation is not an invention; only a small percentage of inventions actually get to be
used commercially.

Process
Innovatio
n

Product
Innovatio
n
Strategic
Innovation

Figure 5.11 Strategic Innovation
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Product innovation is mentioned through the development of new products, changes in design of
established products, or use of new materials or components in the manufacture of established
products. In short, innovation is to mean the same as new or altered products. Product innovation is
defined as “the entire spectrum of activities necessary to provide new value to customers and a
satisfactory return to the company or entrepreneur. Innovation is neither science nor technology,
although these are, of course, vital parts”.
Innovation is not an invention; only a small percentage of inventions actually get to be used
commercially. Product innovation was measured through varied subjective and objective measures,
namely market success, quality, time line, less of developmental difficulties. Technology platform
facilitates innovative products, which hold higher chance of success in the market.
The ‘perceived value of the product’ is an important factor that generally refers to “high
performance to cost”.
However, customers may have difficulty in actually differentiating
performance among competing alternatives in technologically sophisticated areas, and it may take
years for the market to sort out the differences. Researchers found that the relationship between
innovativeness and commercial success is not linear but U-shaped. A single relationship between
innovativeness and commercial success, therefore, is still uncertain.
NPD project is initiated with the identification of opportunity. This follows the Concept
Development Phase in which concepts are generated, screened and selected. In Product
Development Phase the selected concept is developed, tested and launched in the market. PDP is
generally structured, disciplined and goal-oriented with a project plan.
The company builds the credibility for the idea, with the justified business plan. Concepts are
generated in line with the creative idea that is expected to fulfill the stakeholders’ specifications.
Challenges are faced during product development phase if the concept potentially misses a key
criterion and thus initiates fire-fighting. Due to which the product faces tighter situation in terms of
quality, time and cost. New product success is depend on high number of factors, namely, market
understanding (customer and competitor), project planning, modularity, involvement of suppliers.
These factors further studied under internal to organization and external to organization based on
the organizational control.
Other factors such as team involvement, environment, creativity and innovation also play a key role
in new product/process success. NPD success is measured in terms of development process and
market response. Added to that, innovative products and knowledge creation also used to measure
new product success. Understanding of these factors before concept generation argued for
innovative solutions and close to reality concepts. Key attributes and its definitions with respect to
new product and process development are listed in the following table 5.2.
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Variable
Preliminary
Market
Assessment

Table 5.2 Attributes of New Product Development
Definition
An early and relatively simple, non-scientific market appraisal, checking out
the market validity of the proposed product

Market Studies

To Determine market size; competitive situation; customer needs, wants
and preferences; and customer reaction to the proposed product or
product concept
Robust Concept Given that a design space can be defined in terms of a set of variables and
Exploration
their bounds, where each point in the space represents a design
Method
alternative, we would like to explore all areas of this space to find the best
solution.
NPD Team
A vehicle for coordinating the separate cognitive activities of individuals.
Concept

Concept

Idea

Opportunity

Top-down
(a priori)
Bottom-up
(a Posterior)

Concepts are described in terms of concept components-elemental
descriptive forms that included verbal stories, verbal metaphors and
physical prototypes
A well-defined form, including both a written and visual description, that
includes its primary features and customer benefits combined with a broad
understanding of the technology needed
Most embryonic form of a new product or service. It often consists of a
high-level view of the solution envisioned for the problem identified by the
opportunity.
Business or technology gap, that a company or individual realizes, that
exists between the current situation and an envisioned future in order to
capture competitive advantage, respond to a threat, solve a problem, or
ameliorate a difficulty.
A company strategically manages and develops a family of products based
on a product platform and its derivatives
A company redesigns or consolidates a group of distinct products to
standardize components to improve economies of scale.

FFE

The period between when an opportunity is first considered and when an
idea is judged ready for development

Innovation

The entire spectrum of activities necessary to provide new value to
customers and a satisfactory return to the company or entrepreneur.
Innovation is neither science nor technology, although these are, of course,
vital parts. Innovation is not even invention. only a small percentage of
inventions actually get to be used commercially, so that cannot provide a
satisfactory return to the company

Product / service innovation has two major components namely internal components that are
internal to the organization and external components that are external to the organization. Figure
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5.12 explains the new product / service innovation key components.

External
Components

Internal
Components
Need of customer
involvement
Idea Generation
Network leverage

Competitor
Understanding

Life Cycle Assessment
for Product and
Technology

Perceived Product
Value

Manufacturing

Opportunity
Identification for
Justified Business Plan

Team
Generation of
Technical Document

Statutory Norms

Technology
Supply Chain

Figure 5.12 New Product Development Components
As discussed earlier, understanding new product and process development helps the organization to
sustain its success. In this unit the importance of creativity and innovation is explored along with
new product development processes. The internal and external components of new product
development process are introduced which can be explored further.

5.4 Strategic Quality
This unit aims to address the important measurement of strategy through the frame works of
quality. Quality in operations can contribute significantly to gain competitive advantage. Total
Quality Management (TQM), Six Sigma and lean practices are few tools that explore the quality in a
structured way. Quality assessment will further assist in positioning the products / services in the
market.
Any organization’s purpose is to stand up to their business commitments to the customers.
Customers could be other business (B2B) or end users (B2C). The business propositions provide
value added benefits to the buyer/user. The strategic quality management will improve the value of
any product/service offered by the organization. The customer requirements may vary from market
to market and business to business. For each element of product that is of concern to a customer,
organizations will have an internal response that facilitates the satisfaction of that concern. The
most successful businesses are those that can most effectively understand the customer
requirements and meet the same.
The quality of products (goods and services) can be seen to extend from the original design, to ontime delivery, reliability in service, through to after-sales service. In strategic management
perspective it is called as ‘customer driven quality’. The following figure 5.13 represents the
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strategic perspective of quality management.

Strategic Quality

Customer Value
realization

Process Quality

Value Generation

Product / service
quality

Figure 5.13 Quality from Strategic Management Perspective
Quality always starts from customers. It can extend to its manufacturing or service processes. The
efficient and effective usage of resources and process planning activities will facilitate to attain
quality in deliverables. The customer should realize the quality that justifies their perceived value.
There are different dimensions to perceived value (figure 5.14). It is important to understand and
identify the types of values that are required by any customers. Figure represents the different types
of perceived value.

Hedonic
Value

Materialistic
value

Conspicuous
ness value
Prestige
Value in
Social
Networks

Self identity
Value

Uniqueness
Value

Quality
Value

Price Value

Perceived
Value

Usability
Value

Figure 5.14 Quality and Perceived Value
The definitions are different values as discussed as follows (Refer: Wiedemann, Henings and Siebels,
2009)
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Price Value
Price as an indicator of outstanding quality or exclusivity of a luxury product or service is an
appropriate criterion for value-based segmentation of luxury consumption behavior.
Usability Value
The consumer’s perceived level of excellent usability in terms of superior functional value of a luxury
product or service is an appropriate criterion for value-based segmentation of luxury consumption
behavior.
Quality Value
The consumer’s perceived level of first-class quality in terms of superior performance of a luxury
product or service is an appropriate criterion for value-based segmentation of luxury consumption
behavior.
Uniqueness Value
The consumer’s perceived level of uniqueness as an indicator of the exceptional exclusivity and
scarcity of a luxury product or service is an appropriate criterion for value-based segmentation of
luxury consumption behavior.
Self-Identity Value
Service and its property of satisfying as well as possible an emotional desire for sensory gratification
is an appropriate criterion for value-based segmentation of luxury consumption behavior.
Hedonic Value
The consumer’s perceived level of hedonism toward a luxury product or service and its property of
satisfying as well as possible an emotional desire for sensory gratification is an appropriate criterion
for value-based segmentation of luxury consumption behavior.
Materialistic Value
The consumer’s level of materialism and extraordinary devotion to material needs and desires is an
appropriate criterion for value-based segmentation of luxury consumption behavior.
Conspicuousness Value
Service as an indicator of elitism and wealth is an appropriate criterion for value-based
segmentation of luxury consumption behavior.
Prestige Value in Social Networks
Service as a symbolic sign of membership to a reference group is an appropriate criterion for valuebased segmentation of luxury consumption behavior.
The following table(Table 5.3) provide examples to transform the perceived customers value to
business quality
Table 5.3 Perceived Customers Value to Business Quality
Customers Perceived Value
Business Quality
Value for money – Less price
Efficiency and effectiveness to streamline the resources and
processes to reduce the cost of product/service
Premium Quality
Establish process and process quality checks to improve the
product/service
Less waiting time (Fast Reduce the lead time and waiting time for products and
delivery)
services
New products
Incorporate creativity and innovation to produce new
products and services
Product or service range
Improve the product offering and portfolio
Many researchers have identified the business definition of quality and quality frame work for an
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organization. Product /service reliability is one of the key expectations from the customer. It is
measured by the product/service performance as prescribed. Customer driven quality can be
achieved through creative business offerings and innovative solutions. For a common product such
as a car, the quality expectations can be safety, drivability, low down time and performance.
However, while painting a house or office looks for quality finish and look of the walls. Thus, quality
has been prescribed with respect to ‘satisfaction’, ‘excellence’ and ‘as promised’. Though quality
expectations are different for different customers and businesses it can generalize to meet customer
needs or expectations.
Few examples of business quality definition are given below
• Quality should be aimed at meeting the needs of the customer/buyer/user of current and
future – Deming
• Quality is fitness for the purpose for which the product is intended – Juran
• Quality is conformance to requirements – Crosby
• Quality refers to meeting customer requirements – Oakland
The following figure 5.15 represents the key components of quality management

People
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Figure 5.15 Strategic Quality Management
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Figure 5.16 Garvin’s B
Business Quality Framework
• Performance is defined as primary operating characteristics of a product (or) service as
promised by the organization.
• Features are considered as secondary aspects to the main performances and value-added
products (or) services.
• Reliability is measure of consistency to reproduce the product /service in a same manner.
• Conformance indicates the degree to which product characteristics meet the quality
standards.
• Durability is a measure of product life.
• Serviceability is the speed to reduce the downtime.
• Aesthetics refers to look and feel of any product or service counter.
• Perceived quality is matching customer requirements
Statistical quality control techniques were introduced to reduce product and process variation. The
focus was given to produce quality products that quality inspection. Six sigma establishes quality
standards to produce products and services. The Japanese approach toward “kaizen” insists on
doing and improving the work. It begins with an evaluation of work processes and continuously
looking for improvements.
Total quality management (TQM) is another approach by establishing customer- supplier
relationship and continuously improving the quality. It works on reducing the elimination. The
framework insists on ‘team work’ to develop ‘quality culture’ that produces high quality products
and services. Figure 5.17 represents the TQM
model.
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Figure 5.17 TQM Model
Six sigma and lean six sigma are relatively new concepts in business quality. Six sigma is based on set
of structured frame work through which business quality is achieved near perfection. It restricts the
number of possible defects to less than 3.4 per million. The following figure (Figure 5.18)represnts
the six sigma in business application in comparison to other tools.

Figure 5.18 Six Sigma and Other Business Tools
(Adapted from 6sigma.us)
Six sigma follows 5 key process steps known as Define, Measure, Analyze, Improve and Control
which is popularly known as DMAIC process. The following figure (Figure 5.19 )explains the six sigma
process steps in a nutshell.

Define

• Define the goals and customer requirement

Measu • Measure the process to determine the current performance
re
Analyz
e

• Analyze and determine the root for the gap between goal and current
performance

Improv • Improve the process by reducing the elimination and waste
e
Contro • Control the process for future performance
l
Figure 5.19 Six Sigma DMAIC Process
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Lean six sigmas is an evolution of six sigma. It regularizes the process and aligns with the business
goals. The unwanted processes and operations are reduced. There many other business quality
tools and techniques are available that are specific to industry, market and product/service range.
However, process adherence and meeting the customer expectations are keys to strategic quality.
This unit explores the business quality to meet the customers’ expectation. Quality tools such as
TQM and six sigmas are briefly touched upon. These tools can be further explored. Frame works
with respect to quality and value are explored. It would benefit to deploy appropriate tools and
techniques based on the business needs.
5.5 Corporate Social Responsibility
The stakeholder theory suggests that though the business aims to improve the stakeholder’s wealth,
the activities of business should also reflect in the direct (or) indirect betterment of the society.
Social responsibility of a corporate is described as the obligation of an organization’s management
toward the welfare and interests of the society. It provides the environment and resources to
survive and flourish. There are reflected and related based on organizations strategic vision and
mission (Figure 5.20).
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Figure 5.20 Corporate Social Responsibility
There are seven distinctive positions of CSR activities identified by the researchers. The following
figure 5.21 represents the CSRs:
# Capitalist Position
It is considered as the basics of the CSR. It focuses on channelizing the stakeholder’s investment.
Any action or policy taken by a company’s management that should reflect in the economic best
interest of stakeholders.
# Expedient Position
It means the appropriate position to maximize the profit or revenues. This position takes a purely
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strategic and instrumental view of business responsibility in terms of value, policy and organizational
culture. Any steps that are taken to improve the revenues or profits should be socially relevant.
# Social Contractarian Position
It reflects that what businesses want to do is align themselves with the norms and beliefs of society
so that they will be seen to be in agreement with society. For example, society shows more concern
about the environment or the conditions of workers in developing countries, the business will also
demonstrate concern for these things.
# Ecological Position
This is the first position to recognize the belief that organizations are partly responsible for the
inequalities in society and environmental degradation. If businesses are part of the problem, they
should be part of the solution.
# Socialist Position
Although derived from political theory, socialism is set of beliefs that reflect the social need. The
business policy should reflect the social beliefs through their policy guidelines. Business must exist
for the net benefit of society and not just for capitalist shareholders.
# Radical Feminist Position
This position argues for a realignment of the society but sees economic and social relationships
through a feminist lens. It is felt that society would be better served by the more feminist
characteristics of interconnectedness.
# Green Ecologist Position
This position explains that the greenest part of the environment is destroyed because of actions of
humans and it is believed that corporates responsibility to involve cleaning up and restoring the
universe.

Capitali
st

Green
Ecologis
t

Expendi
ent

CSR

Radical
Femeni
st

Contrac
tarian

Socialist

Ecologis
t

Figure 5.21 Corporate Social Responsibility – Key Positions
Including the local or society as part the organization’s stakeholders facilitate to focus on the
benefits to them. The ecological and society concerns are can be transformed into the
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organization’s policy or culture. The inclusive actions of the organization with the society will benefit
the organization to grow in a sustainable way. Some examples of CSR activities of Indian companies
are briefed in the figure 5.22.

Figure 5. 22 CSR Activities of Indian Organization
CSR activities of an organization provide social commitment to society and provide sustainable
business too. Corporates CSR is a mandatory in many countries and it nurtures the engagement
with the organization.
Conclusion
Organization culture defines the base for the organization’s strategic and business development.
Every step of the business development activities reflects the underlined culture, value system and
policy. In this chapter, different types of organizational culture and influence on strategic
implementation are explored. Contemporary issues of strategic management recognize culture and
value system as one of the focus points for sustainable growth. This block provides the possibility of
understanding the importance of aligning organization’s strategy and technology-based solutions.
The key components of technology management are explored and brief process steps are listed.
Reference Questions
1. What is organizational culture? How does it influence the business growth?
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2. Explore the different types of culture based on the strategic implementation.
3. Identify culture and value system of two companies and analyze your observation.
4. What is technology management? Why is important for an organization to develop
sustainable business?
5. What are all the key process steps of technology Management?
6. Define and discuss about the mobile technology revolution in India. Analyze the stages.
7. What is new product development?
8. What is creativity and innovation? How does it affect an organization?
9. What are all the key components and phases of product development?
10. What is business quality?
11. What is perceived value? What are different types of perceived value?
12. Discuss different frame works for quality management. List the key process steps.
13. What is corporate social responsibility?
14. Why does corporate social responsibility require for any organization?
15. List few companies and their socially responsible activities. What are your inferences?
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Chapter 1 Organisational Behaviour
Introduction
The people make the place. Organisational or workplace behaviour is an important subject matter
for businesses and managers in today’s market environment. To improve on their reputation and
business success, several organisations are placing their bets on sustainability strategies and their
corporate social responsibility (CSR) initiatives (Young and Tilley, 2006). Organisations are looking at
employee behaviour modification interventions to encourage pro-environmental behaviours at
workplace and to promote environmental actions such as recycling, reusing, reducing the
consumption of energy, decreasing the carbon foot prints by way of greenhouse gas (GHG) emission
reduction, reducing water consumption and promoting public transport or vehicle pooling initiatives.
All these efforts are taken up by the application of models and concepts of organisational behaviour.
Research till date asserts and identifies that several employee-level factors and organisational
factors contribute to waste management and pro-environmental behaviour of individuals and
organisations. Individual employee attitude and values are considered as a significant predictor of
their behavioral intentions. More importantly, employee’s level of engagement in organization-wide
initiatives on environmental protection and waste management strategy is directly related to their
values and attitude towards such important concerns.
The value–belief–norm (VBN) theory (Stern, 2000) and the theory of planned behavior (Ajzen, 1991)
are two important behavioral models that explains how individual values, beliefs and attitude affect
their behavioral outcomes. However, it must be noted that changing individual attitude to bring
about necessary change in workplace behaviour will not alone achieve the desired results.
Organisations also come in different forms, sizes and shapes, like people. According to Hoffman
(1993), organisations are expected to strategic alignment or fitment balancing individual and
organisational values.
Identification of sound corporate strategy, establishment of appropriate organisational structure,
couple with management support, its competence and ensuring availability of resources, both
personnel and finance, and positive organisations culture, higher motivation and engagement levels
of employees, all contributes to the success of an enterprise. At the people level, the culture of an
organisation, informal and formal, is also regarded as an important predictor of individual
motivation for pro-environmental behaviour and waste management efforts. The overarching
subject that attempts to explain the underlying dynamics and complexity related to individual
behaviour at workplace is referred as the subject matter of organisational behaviour.

Objectives
•
•
•
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To provide a basic understanding of organisational behaviour (OB) – Evolution, challenges and
opportunities.
To educate on various theories, models and concepts related to OB.
To explain the role of individual-level factors (micro), and group dynamics and organisational
dispositions (macro) and factors in creating value for customers and business success.
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What is Organizational Behavior?
Organisational behaviour (OB) refers to the body of knowledge that explains how individuals and
groups in organisations behave or act in a given situation or context. OB as a subject matter
attempts to throw light on how individuals act and what do they do in group situations. OB matters
for individuals, groups and organisations. Managers in competitive business environment today are
expected to employ their OB understanding and effective implement OB practices to motivate
employees and create business success in a sustainable manner. OB provides greater understanding
for managers and business leaders about factors affecting individual employee behaviour as well as
dynamics associated at group level, both are crucial for promoting right behaviour at workplace.
OB as a discipline has been evolving as studies continue to examine individual and group behaviour
in work organisations worldwide. OB is inter-disciplinary discipline and a relatively new field of
study. OB is inter-disciplinary in nature because of the levels of analysis employed in understanding
individual behaviour in work organisations as people do not behave or work in isolation. This implies
that individuals influence their work environment and they are also influenced by their work
environment. Studies of OB examine human behaviour at the individual level, the group level, and
the organization level (see figure 1.1).
Individuals are the foundation of organisations; the way they work and behave results in business
success or failure. At the individual level, OB covers several concepts such as cognition, creativity,
cooperative behaviour, deviant behaviour, ethics, learning, motivation, perception, personality, task
performance, turnover, etc. Major contributing disciplines at individual level of analysis include
engineering, medicine, psychology, etc.

Figure 1.1 Levels of Analysis
Groups exist in all organisations, large or small, and their effective functioning is essential to the
success of any organization. Groups are different from teams in that groups are collections of
people who don’t necessarily collaborate on the same project, while teams do. At the grouplevel of
analysis, OB sheds light on group dynamics, interpersonal communication, intra- and intergroup
conflict and cohesion, leadership, norms, networks, power, roles, etc. Contributing disciplines at
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group level of analysis are sociological and socio-psychological sciences.
Organisations provide individuals and groups with the tools and systems to achieve objectives and
goals. At the organization level of analysis, concepts and models of change, cultural diversity,
external environmental forces, inter-organisational cooperation and conflict, organisational culture,
organisational structure, technology, etc., are examined in detail. Anthropology and political science
disciplines contribute to organization-level of analysis (see figure 1.2).

Figure 1.2 OB Focus Areas

Individual Exercise What Do You Think is True?
Please answer true or false to the questions below.
1.
2.
3.
4.
5.

Employee compensation determines how well an employee works. _____
If an employee does not meet his or her performance standard, they give their best next
time. _____
Employees are likely to achieve goals that are easier. _____
Engaged people are highly likely to exhibit citizenship behaviors when they are dissatisfied.
_____
Teams where one individual is highly competent are likely to outperform teams with members
who are hardworking. ______

Please check your answers with your instructor!
Disciplines Contributing to OB
OB is an applied behavioral science that draws heavily from a diverse range of disciplines of social
sciences such as anthropology, social psychology and sociology. As a subject matter, OB attempts to
help us understanding human behaviour in work organisations. Psychology as a discipline contribute
immensely to OB when human behavior are analyzed at the micro or individual level, while the other
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disciplines have contributed to our understanding of macro concepts such as group processes and
organization. Sociology discipline helps us understand how team processes spans out and helps
organisations achieve collective success. When we study the concept of decision making, the
influence of economics will be identified, similarly, the concept of power, authority and influence in
organisations can be traced to political sciences. Finally, the impact of stress on the health and wellbeing of individuals can be traced to the field of medicine. Truly, OB is inter-disciplinary subject
matter helping us understand human behaviour in social environment (see figure 1.3).

Figure 1.3 Contributing Fields to OB
(Source Robbins & Judge, 2013, p.47)

1.2 Historical Development of OB
The evolution of OB can be traced to three predecessors – Industry Psychology, Scientific
Management and Human Relations Movement. Industrial psychology is a subject that deals with
the application of psychological science and principles related to human behaviour in business and
work organisations. Among the early names is that of Walter Dill Scott, Edward K Strong Jr. and
Hugo Munsterberg who published a book titled “Psychology and Industrial Efficiency” in 1913
(Wren and Bedien, 2009). Frederick W Taylor “scientific management” established the focus on
workers as well as their supervisors. Taylor advocated for the parity of wages and emphasized the
need for internal and external parity of wages. The development of various wage payment plans
was attributed to the works of Taylor.
The Human Relations movement was an outcome of the research efforts of Elton Mayo and Fritz J.
Roethlisberger’s Hawthorne Studies (1924-1932), which were attempted to identify methods for
increasing workers productivity at Western Electric’s work factory. The Hawthorne studies found
that the need for recognition, security and sense of belonging significantly improve workers
productivity more than the physical working conditions. The studies concluded that workers
attitude and their effectiveness are determined by the social requirements obtained within and
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outside the work organisation, which is known as the ‘Hawthorne Effect’.

Experiment

Table 1.1 Hawthorne Experiments
Changes

Results

Stage I Illumination study

Lighting conditions

Improved productivity at all levels of
illumination

Stage II
First relay-assembly test

Friendly supervision,
job simplification,
incentive pay, rest
breaks, shorter work
hours
Pay incentive
Friendly supervision,
rest breaks, shorter
work hours,
-

Productivity improvement about 30%

Second relay-assembly test
Mica-splitting test

Productivity improvement about 12%
Productivity improvement about 15 %

Stage III
Presence of informal productivity norms
Interview program
was identified
Bank-wiring-room test
Pay incentive
Productivity norms established.
Source Carey (1967). The Hawthorne Studies A Radical Criticism.
Notable Contributors to OB
Frederick Winslow Taylor (1856-1915), an American engineer applied engineering sciences to the
management thought, called as scientific management theory to increase workers productivity and
efficiency. His books titled Shop Management (1903) and The Principles of Scientific Management
(1911) were very popular. Scientific management methods find their application in all modern
manufacturing companies even today. Cost accounting, ergonomics, production planning and
control, process design, quality control, etc., are some of the management tools and framework
attributed to Taylor’s work. However, Taylor’s work is critiqued because of the notion of ‘one best
way to do’. Modern management tools such as Management by Objectives (MBO), Kaizen, Business
Process Re-engineering (BPR) advocates the role and the promotion of individual responsibility at
work for bettering business success.
Table 1.2 F.W. Taylor’s Principles of Scientific Management
Responsibility of worker productivity to be assigned to supervisor/managers rather than workers.
Apply scientific methods and determine one best way of performing each task.
Select workers who best suits for each job.
Continuously train the workers to improve job performance and efficiency.
Continuously monitor whether specified work procedures are compiled and desired results are
achieved.
Planning work assignments and eliminating interruptions are essential support needed for improving
productivity.
Source: Taylor, F.W (1911). The Principles of Scientific Management, pp. 34-40.
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F.W. Taylor (1856-1915)
Henry Gantt, an associate of Fredrick Taylor, developed the Gantt chart and task and bonus system.
Gantt opined that every worker should have an equal chance of earning higher wages, and refrained
from imposing any penalties on low-performing workers. Gantt devised a task and bonus system,
where workers finishing the standard task assigned for the day received a bonus on top of their daily
wages. Additionally, underperforming workers were not penalized and they still received their daily
wage, irrespective of the work they had completed that day. Through such a mechanism, Gantt
often saw production doubled compared to previous days. More importantly, by ensuring each
worker’s minimum wage remained intact, he lifted the morale of every worker who strived to earn
more.
What is a Gantt Chart?
A Gantt chart is one of the most popular methods of sequencing or showing activities (tasks or
events) and timelines as decided by the management. On the left side of the Gantt chart, all
activities to be carried out are listed and the suitable timeline is arranged along the top. A Gantt
chart (see figure 1.4) shows you what has to be done (the activities) and when (the schedule). The
chart illustrates what activities are to be carried out, timeline – when it starts and ends, where
activities overlap and when the whole work gets done.

Figure 1.4 A Simple Gantt Chart
Source www.gantt.com
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Henry Gantt (1861-1919)
Although the Gantt chart was invented almost a century ago, it remains a very popular project
management tool. Many software suites such as Microsoft Project, Celoxis, Smartsheet among
others can convert suitable data into a Gantt chart. Gantt’s task and bonus system also remains
popular in the corporate world. Many companies follow Gantt’s system and offer annual bonuses,
with high-performers earning a substantially higher amount compared to the rest. Moving a step
further from the carrot and stick method to a system based on incentives, it was the work of Gantt
that has actually helped employees earning high wages and even higher bonuses as an exchange for
their productivity and efficiency.
Henry Fayol felts that work in organizations is more than tasks and work accomplishment and about
workers. Fayol introduced the notion of managerial functions to advance or improve productivity in
work organisations. Fayol’s management thought was known as the administrative school of
management. Fayol emphasized on viewing organisation at its entirety rather than just the work.
Fayol's developed 14 Principles of Management.

Henry Fayol (1841-1925)
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Table 1.3 Fayol’s 14 Principles of Management
No
1
2
3
4
5
6

Principles
Division of Work For organisation to succeed, it is necessary to have labour specialization.
Authority Responsibility and the right to command should go together.
Discipline Control and the management of discipline help an organization run smoothly.
Unity of Command Every employee shall report to one supervisor only.
Unity of Direction All efforts of employees should be coordinated to achieve same results.
Subordination of Individual Interests to the General Interest It is important to subordinate
individual interests in the best interest of achieving the common organisational goals.
7
Remuneration Wages should be paid to employees based on their contribution.
8
Centralization The relationship between centralization and decentralization is a matter of
proportion; the optimum balance must be found for each organization
9
Scalar Chain Employees should follow the formal chain of command unless expressed by the
authority.
10 Order Workplace should be maintained orderly, both material things and people.
11 Equity Fairness in dealing with people leads to a satisfied and loyal workforce.
12 Stability and tenure of personnel Job stability is essential for improving efficiency at work.
13 Initiative Workers must be encouraged to take up actions to improve productivity.
14 Espirt de Corps Team work is crucial for organisational success and employee well-being.
Source Adopted from Henri Fayol (1949). General and Industrial Management
Max Weber regarded as the father of bureaucratic management approach asserted to need to
manage organisation with a more formalized structure, which he termed it as ‘rational organisation
or bureaucracy’. According to Weber, every organisation, which is nothing but a social system shall
be managed by the application of three key concepts such as authority, legitimacy and power.
According to Weber, for organisations to continuously achieve its business goals, authority has to be
given to the most competent person who is not only qualified but also can efficiency lead the
organisation towards success.

.
Max Weber (1864-1920)
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Table 1.4 Features of Bureaucratic Organisations
Feature

Description

Selection and Promotion

Workers should be selected and promoted based on their expertise.

Hierarchy of authority

Supervisors should have the authority to direct subordinates’ actions.

Rules and regulations

Rules and regulations and its compliance provide members with
consistency and impartial guidance.

Division of Labour

All works should be divided into number of tasks or activities that can be
performed by members in an efficient and productive manner.

Written documentation

Records of performance should be the basis for evaluating results and
procedure compliance.

Separate ownership

No Members should gain unfair advantage through ownership

Source Garth, HH Mills CW (1946). From Max Weber Essays in Sociology. New York Oxford University
Press.

Mary Parker Follett was an American social worker who was regarded as the first management
consultant to business organisations in the pre-war era (1920s). Mary Parker Follett, regarded as the
"Mother of Modern Management," believed that management is all about getting things done
through people. According to Follett, leadership should not be defined by the exercise of the power
of leaders but by descaling the decision-making power among those being led. Follett once said.
"The most essential work of the leader is to create more leaders." Follet was among the first
proponents who worked for the promotion of industrial democracy (Garwood, 1984). Follett
principles of coordination to promote harmonious people management in work organisations
included the following attributes continuous process, direct contact, early stages and reciprocal
relationship. Follett also emphasized the importance of group network management through group
interaction and shared power between managers and employees in business, participative
leadership, which is still relevant in contemporary business.

Mary Parker Follett (1868-1933)
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Frank and Lilian Gilbreth who popularized the time-and motion studies observed that worker
satisfaction and level of productivity and efficiency is closely related. Through the time-and motion
studies, the Gilbreths proposed a system of design in work environment aimed at reducing the
fatigue of a worker. Frank believed that the goal of scientific management lies in the elimination of
waste, and the achievement of desired business results in an efficient manner (reducing effort and
time). Gilbreths theory outlined three important aspects of work environment. 1. Number of
motions in an activity or task should be reduced. 2. Continuously study workplace motion and time
to identify factors of inefficiency. 3. Always focus on efficiency to improve workers satisfaction as
well as increasing productivity and profits. The Gilbreths approach to workplace studies was so
rigorous as they closely observed how workers carried out their tasks, sometimes measuring time
and motion to even about 1/2000 of a second, using photography and a ‘micro-chronometer’ that
they developed during the course of their studies. In addition to the contribution through time-andmotion studies to improve efficiency, profitability and workers satisfaction, the Gilbreths were also
credited as early proponents of the study of ergonomics.

The Gilbreths
Chester Barnard observed that the primary purpose of any organisation is to be effective and
efficient, which means achieving organisational goals in a timely manner with less use of resources,
material, men, effort and time. Chester Barnard believed all formal organisations comprise of several
informal social groups, which are highly influential. Such informal groups over the period of time
transform the organisation itself as an informal one. Barnard contended that such informal social
group's beliefs and values in a way create the organization’s culture, which invariably determines, to
a greater extent, the formal acceptance of authority. Barnard theory was popularly known as the
acceptance theory of authority. Barnard also posited on the importance of meeting individual
needs, which would positively ensure the acceptance of authority by the members and therefore
they direct all their efforts and energy towards accomplishing organisational goals.
Douglas McGregor book titled 'The Human Side of Enterprise' published in 1960 paved way for
playing importance on employees for achieving organisational goals. McGregor proposed two
theories or assumptions about employees at workplace. Theory X is considered as a more pessimistic
view about employees, which assumes that employees in general dislike work, is more self-centered,
dislike change and always want to avoid responsibility. Theory Y looks employees more with more
optimism that they enjoy work that is meaningful, are willing to take responsibility, and commit their
effort towards achieving organisational goals that they believe in.
194
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1.3 Importance of Organisational Behaviour
Organisational behaviour is a growing field with studies continues to rapidly advance the existing
body of knowledge explaining human behaviour and performance at work. Most business schools
across the world are offering courses and programmes at different levels to advance incumbent
professionals understanding of human dynamics at work organisations. As research continues to
galore, business leaders and management practitioners worldwide in the likes of Peter Drucker,
Peter Senge, and many more, are encouraging the application of academic research insights into
business practices. The knowledge of OB is becoming increasingly important as the world of work
continue to change rapidly. Today’s workplace is so different from that of the past as the whole
world is viewed as a ‘global village’ with people from diverse backgrounds and cultural values are
working together to achieve the organization’s goals for effectiveness, efficiency and excellence
today. While many of the modern-day approaches are critiqued for being one-dimensional and
focusing on pro-capitalist assumptions and ethnocentric orientation in management of people and
organisations, however, several others push for the business case of triple-bottom-line approach
towards managing organisations – Planet, Profit, and People (3P).
The study of OB is essential for all business leaders and managers as it shed lights on the influence of
individuals, groups and organizational structure and related factors on behaviour within and outside
organisations, and to make use of this understanding in improving organization success. As we are
aware, just like people, organisations also come in different forms and therefore it is crucial for
managers to understand and decode the dynamics within organisations to capitalize on the
opportunities presented in the business environment. Right from the top executive teams to every
individual employee who are in the muster roll of an organization should work in tandem to achieve
the complementarity required to achieve sustainable success. The organization’s strategy, structure,
culture, dynamics within and outside social groups and how are individuals motivated and engaged
with organizational goals, all will indicate whether the organization is a healthy, agile, effective and
resilient one in light of the changing business landscape.
The role of managers and front-line supervisors is crucial in achieving the collective performance of
all members. It is important for managers to possess greater understanding of human dynamics at
workplace in order to effectively manage them to achieve organisations overall goals. As managers
are expected to plan, organize, lead and manage performance, they are expected to play to three
important roles such as interpersonal, informational or decisional. The study of OB provides
managers with necessary knowledge to be an effective player in undertaking the responsibilities as
stipulated by these roles. Managerial understanding of what motivates employees in the first place,
attitudes, values, beliefs and learning styles of employees at work are crucial to use appropriate
methods and tools and be an effective manager. As diversity is regarded as a ‘fertile’ ground for
conflict, managerial understanding of conflict, its types and resolution approaches would enable
them to be a good problem solver in team situations. OB is truly an important subject matter that
every managerial talent must familiarize with that will help them to be successful in their work
organisations.
Why people behave the way they do is the most commonly raised question in organizational
settings. For managers and business leaders, four key work-related behaviors are critical and that
could separate winners from others; job performance, organizational citizenship behaviors (OCBs),
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absenteeism, and turnover. While these four behaviors are just indicative not all encompassing, it is
important that we have a fair level of understanding of these terms and therefore promote positive
behaviors at work.
Job Performance refers to individual employee’s tasks accomplishments as specified in their job
descriptions (JDs) which they have agreed upon as they join an organisation. It must be noted that
an individual’s job performance is determined by a host of factors which includes one’s
competencies, attitude, skills and knowledge (ASK) that an individual possess, attitude towards work
organisation, job and peers, job autonomy, task variety, respect and dignity at work, workload and
impending stress levels and to a lesser extent, the personality framework of an individual.
Citizenship Behaviors refers to those discretionary efforts that an employee provides for achieving
organisations goals, which are beyond what is specified in one’s JD. OCB is a function of an
employee’s motivation and commitment to the organisation and it is not predicted by one’s abilities
or competencies. Citizenship behavior happens because of one’s personality, work-related attitude,
the reciprocal favor that we receive from organisations and managers in a workplace.
Absenteeism and employee turnover are undesirable behaviors that every manager wants to avoid
in the workplace. It is contended that employee health and their inability to balance work and
family-related goals as contributors to increased absenteeism at work. Moreover, poor attitude
towards work, peer, and organisations are also related to higher levels of absenteeism. Employees of
younger age category are also likely to not report to work for several reasons. With regard to
employee turnover, low performers are either voluntarily or involuntarily move out of organisations.
In addition, employee with negative work attitudes and who are unable to deal with stress at work
are reported to move from one job to another more frequently.
Table1.5 Factors Influencing Work Behaviors
Job Performance
Citizenship
Absenteeism
Competencies – Attitude, How we are treated
Health reasons
Knowledge, Skills (ASK),
at work
Experience
How we are treated at
Personality
Inability to deal with Work
work
and family commitments
Low Stress Levels (-)

Positive work
Positive work attitudes (-)
attitudes
Positive work attitudes
Age
Age (-)
Note Negative relationships are indicated with (–).

Turnover
Poor
performance
Positive work
attitudes (-)
Stress
Personality

Truly, OB matters at three critical levels. At the individual level, understanding of OB concepts and
tools can help every individual to fruitfully engage in work organisations for satisfaction, well-being
and economic returns. At the group or team level, working on one’s interpersonal skills and
communication for effective role play in team settings, dealing with work stress in a positive
manner, making sound decisions, engage positively in an organisation-wide interventions like proenvironmental behaviors such as knowing and complying to 5R’s of waste management/energy
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consumption and engaging in sustainability initiatives, all these things would create a positive team
atmosphere for collective success. At the organisational level, every business leader wants that all
members should work in tandem, complementing one and another in achieving organisational goals.
The best employers, leaders and managers are cognizant of this notion and they continuously strive
towards promoting great places to work, when human confluence to achieve greater collective
success. Organisations that place their people first are more profitable in the longer run. Similarly,
employees who are likely to exhibit positive workplace and pro-environmental behaviors are
reported to have higher and faster career prospects in their respective organisations.

1.4 Challenges and Opportunities for O.B
Business is a key shaper of emerging society. Today, organisations are challenged with continuous
change that is happening so rapidly. Technological advancements, changing demographic dividends
at workplace, 24x7 work schedules, increasing numbers of women, business disruptions and
resultant corporate downsizing is happening almost every worker and the increasing reliance of
short-term ‘gig workers’ are all changing the way where work gets done and how people and
organisations are managed today. Global competitiveness is pushing organisation to focus on being
agile and more flexible to cope up with rapid change. Real world application of OB models, concepts
and theories as challenges for management is getting increasingly complex.
Responding to Economic Pressures
We are in a Volatile, Uncertain, Complex and Ambiguous (VUCA) world. While the new era is
bringing about plenty of opportunities for management and organisations to create value for
customers and gain significant market share, the dynamics, especially with regard to economic cycle,
is continuously changing and unpredictable. In such a situation, managers are pressurized to
maintain a tight work schedule and get things done from teams that are normally small, smart and
self-managed. The ways we manage our employees at work, how to select, train, reward for
performance is crucial. In tough times, how do we support employees to deal with stress and job
precariousness, all can be a daunting task.
Responding to Globalization
The world is a global village. Today, beyond governments, organisations like Multi-National
Corporations (MNCS) are gaining higher power and influence over countries and its socio-economic
and political landscape. The world has become a global village. Mobility across the borders and
inter-connectedness within and outside nations has reached unprecedented levels. Managerial roles
are also changing with more foreign assignments, diversity management and ensuring movement of
jobs offshore to low-cost labor economies are some of the significant challenge’s managers face
today while responding to globalization process.
Ethical Challenges
All is not well with the management of business and organisations worldwide. Corporate scandals
continue to hit headlines now and then only show that business organisations cannot be trusted to
behave ethically all the times. Enron Corp., AIG, Tyco International, WorldCom, Satyam, etc. have all
been classic examples of corporate greed and outright illegal behaviour that emphasize the need for
instituting stringent corporate governance mechanisms and punishment for willful defaulters.
Exploitative consumption behaviour of individuals and anthropocentric approach of business
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organisations have been reported as a significant contributor to environmental damage and waste
generation. Business leaders must see ethical operations as a way of organisational life to gain
credibility, respect, and legitimacy to operate as an entity.
Employee Engagement
An employee level concept that has been made popularized by Gallup is the notion of
employee engagement. Employee engagement refers to employees’ discretionary effort in directing
their efforts and energies in a way to further the interests of their organization. Studies continue to
report that about 80 percent of employees are either “disengaged” or “actively disengaged” at work.
That’s an absolute waste of enormous organisational resource and potential. Sustainability, efficient
resource management and any success of organisation-wide interventions to changing employee
behaviors are directly related to engaged employees for its success.
Technology
The advent of technology is not just disrupting businesses but also transforming the where, and the
way work gets done today. The ICT enabled environment with higher computing power, with
internet of things (IoT) and development of advanced software are providing tremendous
opportunities for improving efficiency at scale. The rise of robots, automation and the increasing
application of artificial intelligence (AI), however, are creating challenges as well for people and
organisations alike. Job losses are a significant threat, especially in developing economies that are
showing signs of economic growth in the last two decades or so. Too much indulgence of
technological gadgets also has brought in mental health issues as well. Some companies have taken
up efforts to prevent overuse such as that of Intel’s “No E-mail Fridays”.
Flattening World
Thomas Friedman’s bestseller The World Is Flat makes an interesting assertion that we are in a flat
world connected through internet and higher access to information. According to Friedman, access
to information has increasingly lead to greater knowledge sharing, innovation, creativity and which is
readily available for others across different time zones and from different cultures. The flattened
world has also resulted in competition and the speed at which business operates today.
Sustainability and Green Business Practices
Most businesses operate to generate shareholders wealth. While this goal cannot be faulted,
however, the way and means by which business organisations achieve these results, has been
increasingly questioned these days. Advocates of sustainability and ethical practices of organisations
are demanding companies to take the triple bottom line (TBL) approach for sustaining the interests
of the organisations, people and the environment. They argue that businesses can gain credibility
and legitimacy to operate to operate if they realign their strategy to achieve three goals of
businesses in a balanced and sustainable manner - Planet, People and Profit. Worldwide several
organisations have embraced the triple bottom line approach, while others are doing what is
referred as “greenwashing.” Greenwashing refers to peripheral efforts by organisations in marketing
their products or processes as natural or green to attract the attention of customers without taking
diligent efforts or implementing practices that are sustainable. Environmentally neutral
organisations strive to create products and services that have less impact on the environment. For
example, Environmentally Neutral Design (END) has designed a shoe that reduces the amount of
material needed so it costs less to produce and is the lightest performance shoe on the market.
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However, it is learnt that after initial success, the Company that acquired END Footwear, is no more
producing such shoes.
Outsourcing
Offshoring and Outsourcing are not just common buzzwords but a practice that today organisations
and managers are employing to achieve economies of scale. While offshoring refers to movement of
jobs to a low wage country, outsourcing refers to contracting out a certain aspect of an
organisation’s work to an external agency, which was early carried by employees in-house. This
management practice involves temporary employees, freelancers or consultants or even offshoring
workers. Given the mix of different types of workers working in tandem in today’s organisations,
Charles Handy, the author of the book ‘The Age of Paradox’ proposed the notion of a shamrock
organisation, referring to organisations that are employing regular employees, temporary
employees, and contractors and consultants. The author predicts that in future, most organisations
worldwide will be a shamrock organisation (see figure 1.5).

Figure 1.5 The Shamrock Organisation
(Source Charles Handy, 1995)
On the flip side, these trends are more likely to create potential unemployment issues as well as job
precariousness as companies have incentives to adopt the shamrock layout. For employers this is
definitely a business case and a real-time opportunity to staff more flexibly. However, employees
will be forced to trade-offs between jobs that gives stability versus those that provides for higher
compensation for specialized expertise or competence.
In sum, work organisations and the business environment is so dynamic and fast changing. While the
challenges are massive, it must also be noted that this complexity also presents us with
opportunities that can be capitalized on making the best use of the knowledge of organisational
behaviour
To Do Activiy- Best Company Vs Bad Company
Please about a good or a bad place to work. If you were not employed before, think about your
school or a college. What according to you makes the place a great place to work or bad? After you
have individually listed on the factors that makes a great workplace, get into small groups and
mutually share your perspectives. Listen to what others have to say about factors they like or expect
the most in workplaces. What really makes a good company?
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1.5 Models of OB
A model is a creative, logical abstraction of a real world phenomenon which is represented in a
simple form. OB as a discipline is replete with several models. In a simplistic form, a model of OB can
be construed as containing three types of variables such as inputs, processes, and outcomes, which
can be analyzed at three different levels - individual, group, and organisational level as presented in
figure 1.6. It must be noted that outcomes as shown in this model can influence inputs in the future
as well.
The Five Models
There are five models that we commonly come across when we attempt to study organisational
behaviour and its environment. They are autocratic, custodial, supportive, collegial and systems
models (Davis, 1967; Newstrom and Davis, 1993).
The Autocratic Model emphasizes on formal authority and power of the management and managers
on employees and social groups who are members of the organisation. The management in
autocratic organisations have complete control and exercise order over its employees. Autocratic
organisations promote ‘control and command’ culture when it comes to workplace people
management. Employees have little or no control the way work gets done and any suggestions from
them are generally not welcomed. All decisions are made by top management and cascaded or
pushed down to the employee level (top-down approach). A significant characteristic of such
organisations is that managers are continuously required to micromanage the tasks or activities
carried out by the employees – closely observes whether all employees are in compliance with work
schedules, procedures and process and managers making every single decision about work
environment.
The Custodial Model advocates for the promotion of economic security for employees through
proper administration of wages and benefits to motivate employees. The underlying assumption of
this approach is that organisations with highly skilled and motivated employees will have
competitive advantage over others and to attract such employees, employers should promote parity
at work. By advocating for economic stability and resources for employees, at times, the scarce
economic resources of organisations may be used up by poor performers as well. Moreover, some
employees may show continuance commitment as they would find the benefits received are too
good to leave the company. This is not a healthy situation before managers.
The Supportive Model brings forth the importance of positive supervisor-subordinate relationship in
a workplace and why employees should be treated with respect and dignity at workplace on a dayto-day basis. This model assumes that employees are generally self-motivated to work and achieve
results that they believe are meaningful and aligned with their own values. This model advocates for
the promotion of positive work environment wherein employees are encouraged to suggest ideas
for improving productivity and efficiency, in a way to get the necessary “buy-in” by employees on
organization’s business goals and its strategic direction.
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Figure 1.6 Simple Model of OB
Source Robbins & Judge, 2013, p.59
The Collegial Model emphasizes the spirit of team work. This model advocates for the development
of positive corporate culture that places importance on individual contribution and subordination to
team or organisational interests and where status and job titles are no more relevant. In a collegial
organisation, managers are expected to play the role of a coach in creative positive workplaces
where people are psyched to work together and achieve greater collective results. The collegial
model finds it relevance in most organisations and teams where small, smart and self-managed team
members are critical for its success, like marketing, R & D, new software development, etc. Collegial
model is regarded as an effective model in competitive business landscape which is constantly
changing and generation of innovative ideas on a day-to-day basis is a key requirement for survival
and business success.
The Systems Model view organisation as a synergistic whole with many inter-related units working in
tandem to achieve the agreed upon organisational goals. The objective of this model is to ensure
synergy in operations within different players in the system as a whole to ensure effective and
efficient performance in a sustainable manner. Systems model brings forth the idea of ‘design
thinking’ and the need to achieve balance and unity among different but inter-related units of a
system. The summary of the models of OB is given in Table 1.6.
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Table 1.6 Models of OB
Autocratic

Custodial

Supportive

Collegial

System

Basis of Model

Power

Economic
Resource

Leadership

Partnership

Trust,
Community
Understanding

Managerial
Orientation

Authority

Money

Support

Team work

Caring
Compassion

Employee
Orientation

Obedience

Security &
Benefits

Job &
Performance

Responsible
Behaviour

Psychological
Ownership

Employee
Needs Met

Subsistence

Security

Status &
Recognition

Self
Actualization

Wide Range

Performance
Result

Minimum

Passive
Cooperation

Awakened
Drives

Moderate
Enthusiasm

Passion,
Commitment
Organisational
goals

Summary of the Block
Organisational behaviour is the application of knowledge and the study of how people behave in
work organisations as individuals, and as members of social groups. OB encompasses a wide range of
topics with different levels of analysis attempting to help us understand individual behaviour, group
dynamics, organisational change process, leadership, team work, etc. Through the application of
various models and theories, OB provides managers with necessary knowledge and understanding to
comprehend cues presented in work organisations and take up measures and interventions to
improve on its efficiency and effectiveness in the first place. An important approach to
understanding organisation is that of the systems model, which explains organisation as a whole
social system with inter-related and inter-dependent units. Achieving balance and synergistic
relationship and outcomes from each of these units is the crucial role that managers are expected to
deliver every day.
OB draws heavily from social sciences in its attempt to describe behavioural dynamics in work
organisations. Anthropology, economics, engineering, medicine, psychology and sociology are
important disciplines that continue to contribute to the development of OB as a multi-disciplinary
subject matter. The study of organisational behavior is important because organisations and
businesses continue to have greater influences over our lives as we spend greater part of our waking
lives working in organisations. For managers and business leaders, greater level of understanding on
the concepts, models and theories of OB can be a handy tool to improve on their personal
effectiveness and professional management of people and firms.
Model Questions
1. What is organisational behaviour?
2. Why does organisational behaviour matter?
3. What are the major behavioral science disciplines that contribute to OB?
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4.
5.
6.
7.

Discuss the importance of studying OB?
What are the challenges and opportunities for managers in using OB concepts?
What are the three levels of analysis in this book’s OB model?
Explain the various organisational behaviour models?
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Chapter 2 Individual Behavior
Introduction
Every individual is unique and different. Individual differences can be traced to several factors such
as attitude, emotions, learning, motivation, perception, personality, stress propensity, values, and so
on. As employee joins workplaces, they bring with them their propensity to relate to and work and
achieve desired results for themselves and organisations. While employers’ looks for selecting
employees based on the right person-job and person-organisation fit applying models of
organisational behaviour, individual employees also join organisations with a certain expectations
and value congruence. Managerial understanding of individual differences is crucial to manage and
engage employees for positive job performance and work satisfaction. With the advent of social
media platforms, the pressure is really on managers to engage employees positively at work.
Command and control culture have become a thing of the past and new age employees are looking
for ‘empower and engage’ kind of culture at workplace. Individual differences do matter and every
employee is a game changer in today’s workplace.
To Do Activity – Who Do You Select?
Imagine yourself as a manager interviewing a job applicant for the position of an administrator in
your environmental company ‘Wealth Out of Waste (WoW)’. You are looking for someone who not
just understand business but also have positive outlook towards environment and waste
management. The candidate appears to be a good candidate with relevant experience. Would you
select this person for the job? What parameters you would consider in deciding on the candidate?
What aspects of the candidate you wish to know more before hiring?
In a general parlance, organisations and managers recruit people based on what is known as
‘fitment’ to organisation. Person–organization fit (P-O fit) refers to the extent to which an
employee’s goals, personality, and values are in congruence (match) with the organisation. Person–
job fit (P-J fit) on the other hand explains the extent to which the competencies, in terms of one’s
attitude, skills, knowledge (ASK) and experience matches with the job demands or job descriptions.
Based on these assessments, employers in general identify talent from the recruitment pool for their
organisational requirements. A person with high aspiration, innovative, creative and risk-taking
ability may find the opportunity to work in a highly dynamic business environment like high-tech
sector as more rewarding rather than a traditional organisation where predictability is the order of
the day.

2.2 Values Importance, Types, Values across Culture
When organisations are evaluating individuals on person-job fit or person-organization fit, values
play an important role. Values means different thing to different people. In general, values refer to
life goals that every individual consider as most important. As such, values are stable in nature. As
an individual embodiment, values are developed as we accumulate our life experiences and it tends
to remain the same. Values significantly affects individual disposition towards matters that concerns
them. Values affect decision making style, individual’s perception of their environment and
invariably their behaviors as well. In a simplistic sense, individuals are likely to accept jobs of
organisations that are considered as caring about people and environment. When employees feel
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and belief about the value congruence between them and the organisation, they tend to stay, say
and strive for organisational success through discretionary efforts. On the contrary, when employees
perceive value incongruence, they are dissatisfied and demotivated, which eventually forces them to
leave the organisation.
What values do we care about in life? There are several classifications of values that studied what
people consider as very important. Rokeach Value Survey is the most commonly cited survey enlists
18 terminal and 18 instrumental values in the alphabetical order.

Figure 2.1 Sample Rokeach Values
(Source Rokeach Values Survey, 1973)
Terminal values refers to those end states that people want to achieve in their life time, such as
personal goals like amassing wealth, leading a prosperous life or living a peaceful
life. Instrumental values refers to those acceptable modes of conduct that people consider as
important for leading a good quality of life. Being honest, ethical orientation and being ambitious are
some examples of instrumental values. According to Rokeach, values are arranged in hierarchical
fashion in general. In this assessment, individuals are asked to list the values in the order of
importance they accord to the 36 values, both terminal and instrumental values (see figure 2.1).
Values come from life experiences. Studies observe that values are developed as early in life and it
tend to remain stable over the lifetime. Early family socialization and experiences are considered as
very important predictors of dominant values that people possess (Kasser, Koestner, Lekes, 2002).
Children who are raised in lower socio-economic background and restrictive parenting are more
likely to display conformity to rules and norms in workplace when they are adults. Values are
reported to strongly influencing the choices that people make in life situations including career and
work life (Ravlin and Meglino, 1987; Judge and Bretz, 1992).
Values across Culture
Values vary significant across life situations and cultures worldwide. Geert Hofstede, in his study
examined the national cultural differences of IBM employees worldwide. The study observed
systematic variance among individuals’ in terms of their personality and work values. Hofstede
contended that these variance significant influence individual attitudes, behaviour and preferences,
and therefore the need for managers to address the challenge related to the transferability of
management practices across cultures. National culture does not necessarily imply that every
individual may share the same values in a given country. People significantly differ within and across
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nationalities. For example, there will always be people who care more about the environment and
others predominantly look for achievement and instant gratification within each culture.
Geert Hofstede’s original research observed national cultural differences in terms of four dimensions
the degree to which individuals place one’s own interest or interests of groups first (individualism vs
collectivism), the degree to which society accepts status differences or hierarchy among people
(power distance – high or low), the extent to which people in a society accepts change (uncertainty
avoidance – high or low), and the degree to which society emphasizes achievement orientation or
affiliation needs (masculinity vs feminism). Research that followed on national cultural values
identified two more distinctive values. They are long-term vs short-term orientation (need for
immediate gratification or long-term fulfilment) and indulgence Vs restraint (the degree to which
people attempt to withhold their desires or impulses). Managerial understanding of values
differentiation across cultures will empower managers to effective devise methods and tools to
motivate employees and achieve desired results. The summary of Hofstede’s cultural dimensions is
presented below (see figure 2.2).

Figure 2.2 Hofstede’s Cultural Values
(Source HTTPs//geerthofstede.com/)

Attitudes Types, Cognitive Dissonance Theory, Measuring Attitude
Does God created this world? What's your opinion about politics today? While these questions are
two different aspects and are unrelated, but it is more likely that we have very strong viewpoints
about these two questions on focus. Developing viewpoints on matter surrounding us and formation
of likes and dislikes are part of our daily lives. What make us unique are our general predispositions
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or opinions or attitude about things and matters in the world around us. Our attitudes about events,
people or objects determine the choice we make and the way we live. Attitudes are as important as
values and it significantly predict human behaviour and therefore have been an interesting area of
study for social psychologists. An attitude refers to general disposition that individual have or assign
on someone or something. Attitudes can be explicit or implicit. While explicit attitude are
deliberately formed as they are at the conscious level, therefore are easy to be coded through
observation and self-report. Implicit attitudes on the other hand, are involuntarily formed and
typically cannot be observed or self-reported. Implicit attitudes are at the unconscious level and
therefore cannot be self-reported. It should be noted that attitude, implicit and explicit may
contradict each other.
Attitudes can be defined as the individual’s general evaluations or likes/dislikes about events,
objects or people. Attitudes may be positive or negative and sometimes uncertain and nondirectional. Attitudes govern our interaction in social settings. Attitudes are developed based on
what we know (cognitive), what do we opine or feel (emotions), and resultant action that we take up
(behaviour) with someone or something. The affective component refers to evaluative judgements,
both positive and negative about the object or person. The Cognitive component refers to one’s
knowledge and beliefs about the object or people. The knowledge base is generally objective and
without any emotional element. The behavioral component refers to individual’s behavior based on
one’s overall attitude. Truly, the behavioral component is closely related to affective and cognitive
aspects of one’s attitude.
Attitude Formation
Attitudes are learned over a period of time and based on life experiences, socialization and learning.
There are three theories that are observed in literature explaining attitude formation; functionalist
theory, learning theory, and cognitive dissonance theory. Functionalist theorists are of the view that
attitudes are formed based on the assumption that we do what benefits us.

Figure 2.3 Components of Attitude
(Source Robbins & Judge, 2013, p.105)
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Learning theory contends that attitudes are developed based on our past experiences that taught us
how to act in a given situation or context. Cognitive dissonance theory argues that attitude about
someone or something is nothing but an individual’s attempt to restore harmony to two opposing
truths that are held by the individual concerned. According to Festinger, the proponent of cognitive
dissonance theory, attitudes follow behaviour of individuals.
Cognitive Dissonance Theory
Festinger introduced the notion of cognitive dissonance happening within individuals as behaviour
influence the attitude of individuals on certain aspects around us. To Festinger, cognitive dissonance
refers to incompatibility that individuals might perceive between two differing or contrasting
attitudes and such inconsistency is generally creates an uncomfortable feeling for individuals, who in
turn, attempts to consciously reduce it . Individuals are in general look for a more stable state of
mind with low levels of dissonance. People always strive for achieve consistencies among within
different attitudes and behaviour to ensure peaceful and stress-free life, including. work life. To
achieve this stable state, the individual either alters the attitudes or their behavior, or they are likely
developed rationalization for any discrepancies between attitudes.
It must be noted that all of us face some degree of dissonance in our lives as it is extremely difficult
to avoid dissonance. For example, all of us would agree that paying income tax is a fundamental duty
of every citizen members; however, we always strive to find ways and means to fudge our taxable
income so our income tax commitments remain the same. Similarly, we may all agree that improper
disposal of solid waste is environmentally not healthy, however, we continue to dispose it without
segregating it at source. According to Festinger, several factors or variables predict the level of
dissonance and the resultant stress that individuals experience in life. These moderating factors are
as follows; the importance of elements creating it and the degree of control or influence individual
believes they have over them. Individuals are likely to be motivated to reduce dissonance when the
attitudes or behaviour are important or when they believe the dissonance is due to something they
can control. A third factor is the rewards of dissonance; high rewards accompanying high dissonance
tend to reduce the tension inherent in the dissonance.

Figure 2.4 Cognitive Dissonance Model
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Employees Work Attitudes
Employee work attitudes significantly predict their job performance and discretionary efforts. For
managers, therefore, it is important they are able to understand the work attitudes of their
employees (Staw, Bell and Clausen, 1986). At work, two job attitudes have gained considerable
attention among organisational researchers and management practitioners, job satisfaction and
organisational commitment.
• Job satisfaction refers to employees’ general evaluations about their job and their
immediate job environment. Studies by Gallup, the Society of Human Resource
Management (SHRM), among others regularly conduct studies of job satisfaction among
employees worldwide to understand the general evaluation of employees about their job
and organisations.
• Organisational commitment refers to employees’ emotional attachment toward their
organisations they work for. Studies increasingly assert the relationship between job
satisfaction and organisational commitment. Employers today believe that employee work
attitudes are worth tracking as they significantly predict important individual level outcomes
such as job performance, discretionary behaviours, absenteeism, and turnover.

Figure 2.5 Factors Contributing to Job Satisfaction and Organisational Commitment
•

•
•

Job Involvement refers to the extent to which employees identify psychologically with their
job. Highly involved employees take much care in their work performance and identify well
with the company.
Perceived organisational support (POS) refers to employee evaluation and believe that
theocratization values their contribution and cares about their well-being.
Employee engagement refers to an employee’s involvement with, satisfaction with, and
enthusiasm for, the work she does. Highly engaged employees are passionate about their
work and are deeply connected to their company. Conversely, disengaged employees exhibit
continuous commitment, which means, they are always thinking about leaving the company
if they find suitable opportunity elsewhere.

2.3 Personality Meaning, Determinants, Traits, Personality Influences on OB
Personality encompasses our relatively stable patterns or thoughts, and behavioural patterns that
represent us individuals. It is our personality that makes us unique and different from other people.
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Understanding one’s personality as well as that of others gives us insights about how we or others
are likely to act and feel in a variety of situations. For managers to lead and manage a diverse
workforce, it is essential that they have a greater deal of personality variances among employees.
Personality though in general is a stable pattern of one’s thought and behavioural patterns; it does
not necessarily mean it will remain the same throughout our lives. We all would concur that changes
that we ourselves see in all of us as we have evolved from our childhood days, life experiences that
were joyful as well as otherwise, parental supporting styles and the success and roadblocks that we
have experienced in our schools and colleges, and other significant life events and experiences. Our
personality does evolve as we continuously strive to achieve parity and success in all that we act or
do.
Does personality influence our behaviour? The response to this question may be yes as well as no.
Studies continue to suggest that the effects of personality on employee behaviour is moderate
correlated. For example, in a workplace, an individual who is high sociable is more likely to seek and
have friends and may prefer social situations; however, this does not guarantee that this individual
will be able to effect positive work behaviour from others. At work, it is observed that employee
behaviour is directly related to his or her understanding of what is expected of them in the job as
opposed to what we want to do. When employees have job autonomy, decision latitude and
freedom at work, their personality is likely to have a stronger influence on their workplace behaviour
and job performance.
Big Five Personality Traits
Studies over the years observe that individuals are in general can be classified based on five
personality dimensions that explains for the variances or individual differences. A basic
understanding of this five traits gives a good head start for managers and leaders who are in the
business of managing people and businesses for productivity and profits (Barrick and Mount, 1991;
Judge and Ilies, 2002). The five personality dimensions include Openness, Conscientiousness,
Extraversion, Agreeableness and Neuroticism. A brief summary explaining these five personality
dimensions is presented in figure 2.6.

Figure 2.6 Big Five Personality Traits
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Individuals who are open are more likely to accept new ideas, perspectives of others and are likely to
adapt well to change. They are curious and learning oriented intellectual who are more likely to be
creators in workplaces. Individuals who exhibit conscientiousness are the most sought off one by
employers because of their nature of being organised, dependable and achievement orientation.
Conscientiousness individual find their prominence in self-managed team and cross-functional teams
that are crucial for taking up new opportunities and possibilities presented in the business
environment. Highly sociable extraverted persons are more likely to find their feet in sales,
marketing and business development profile much more than in other jobs (Goldberg, 1990). As
disagreeing in workplace especially with the status quo are likely to create resentment and conflict
situation, agreeable people are more likely to navigate dynamic situation by avoiding conflicting
stands. Being affable and tolerant helps agreeable individuals to move along the corporate ladder
seamlessly. Neuroticism is somewhat regarding as a negative personality wherein neurotic
individuals experience high stress intolerance and anxiety and therefore are more likely to take
decisions in a haste manner, which may be harmful from a career viewpoint.
To Do Activity – How Accurately Can You Describe Your Big Five?
Go to http//www.outofservice.com/bigfive/ to see how you score on these factors.
Myers-Briggs Type Indicator (MBTI)
Myers-Briggs Type Indicator (MBTI) is one of the most widely used personality assessment test by
employers and organisations worldwide. While the Big Five personality dimensions assess the traits
of individuals, MBTI, on the other hand evaluates different personality types that differentiates each
one of us. MBTI categorises people into 16 personality types grouped into four larger dimensions.
MBTI was developed by Isabel Myers and Katherine Cook Briggs during 1943. An important
characteristic of MBTI is that it is explicitly designed for learning and not for employee selection
purposes (Leonard and Straus, 1997). Moreover today the Myers & Briggs Foundation has
established stringent guidelines and rules for organisation not to use MBTI for employee selection.
However, the guidelines advocates the use of MBTI for understanding the individual working style of
each members of a team in focus (see figure 2.7).

Figure 2.7 Summary of MBTI Styles (Source Myers, 1962).
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Personality Testing in Employee Selection
Personality variance is a significantly important variable that can predict work behaviour of
individuals and teams in organisational settings (Caldwell and Burger, 1998; Judge and Higgins,
1999). Managers are therefore expected to have a fair understanding of personality dimensions and
are required to match people’s personality to jobs. When personality of individuals and the job do
not match, the organisation may experience poor performance from the employee and the
employee will also not to stay in the company for long. Employee turnover costs more than
employee acquisition as the company has to find an immediate replacement for the person who has
left the job. As job interviews continue to focus on identifying the candidate’s personality and a see a
natural fitment to the job on offer, however, studies contend that interview-based selection does
not significantly predict job performance of employees. Interviews are only as good as the people
who conduct them. It is argued that interviewers in most organisations are not good at finding
important traits that predicts good job performance conscientiousness.

Perception
Our social environment plays an equally important role in predicting our behaviour. While our
personality, preferences and values are more likely to influence our behaviour, it is also asserted
that we also act according to our situation. Individuals interpret their social environment, formulate
their responses to the available stimuli and act differently. We use our five senses to experience the
world around us sight, hearing, touch, smell, and taste. It goes well assumed that we trust our
senses more that sometimes our understanding of the whole environment seems misguided and
misinterpreted. Although the notion that our perceptions are a perfect reflection of reality, it’s not
the case all the time.
Perception refers to the process by which an individual interprets the stimuli in the environment,
gain understanding of what is happening around and decide to act with a specific set of response to
the stimuli. It is increasingly asserted that our perceptions need not always represent the objective
reality of what is happening around us. The discrepancy between the perceived reality and the
objective reality, are likely to create tensions and stress for individuals, especially when we are
working in a team environment. Frustration, and conflict are natural consequences of such
discrepancies in workplace settings. Our perception about our social environment is influenced by
several factors such as selective attention, early life experiences, and so on. Moreover, our
perception is also not completely rational or logical at time. In sum, what we see in the environment
is a function of what we value, our needs, our fears, and our emotions.
Visual Perception
Visual perception refers to our perceived reality that is based beyond the physical information
present in our surroundings. Humans are likely to extrapolate the information available and gain
greater understanding of the stimuli present in the social environment. When you see figure 2.8,
you will observe a white triangle in the middle of the figure, which is not really there. This process is
referred as extrapolation that we do from the information available to us and make it our perceived
reality. Visual perception helps us understand that our perceived reality is biased and that we do not
see objects in isolation.
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Figure 2.8 Visual Perception
Self-Perception and Bias
We are biased and prone to make mistakes and as we perceive about the environment around us.
Our bias depends on our personality dimension to a great extent. There are various types of bias
that people suffer from.
Self-Enhancement Bias refers to individual’s tendency to overestimate one’s capabilities and
performance in a more positive light compared to that of others. Individuals who are narcissistic are
more likely to suffer from self-enhancement bias.
Self-Effacement Bias refers to individual’s tendency to underestimate one’s capabilities and job
performance more negatively compared to that of others. Individuals with a low self-esteem,
confidence and competence are prone to suffer from this bias. At workplace, these tendencies and
biases are likely to create real consequences for work behaviour and experiences of people in
organisations.
Social Perception
The way we see others in our social environment is highly dependent on our values, emotions,
feelings, and personality. Our perception about others will predict our behaviour, which in turn will
influence the behaviour as well (Higgins and Bargh, 1987). Stereotyping that happens as part of our
social process significantly affects our perception about others. Stereotypes are general evaluations
or predisposition about people based on certain attributes or group characteristics. For example,
believing that women are more cooperative than men, or men are more assertive than women, is a
stereotype. Stereotypes may be positive, negative, or neutral. As a social being, humans are innately
able to classify the information available in the social environment and make good sense of their
environment. However, stereotypes are potentially discriminatory as this perceptual bias influence
an individual to generalize from a group attribute to a particular individual, which may not be true.
Any decisions that are based on prevailing stereotypes will be biased, unfair and potentially illegal.
Stereotypes are a form of self-fulfilling prophecy and it continues to affect workplace decisions
because of selective perception.
Selective perception refers to process by which we selectively pay attention to only certain parts of
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our surrounding environment while ignoring the others. We see, on a majority count, what we want
to see and ignore other information available in our social environment. Our early socialisation
process, family upbringing, beliefs and expectations, all of these shape which stimuli we observe and
which one we must ignore. Selective perception perpetuates stereotyping as we fail to notice stimuli
or events that go against our beliefs and expectations. For example, a person who believes that men
are better drivers than women may be to notice women driving poorly. As a result, a stereotype is
maintained because information to the contrary may not reach our brain.
First Impressions
First impression bias also affects our perceptual tendency in a significant manner. When we observe
people for the first time, we tend to take certain cues from the available environment and form
certain evaluations about the person, which are likely to have a lasting impact on us. Researches
continue to posit that first impressions are generally inaccurate and are based on information that is
incomplete. However, we hold on our first impression to a greater extent.
Attributions
One of your co-workers was not able to complete his or her task on time? What will you do? Will you
help in finishing the task? Or will you think that he or is a poor performer? Our behavior is a function
of our perceptions. An attribution refers to the causal explanation that we assume for an observed
behaviour. If we believe that the behaviour of an individual is because of his or her characteristics,
we are making an internal attribution. While attributions are made randomly, attributions
necessarily need not always depend on the consensus, distinctiveness, and consistency that we
perceive in our immediate environment. Three factors are crucial to understanding why attributions
are made in our quest to take note of our social environment.
• Consensus What do other people do? Do they behave the same?
• Distinctiveness Will this person act the same in different situations as well?
• Consistency Will this person act the same in similar situation on different occasions?
Table 2.1 Determinants of attribution
Consensus

Distinctiveness

Consistency

Type of
attribution

High consensus

High distinctiveness

Low consistency

External

All people act in a
same manner.

This individual may not behave This individual may not behave
the same way in different
the same way in same
situations
situations on different
occasions

Low consensus

Low distinctiveness

High consistency

Nobody act this
this way.

This individual may act the
same way in different
situations.

This individual may act the
same way in this situation.

Internal

(Source Kelly, 1973)
When making attributions, we do not always look at our environment and stimuli objectively. For
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example, when a manager likes a subordinate, the attributions that the manager makes on the
subordinate are more likely to be favourable. Any good job performance of the subordinate are
more likely to attributed to internal factors of the subordinates, while the failures are likely to be
attributed to external factors that are beyond the control of the subordinates. When we interpret
our own behaviour, we also suffer from self-serving bias. Self-serving bias refers to the tendency of
attributing one’s success to internal factors and failures to the external situation.
To Do Activity – Changing Others Perception of You
What does your colleague think about you? Identify one characteristic of you that others perceive
about you? It may be a positive one or a negative one.
•
•
•
•
•

What do you think are reasons for your colleague for having such a perception about you?
What factors do you think have contributed for the development of such perception?
Do you think there are perceptual errors associated here? Do you relate it to any
stereotyping?
Do you think your perceptions are more valid than your colleagues? How do you confirm?
How can you change the perception of others?

2.4 Emotions and Stress
Emotions
The word emotion comes from a French term meaning “to stir up.” An emotion refers to a shortterm, intense feeling or anxiety that happens with an individual resulting from an event or situation.
At workplace, a manager who is good in interpersonal skills may make you feel motivated and
conversely a power crazy leader of your project team may make you feel angry, sad or exhausted on
a given occasion. Emotions influence our responses to a given situation, for example, are we likely to
accept the criticism in a sportive manner, or we going to drive all our efforts for improving our
performance, or whether we want to leave this organisation. Emotions need not always be negative.
Positive emotions are part of our social experiences. Elements of amazement, amusement, joy, love,
and passion results from social experiences that are desired by us. Individuals experience positive
emotions are likely to feel calm, content and peaceful. Positive emotions gives people a greater
sense of hope, optimism and vigour that they can achieve challenging tasks and assignments at
workplace. Positive individuals are more likely to be creative and open to new ideas. Companies
such as Microsoft Corporation are continuously looking for measures to solicit emotional ratings of
customers about their products more than the ratings for usability of their products. This is because,
those individuals who report with high emotional ratings are more likely to buy, use the product and
recommend it to others.
Negative emotions are experienced when individuals face undesired events. Emotions such as anger,
fear, hostility, and sadness affect our behaviour in our social environment. At workplaces, when an
our feedback is not listened to or when we have little control over the jobs that we do and we are
amidst a heated discussion with our supervisors, we experience intense negative emotions. In a
conflict situation, emotionality of individuals plays a crucial role in the effective resolution of conflict
situation. Negative emotions at workplace are not without any consequences. For example, an
hostile colleague are more likely to be left alone to work through the anger; a jealous colleague is
excluded from office gossip, which is also the source of important office news. Emotions are
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contagious, both positive and negative. However, the spillover of negative one stays longer than the
positive one. The tendency of negative emotion to stay longer may be related to the stress
associated with it and the ‘fight-or-flight’ experience people go through during intense situations.
Research shows that some people are more susceptible to emotional contagion than others. While
positive or constructive emotions are likely to motivate employees and enhance understanding and
cohesiveness among members, intense or hostile emotions may be detrimental as it is likely to bring
in barriers to communication and thereby constraining problem solving and conflict resolution at
workplace (APA, 2009).
Emotional Intelligence at Work
Emotional intelligence was a term introduced by Peter Salovey and John Mayer and was popularized
by Daniel Goleman. According to Goleman, emotional quotient (EQ) of individuals is twice as
important compared to intelligence quotient (IQ) and coupled with sound technical or professional
skills, it can be an effective tool for leadership and managerial effectiveness. Emotional intelligence
(EI) refers to an individual’s ability to recognize, understand and manage one’s own emotions as well
as to recognize, understand and manage the emotions of others. Being aware of the emotionality of
self and others embody managers with effective people management competencies that is so crucial
in today diverse work environment. Emotions strongly influence the way we think and thereby
influencing our decision-making skills. Highly emotional individuals run into the risk of impairing
their cognitive abilities, decision making power and exhibit poor interpersonal and relationships at
work. Emotions truly can change the way our brain functions, to our advantage or disadvantage.
Emotional intelligence supports for effective human relations and personal effectiveness, more so, in
today’s work environment which is characterized by;
•
•
•
•
•
•
•
•

Diverse demographic dividend.
Giving and receiving continuous feedback.
Meeting tight deadlines and work schedules.
Dealing with challenging relationships.
Resource scarcity.
Dealing with change.
Business environment that is highly volatile, uncertain, complex and ambiguous (VUCA).
Dealing with setbacks and failure.

Models of Emotional Intelligence
Studies on EI evolved over the last four decades or so with efforts taken to increasing the
understanding of human cognitions and affect, and how emotions affect our brain functioning and
thought process. Preliminary studies observed emotion as detrimental for human life experiences;
however, today emotions could be adaptive to thought process, and that they could complement
each other (Salovey and Mayer, 1990). There are several theories that propound the importance of
emotional intelligence for personal success and effectiveness. These include the ability model, the
mixed model, and the trait model.
The Ability Model was proposed by Peter Salovey and John Mayer. According to Mayer and Salovey
(1997), EI refers to the cognitive ability of individuals, which is associated but different from that
general intelligence. Mayer and Salovey’s model proposed four branches of emotional intelligence
which includes; emotional perception, emotional facilitation, understanding emotions, and
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emotional management (see figure 2.9). According to the authors, as individual matures in lives,
emotional intelligence also advances from lower-order ability to higher-order ability over the years.

Figure 2.9 Four Branches of Emotional Intelligence
(Source Adopted from Mayer and Salovey, 1997)
The Mayer Salovey Emotional Intelligence Test (MSCEIT)
The MSCEIT is the ability-based measure of EI developed by Mayer and Salovey’s (1997) consisting of
141 items. MSCEIT measures EI of individuals based on the four branches or dimensions giving a
total EI score. Among these four branches, two area scores (experimental; including perception and
facilitation, and strategic; understanding and managing emotions) and the separate task scores are
evaluated for individuals (Mayer, Salovey, Caruso & Sitarenos, 2003).
The Mixed Model
The mixed model of EI was developed by David Goleman, which comprises of five dimensions of
emotional intelligence (see figure 2.10).
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Figure 2.10 Goleman’s Five Dimensions of EI
(Source Adopted from Daniel Goleman, 1995)
The five dimensions are as follows
• Self-Awareness - A self-aware individual is confident and is able to recognize one’s own
feelings better.
• Self-Regulation – A self-regulated individual is good at exercising self-control, adaptable and
exhibit trustworthiness.
• Motivation – A motivated individual always takes initiatives, committed to achievement of
personal and group goals and exhibit hope, optimism and vigour.
• Empathy – Empathetic individuals are good at understanding other feelings and viewpoints
and are likely to be very effective in diverse workplaces.
• Social Skills – Individuals with high social skills are good at leadership, conflict management,
possesses effective communication skills to address human relations challenges at
workplace.
The Trait Model was proposed by Konstantin Vasily Petrides. According to the trait model, every
individual has a diverse set of emotional self-perceptions and traits that construe to form their
personality framework. Petrides attempted to measure EI not employing scientific methods of
assessment, but through the use of individual's self-report measure. According to Petrides, every
individual can accurately predict or describe his or her emotional traits. 'Trait Emotional Intelligence
Questionnaire (TEIQue) developed by Petrides comprises of 15 dimensions or facets (table 2.2).
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Table 2.2 Dimensions of EI Trait Model (Source Adopted from Petrides, 2010)
Dimensions
High Scores view themselves as…
Adaptability
Ability to adapt to changing conditions
Assertiveness
Assert one’s position in firm, frank, and polite manner
Emotional expression
Emotion management (others)
Emotional perception (self and others)
Emotion regulation
Impulsiveness (low)
Relationships
Self-esteem
Self-motivation
Social awareness

Ability to express one’s feeling appropriately
Ability to influence others feelings and maintain order
Awareness about one’s and others feelings
Ability to control one’s emotion appropriately
Unlikely to act instantly to urges or desires
Ability to maintain harmonious relationships
Self-confident and hold oneself high
Initiatives, committed and driven to achieve
Ability to understand social environment

Stress management
Trait empathy
Trait happiness
Trait optimism

Ability to withstand stress associated with work and life
Ability to understand the perspective of others
Calm, content and overall satisfaction with life
Confident and positive about oneself and life situation

Stress
Stress refers to our bodily reaction to an event or change that necessitates adjustment or response
at the physical, psychological and emotional level. Stress is inevitable. Stress is our “fight-or-flight”
response to stimuli or event in our social environment. In today’s work environment, stress is
accepted as a way of life as we are looking at tremendous changes the way work gets done in
organisations. Individual differences can also be traced to the way we perceive, respond to and
manage stress in our day-to-day lives. Our ability to recognize and manage stress associated with our
immediate social environment can be a game changer today. Hans Selye of the American Institute of
Stress, have spent considerable years researching on human bodily’s response to stress situations.
Selye hypothesized that stress is an important cause of disease in humans as it affects the body’s
immune system. Human by nature will strive to adapt to the impending stress, however, eventually
affected by what Selye termed as the General Adaptation Syndrome (GAS). In Selye’s GAS model,
individuals go through three stages as they adapt to stress in their social environment alarm,
resistance, and exhaustion (see figure 2.11).

Figure 2.11 Selye GAS Model
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The first phase is known as alarm phase, an external stimuli or stressor creates anxiety or ‘fightflight’ reaction on individual creating tension to act swiftly on the stressor. If the response to the
stressor is adequate enough, the individual feels reassured and return to a relaxed state after
dealing with the stressor successfully.
When the stressor is continuous and individual efforts in coping with the stress is inadequate and
insufficient at times, the individual slowly moves to what is called the second phase, the resistance
phase. During this phase, the body secretes chemicals known as cortisol to deal with the bodily
reactions to continuous stress in addition to depleting the fat and sugar reserves in the body to cope
with the demands of stress. This physiological response to stressor is only a temporary solution.
While it is possible for the body to “adapt” to such stresses, the situation cannot continue.
The final phase is called as the exhaustion phase wherein the physiological adaption mechanism
stops working because of the depletion of sugars and fats reserves. Furthermore, continuous
releases of cortisol also tend to weaken the individual and as a result individual become disease
prone. Selye referred to stress that led to disease as distress and stress that was enjoyable or healing
as eustress.
Workplace Stressors
Stressors are events or situations that forces individual to an anxious state with elevated levels of
adrenaline and demanding the individual to act physically or psychologically. Not all stressors are
bad. In the workplace, employees today faces stressful conditions because of a range of factors such
as extensive workload, non-supportive supervisor, pay disparity and many more. Moreover,
competitive nature of work environment continues to harm individual well-being and health in a
larger scale. Studies continue to assert some important workplace stressors, which can negatively
affect employees’ attitude and work performance in organisations. Job or role demands contribute
to higher stress level compared to other stressors.
• Role Ambiguity refers to a situation when employees are not able to clearly understand
what their roles and responsibilities are in their work organisation. Role ambiguity leads to
helplessness and if the work organisation and supervisor are non-supportive, employees are
left with no option other than leaving the organisation. Role ambiguity leads to emotional
exhaustion, negative work attitude and lowered job performance.
• Role Conflict refers to a situation wherein employees face contradictory demands in
accomplishing tasks at work. Managers are always expected to accomplish goals using fewer
resources (efficiency). Such a role places contradictory demands on managers as it is
extremely challenging for them to achieve these demands effectively.
• Role Overload refers to a situation where an employee is not able to complete tasks
assigned due to paucity of time and resources. In today’s competitive scenario, most
organisations are promoting small and self-managed teams to accomplish deliverables
within a specific framework. For some, such an arrangement puts undue pressure as they
may not be able to cope with the demands at work. Like role ambiguity, both role conflict
and role overload can create negative job attitudes and lower job performance.
• Information Overload refers to a situation when individual is burdened with loads of
information to draw conclusion and act in an efficient manner. When employees are not
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•

•

adequately trained and skilled to reduce information overload and make sound decisions
promptly, it adds to their anxiety and stress level(Schick, Gordon, & Haka, 1990).
Work Life Imbalance refers to a situation wherein employees are unable to balance the
demands of work as well as family goals in a given situation (Netemeyer, Boles, &
McMurrian, 1996). Work-family conflict stressors effect on employees has been increasing
tremendously over the years as work in today’s high-technology environment became more
demanding and time consuming as well. 24x7 work cultures and dual-career scenario are
placing greater demands for balancing family and work goals among knowledge workforce.
Life Changes, both positive and negative, also lead to stressful situation for individuals. The
Holmes-Rahe scale measures the stress values of individuals depending on life events such
as divorce or death of a spouse or marriage in a family. Values of specific life events are
assigned based on the incidences of illness and death in the 12 months after such events.
According to Holmes-Rahe scale, rating value of 100 is given for the death of a spouse, for
marriage the value given is 50, and for losing job stress value is rated as 47.

Life events

Table 2.3 Life Events Stress Inventory
Points
Life events

Points

Death of spouse

100

Foreclosure of mortgage or loan

30

Divorce

73

Change in responsibilities at work

29

Marital separation

65

Son or daughter leaving home

29

Jail term

63

Trouble with in-laws

29

Death of close family member

63

Outstanding personal achievement

28

Personal injury or illness

53

Begin or end school

26

Marriage

50

Change in living location/condition

25

Fired or laid off at work

47

Trouble with supervisor

23

Marital reconciliation

45

Change in work hours or conditions

20

Retirement

45

Change in schools

20

Pregnancy

40

Change in social activities

18

Change in financial state

38

Change in eating habits

15

Death of close friend

37

Vacation

13

Change to different line of work

36

Minor violations of the law

11

Scoring
•
•
•
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When an individual score less than 150 stress points, the individual is likely to have less than
30% opportunity to develop stress-related illness in the near future.
If an individual score between 150 and 299 stress points, then the individual is likely to suffer
from stress-related illness to about 50%.
If the score is more than 300 stress points, then the chance of stress-related illness increases
to 80%.
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Individual Differences and Stress
Stress propensity and ability to cope with stress differs significantly across different personality
types. People who possesses Type A personality individuals are characterised with higher levels of
impatient, competitive and show tremendous job involvement behaviours and work attitudes.
Interpreting Selye’s General Adaptation Syndrome to type A personalities suggest that when the
stress is not managed over time, these individuals suffers from disease conditions because of chronic
stress. It is asserted that the fast-paced, adrenaline-pumping personality of Type A person can lead
to chronic stress and ill-health (Jenkins, Zyzanski, & Rosenman, 1979). The hostility and hyperreactive aspect of Type A personality predicts higher stress propensity, poor work attitudes and
negative organisational outcomes. Type B personality individuals, on the other hand, are calm and
organized by nature. They are quite aware of their social environment and hardly react emotionally.
Naturally, ‘fight-or-flight’ responses of type B person to stress are likely to be at a very lower level.
Personality patterns of individuals are truly outcomes of one’s life experiences. Heredity or genetics
role in personality make-up is also established in literature.

2.5 Learning Kurt Lewin’s Theory of Learning
Learning refers to the acquisition of knowledge, skills and resultant work-related experiences that
makes individual competent enough to solve problems in work organisations and lead a productive
and efficient work life. Learning is a process of integration of cognitive, emotional, and behavioral
components that cumulative represent one’s cumulative experience base or competence. Learning
allows individuals to develop oneself with required technical competence and social skills that help
them to navigate workplace challenges in a systematic manner. Learning differs from intelligence.
While intelligence focuses on one’s cognitive ability, which may be related to one’s capacity to learn,
however, learning on the other hand, is a holistic concepts that entails are three critical dimensions
one’s competencies, social awareness and goal directed motivation (Sternberg, 2003).There are two
approaches to learning; the cognitive and behavioral approaches. Both these approaches provide
differing theoretical and practical traditions, which can be traced to Gestalt psychology and
behaviourism.
The Gestalt approach is concerned with mental models or frameworks that represent the world and,
consequently, serve as a basis of interpretation and action. According to this approach, learning is a
continuous process characterized with the initial formation and subsequent alteration of mental
models as new information is now available. Gestalt approaches, in some form, can be equated to
the “theory building’’ or “inductive” process of research or learning. As a cognitive process, Gestalt
approaches involve three elements (1) Initial assessment (framing and causality); (2) Anticipation
(speculative prediction); and (3) action (proper behavioral response given one’s goals). The Gestalt
approach to learning can be traced to the work of Koffka (1935) and well as that of Argyris (2002)
and Weick (1995).
Behavioural psychology, on the other hand, lays emphasize on observable behavior. The stimulus
(environmental trigger), response (behavior), and consequence (contingent, contiguous
reinforcement) are three phases that individuals experience in the process of learning. Drawing from
reinforcement theory, behaviourism postulated that behaviour is a function of consequences. In
light of this perspective, learning is referred as the expression of one’s behavioural patterns which
are dependent on the consequences associated with such behaviours. Behaviorism is traced to the
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works of Skinner (1974) and Locke and Latham (1990).
Experimental approach to learning is regarded as a more integrated approach. According to this
approach, learning is more about problem solving, and is adequately represented as the experiential
and social approaches towards enabling individual adaptation. Experiential learning describes the
process by which individuals draw on experience to create new knowledge. Experiential approaches
often involve iterative cycles of individual experience, reflection, conceptualization and action, as
represented in Kolb’s well known work (Kolb, 1984). Experiential approaches tend to be holistic in
the sense that they account for multiple learning processes including biological (which include
emotional and hormonal variation), behavioural, cognitive, and ideological components.
Experiential approaches have been criticized for neglecting the social and cultural aspects of
individual learning (Kayes, 2002).
Social approaches to learning postulates that individuals will learn from one another and thus, it
place greater emphasis on the context. The roots of social learning theory in organisational behavior
can be traced to Bronfenbrenner (1979), who draws heavily on the work of Russian psychologist Lev
Vygotsky (1978). Social learning theory emphasizes the role of language in transferring knowledge
(either spoken or unspoken) between individuals engaged in problem solving. Renewed interest in
social approaches can be seen in the study of groups and teams through the concepts of social
cognition and shared mental models.
Lewin’s Theory of Learning
Kurt Lewin (1890-1947) studied the behaviour of children in an experimental set-up. According to
Lewin, behaviour is a function of the total physical and social situation of individuals. The formula
depicting this definition of behaviour is B=F(PE) where B refers to behaviour; F is a function; P is the
person; and E is the total environment situation. Lewin emphasized for the application of individual
case methods to understand and state psychological laws or dictum and the use of statistical
averages should not be used as a sole criterion. According to Lewin, an individual behaviour should
be explained based on one’s life-space and one’s space depends on the psychological force of the
individual. Psychological force of individual includes drives, tensions, thoughts and his environment,
which consists of perceived objects and events. Every individual moves through life spaces which in
its totality determine his or her behaviour in a given situation.

Figure 2.12 Lewin’s Learning Model (Source Adopted from Lewin, 1942)
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A life-space contains the individual himself, the goals he is seeking (positive valence) or avoiding
(negative valence), the barriers that restrict the individual’s movements and the path he must follow
to reach his goal. Lewin’s theory is called field theory as to a psychologist field means the total
psychological world in which a person lives at a certain time. It includes matters and events of past,
present and future, concrete and abstract, actual and imaginary – all interpreted as simultaneous
aspects of a situation. Lewin states that each person exists within a field of forces. The field of forces
to which the individual is responding or reacting is called his life-space.
Summary
Individual differences significantly influence workplace attitudes, behaviours and resultant job
performance. Individual differences can be traced primarily to values and personality, which
differentiates each one of us. Values and personality determine one’s preferences and the situations
that every individual is comfortable with. Values are stable life goals. When employees are looking to
join organisation, an important factor that helps them in decision making is whether the job is likely
to provide them with opportunities for value attainment. Employees report their workplace as a
great place to work when they are able to satisfy their values, that is, achieve value congruence.
Personality refers to stable pattern of feelings, thoughts, and behavioural patterns people behave in
his or her social environment.
Personality influence on behaviour is well-established in literature. However, the impact of
situational context on behaviour is also significant. The Big Five explains that openness,
conscientiousness, extraversion, agreeableness, and neuroticism are five different personality traits
that differentiate people. Personality patterns are stable and may be generalized to other cultures to
a certain extent. Affectivity, both positive and negative, locus of control, proactivity, self-efficacy,
self-esteem, social monitoring, etc., are other personality characteristics that differs across
individuals.
Today, more than ever, organisations are increasingly use personality tests in employee selection.
Using personality tests in select is not without limitations, and companies using personality tests are
advised to validate their tests and use them as a supplement to other techniques that have greater
validity. While personality traits and other individual differences are important, it is important to
remember that behaviour is jointly determined by the person and the social environment. Certain
situations bring out the best in people, and someone who is a poor performer in one job may turn
into a star employee in a different job.
Perception is how we make sense of our immediate social surroundings. Perception is a major
determinant of one’s behaviour and many of our perceptions may not be true. Our perception is
biased and the discrepancy between perceived reality and objective reality explain how socially
aware every individual are. When we perceive our surroundings, we generally go beyond the
objective information available and research evidence that our perception is affected by our values,
needs, and emotions. During the perceptual process, individuals are likely to fill the gaps and
extrapolate what we see in the social environment. In our perception, we are likely to over-estimate
or underestimate one’s competence and confidence and that of others, depending on our
personality. Stereotypes are part of our perceptual reality and it may lead to self-fulfilling
prophecies. Stereotypes perpetuates because of our tendency to pay selective attention to aspects
of the environment and ignore information inconsistent with our beliefs. When perceiving others,
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attributions also influence how we respond to each situation. It is therefore asserted that managers
must have a fair understanding of the perceptual process to give us insights about human
behaviours.
Emotions or affect influence our behavioral response to stimuli, events or situations. Emotions (both
positive and negative) will impact attitudes and behavior of people in organizations. Understanding
of emotions can be helpful at motivating us to work harder. Emotions are contagious and therefore
rightful it must be dealt with appropriately. Stress is inevitable in today’s work environment. The
General Adaptation Syndrome explains people experiencing stress may go through three phases if
they are exposed to chronic stress. The phases include alarm phase, resistance phase, and eventually
exhaustion phase. Outcomes of stress include both psychological and physiological problems as well
as work outcomes. Individuals with Type B personalities are less prone to stress. In addition,
individuals with social support experience less stress. There are many individual and organisational
approaches to managing stress and promoting healthy workplaces. Individuals can control their diet,
exercise, and sleep routines; build a social support network; and practice better time management.
Organisations can help make expectations clear, give employees autonomy, create fair work
environments, consider telecommuting, give employee sabbaticals, and utilize employee assistance
programs
Model Questions
1. What do you mean by the term individual difference?
2. What is learning?
3. What are values? Differentiate terminal and instrumental values?
4. Why is learning theory important to modern economies?
5. Why were the Hawthorne studies so important?
6. What is personality? Explain the types of personality?
7. Discuss factors influencing personality?
8. What is learning?
9. What is emotion and emotional intelligence?
10. Discuss the contribution of Daniel Goleman?
11. What is attitude? Discuss how attitudes are formed?
12. What is perception? What are the factors contributing to our perceptual reality?
13. What is a stereotype?
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Chapter 3 The Group Behaviour
Introduction
Groups are formed by Individuals. They exist in groups. They move and go in groups. They work and
progress in groups. Groups are significant. The work and work behaviour are influenced by group
which cannot be ignored. They put forth remarkable pressure on the organization. The study of
group behaviour is significant. Person as alone and in group behave differently. Group behaviour
affects productivity and competence. The importance of group behaviour has been realized from
time to time. Elton Mayo and his links way back in 1920 conducted the famous Hawthorne
experiments and came to know that the group behaviour have major crash on productivity.

Objectives
➢ To bring in the Concept and Foundation of Group Behaviour.
➢ To emphasize on the Classification and Stages of Group Development.
➢ To bring forth the theoretical clarity on Group Decision Making, Negotiation and Conflict
Management.
➢ To find out terms related to teams and difference between Team and Group.
➢ To comprehend the efficiency of Team Building in Rural Waste Management.

3.1. Foundation of Group Behaviour
Madness is the exception in individuals but the rules in groups.
-

Friedrich Nietzsche

Defining and Classifying Groups
“Meaning of Group”
A group can be defined as two or more individuals, interacting and inter-dependent, who have
come together to accomplish formulated objectives or Goal. Groups can be in two types namely
formal or informal.
Types of Group
“Formal Group”, is defined as the one which known by organization’s structure, with selected work
assignment established responsibilities. In this type of groups, the behaviours team members should
put forth in are stipulated by and focused toward organizational goals. The Self-Help groups in the
Village are the formal groups to improve the Waste Management System in the Village.
“Informal Group” is not formally structured and organizationally focused. These groups are natural
formations in the work environment and happened to be spontaneously. Three man at tea shop
discussing on something from the same village.
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Table 3.1 Types of Group
Basis For Comparison

Informal Group

Formal Group

Meaning

Groups formed by the
organization, for the reason of
achieving a targeted goal are
called as Formal Groups.

It is formed by the people by
their own, for their own sake
are known as Informal Groups.

Formation

Intentionally

willingly

Size

Big

Moderately tiny

Life

Based on the Purpose,
Objective of the Group

Depends on the members of
the Group.

Structure

Clearly Defined

Not clearly Defined

Importance is given to

Position

Person

Relationship

Professional

Personal

Communication

There is protocol in the Communication can come from
Communication
any direction

To Do Activity
Classify the Groups in given circle into Formal and Informal Group

Reason for Forming Groups
What are the reason people form Groups and reason to feel so powerful about them? Imagine the
joy of the Indian Cricket team after Winning World Cup. Fans have staked their own self-image on
the performance of someone else. The fans of Indian Cricket team enjoyed and overwhelmed. The
supporters are trying to imitate the cricketers and sales of group related shirts, jackets, and hats
announce support for the team sky rocket. Fans of the losing team feel upset. The attitude to take
personal pride or offence for the achievement of a group we support is the province of the Social
Identity Theory.
Social recognition helps us understanding how we can fit with other people by understanding who
we are, but it has its own negative. “In-group favoritism” leads to Stereotyping by thinking our is
better than other group. This definitely paves the way for stereotyping.
When Does Individual Build up a Social Identity?
Several characteristics make a social identity important to a person
• “Similarity” →Not unexpectedly, people who have the same values or characteristics as
other members of their organization have higher levels of group credentials for new hires,
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•

•

•

while those who are demographically different may have a hard time identifying with the
group as a whole.
“Distinctiveness” →People are more likely to notice identities that show how they are
different from other groups. Respondents are one study identifies more strongly with those
in their work group with whom they share unusual or rare demographic characteristics. For
example, researcher in pure science feel that their research is highly useful and benefit to
the People and researcher in social Sciences feel their research helps the society to progress.
“Status” →Because people use individuality to define themselves and increase self-esteem,
it leads the individual to link or form group with self actualised community or high status
group. In the organization people tend to mingle or associated with the high status person
who sound in education or economic or power. People are likely to not identity with a lowstatus association and will be more likely to quit in order leaving that distinctiveness behind.
“Uncertainty Reduction” →Individual in the group will understand who they are and how
they fit into the universe. A Research showed how the creation of Spin-off Company created
questions about how employees should develop a unique identity that corresponded more
closely to what the distribution was appropriate. Managers worked to define and
communication an idealized identity for the new organization when it becomes clear
employees was confused.

3.2. Stages of Group Development
Groups go through a conventional sequence in their development. It is not mandatory that all
groups follow this Five-Stage Model, it is a accepted method for understanding Group Development.
The Five-Stage Model
The five-stage Group-Development Model characterizes groups progress through the stages of
Forming, Storming, Norming, Performing, and Adjourning.

To Do Activity
Experimental Learning on the Process of Group Development. Learners will be asked form
a group in nearby higher Secondary School with a task. The Group should consist of 8 to
12 members. The task may on inculcate the system of Waste Management to the
Students, or Kitchen Gardening at home, ban of Plastics at School Environment etc.
Learners should observe how the process of Group Development takes place among
them.

231

MGNCRE | Individual and Organisational Behaviour for Waste Management

Forming

Storming

Norming

•The first stage, forming stage, is characterized by a great deal of
uncertainty about the group’s purpose, structure, and leadership.
Members “test the waters” to determine what type of behaviors are
acceptable. This stage is complete when members have begun to think
themselves as part of a group.

•The storming stage is one of intragroup conflict. Members accept the
existence of the group but resist the constraints it imposes on
individuality. There is conflict over who will control the group. When this
stage is complete, there will be a relatively clear hierarchy of leadership
within the group.

•In the third stage, close relationships develop and the group
demonstrates cohesiveness. There is now a strong sense of group identity
and camaraderie. This norming stage is complete when the group
structure solidifies and the group has assimilated a common set of
expectations of what defines correct member behavior.

•The fourth stage is performing. The structure at this point is fully
functional and accepted. Group energy has moved from getting to know
and understand each other to performing the task at hand.

Performing

Adjourning

•For performing work groups, performing is the last stage in
development. However, for temporary committees, teams, task forces,
and similar groups that have a limited task to perform, the adjourning
stage is for wrapping up activities and preparing to disband. Some group
members are upbeat, basking in the group’s accomplishments. Others
may be depressed over the loss of camaraderie and friendships gained
during the work group’s life.

Figure 3.2 Stages of Group Development
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An Alternative Model for Temporary Groups with Deadlines
This Method cannot be linked with Five Stage Model
1. The Groups’ Direction is set in their first meeting or sittings.
2. Inactiveness is the beginning stage or First Phase.
3. A evolution takes place in the group when it uses its time minimum of 50%.
4. This evolution leads to major changes.
5. A next phase of inertia follows the changeover.
6. The group’s last meeting is categorized by markedly accelerated activity.

Group Structure
“Group structure” is defined as the layout of a group. It is a combination of group roles, norms,
conformity,
workplace
behaviour,
status,
reference groups,
social
loafing,
cohorts, group demography and cohesiveness.

3.3. Group Decision Making
Organization will use extensively Group Decision Making, but are group decision used by an
individual alone? The answer depends on a number of features. Let’s discuss here the strengths and
weaknesses of group decision making.
Strengths of Group Decision Making Groups generate more absolute information and knowledge.
By cumulating the resources of several individuals, groups bring more input as well as heterogeneity
into the decision process. They offer approaches and alternatives. Finally, groups lead to increased
recognition of a solution. Group members who participated in making a decision are more likely to
passionately support and encourage others to accept it.
Weaknesses of Group Decision Making Group decision making consumes more time. Since it is
the process everyone in the group need to be heard and expect the opinion to be accepted. The
feeling of the members to be accepted leads to conflict and result in ineffective decision. Group
discussion can be dominated by one or a few members.
Effectiveness and Efficiency the decision of the Group will be more accurate and objective oriented
when the decision of the average individual in a group are superior. Effectiveness of the decision is
also dependable on how the term is being defined.
Group Decision-Making Techniques
The Group Decision making takes place more in the group in which interacting among its members is
high. In interacting process members of the group meet face to face, share their opinion, and rely on
verbal and nonverbal interaction to communicate. The study shows that interacting groups often cut
shot themselves and stress on members in group toward conformity of opinion. Brainstorming, the
nominal group technique, and electronic meetings can minimize the problems which are normally
tended to happen in the traditional interacting group.
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“Brainstorming” is the method which helps to come out of the conformity of opinion. In the
brainstorming session, the members of the group sit around facing each other and facilitated by the
leader of the group. In the group leader states the problem for everyone to be understood and
discuss on the problem.

To Do Activity
Divide the class into Groups consisting of minimum 5. Give the topic to discuss on Current
Social Issues like “Opinion on Capital Punishment” etc. Observable Behaviour are
• Did everyone share their opinion.
• Members in the group listen to the opinion of co members in the group.
• Are they able achieving the common opinion?
• How are they able to go ahead with opposite opinion?

Conflict Management and Negotiation
Let us never negotiate out of fear. But let us never fear to negotiate. - John f. Kennedy

Define Conflict
There has been no lack of definitions of Conflict, but common to most is the idea that conflict is a
perception. If anyone is aware of a conflict, then it is generally agreed to be existence of conflict.
This leads to be starting point of the conflict process are resistance or inappropriateness and some
form of interaction. We can define conflict, then, as a process that begins when one party perceives
another party has or is about to negatively affect something the first party cares about. This
definition is purposely broad. It describes that point in any ongoing activity when an interaction
crosses over to become an interparty conflict.

The Conflict Process
The “Conflict Process” has five stages Potential opposition or inappropriate cognition and
Personalization, Intentions, Behaviour, and Outcomes. The diagram exhibits the process of Conflict.
STAGE 1
Potential
opposition or
Incompatibility

STAGE 2

STAGE 5

Cognitive and
Personalization

Outcomes

STAGE 4

STAGE 3

Behavior

Intentions

Figure3.3 -Process of Conflict
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Stage 1 “Potential Opposition or Incompatibility”
In this stage of Potential Opposition the conflict may arise on the personal variance. They may
include communication, structure and personal variables like the person is authoritative or dogmatic
etc. These conditions need not lead directly top conflict, but one of them is essential if conflict is to
surface.
Stage 2 “Cognition and Personalization”
If the conditions cited in stage 1; unconstructively affect something one party cares about, then the
potential for opposition or incongruity becomes actualized in the second stage. As we noted in our
definition of conflict, one or more of the parties must be aware, that antecedent conditions exist.
However, because a conflict is a perceived conflict does not mean it is personalized.
Stage 3 “Intentions”
Intentions intrude between people’s perceptions and emotions and their explicit behaviour. They
are decision to act in a given way. This is the scenario where the individual to keep the intention of
him as a distinct to get to know other person intention. This will help to respond to other person’s
behaviour. Conflict rose when one party expression wrong intention to the opposite party. There is
always great deal of difference between intention and behavior that means it is not always behavior
reflects person’s intention.
Conflict Management Techniques
Conflict-Resolution Techniques
“Problem Solving”→ Face to face meeting of the conflicting parties for the purpose of
identifying the problem and resolving it through open discussion.
“Super Ordinate Goals”→ Creating a shared goal that cannot be attained without the cooperation
of each of the confliction parties.
“Expansion of Resources” → When a conflict is caused by the scarcity of a resource, expansion of
the resource can create a win-win solution.
“Avoiding”→ A withdrawal form or restraint of the conflict.
“Smoothing”→ Playing down differences while emphasizing common interests between the
conflicting parties.
“Compromise”→ Each party to the conflict gives up something of values.
“Authoritative Command”→ Management uses its prescribed authority to resolve the conflict and
communicates its desires to the parties involved.
“Altering the Human Variables”→ Using behavioural change techniques such as human relations
training to alter attitudes and behaviours that cause conflict.
“Altering the Structural Variables”→ Changing the formal organizational structure and the
interaction patterns of conflicting parties through job re-design, transfers, creation of coordinating
positions, and the like.
Conflict-Stimulation Techniques
• Communication – Using indefinite or threatening messages to conflict levels.
• Bringing in Outsiders– Adding employees to a group whose backgrounds, values, attitudes,
or managerial styles differs from those of present members.
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Restructuring the Organization– Realigning work groups, altering rules and regulations,
increasing interdependence, and making similar structural changes to disrupt the status quo.
Appointing a Devil’s Advocate– designating a critic to purposely argue against the majority
positions held by the group.

Negotiation
Negotiation refers the interactions and speaking with almost everyone in groups and organizations
to achieve something, mainly settling the dispute. Negotiation is a process means that it continuous
for a time. It takes between two parties or more than two. We do negotiate in day to day life. For
instance a lady goes to vegetable market, does negotiation to get the fair prices. In the working
place there is negotiation to fix the price or settling the conflict, in which negotiation occurs
between the employer and trade union.

Bargaining and Problem Solving

Closure and Implementation

Preparation and Planning

Definition of Grouping Rules

Clarification and Justification

Figure 3.4 Process of Negotiation
 Preparation and Planning before you start negotiating there is a need of homework. It is
important to analyse the nature of the conflict, the previous settlement of the conflict and
history of leading such negotiation, how and who involved and what are their idea or
perception of the conflict? What is being expected through the process of negotiation and
what are the goals to be achieved?
 Definition of Ground Rules it is important aspects after planning for the negotiation. There
should be set of rules to start the negotiation. The language, time, how many
representatives etc should be the among ground rules in the negotiation process. Who will
do the negotiating? To what issues will negotiation be limited? Can also be highlighted.
 Clarification and Justification when you have exchanged primary positions, both you and
the other party will explain, amplify, clarity, bolster, and justify your original demands. This
step needn’t be confrontational.
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 Bargaining and Problem Solving this process is an example of give and take policy. This
should be aimed at Win- Win concept rather than one party gaining and other party loosing.
This is where both parties will undoubtedly need to make concessions.
 Closure and Implementation the final step in the negotiation process is documenting and
formalizing the agreement that have worked out in the process of negotiation and just
beginning any procedures necessary for implementing and observing it.

3.4. Understanding Work Teams
We’re going to turn this team around 360 degrees.
- Jason kidd
Teams are progressively more the basic means for organization work in modern organization or
firms. In fact, there are few more damaging insults than “not a team players”. Years ago, when
companies such as Tata Motors, Volvo, and SAIL coined and used the term Teams into their
organizational processes, it made news because no one else was doing it. Today, it’s just other way
round. The organization that doesn’t use teams has become newsworthy. Teams are everywhere.

Group

Table 3.2 Differences between Groups and Teams
Team

Group Refers to number of people who are
connected by some shared activity, interest or
quality
May not share a common goal
Specific Roles or duties are not assigned to
individual
Members are independent

Team refers to a number of persons
associated together in work or activity
Share a common goal
Specific Roles or duties are assigned to
individual
Members are interdependent

Types of Teams
Teams can make products, provide services, negotiate deals, coordinate projects, offer advice, and
make decisions. In this section, we describe the four most common types of teams in an
organization.
Problem
Solving Teams

CrossFunctional
Teams
Virtual
Teams

Types of
Teams

Self –
Management
Work Teams

Figure 3.5 Types of Teams
Problem-Solving teams
These Problem Solving teams rarely have the influence to unilaterally implement any of their
suggestions. A group of individuals come to gather to perform on a project that involves solving or
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minimizing one or more problems that have already arisen or to deal efficiently with issues as they
emerge.
Self-Managed Work Teams
Self –Managed Work Teams work better than the Problem Solving Team. It will not only solve
problems but also plan and implement better strategies and hold responsibility for effective
outcomes. Self-Managed Work Teams are groups of employees who perform highly related or
interdependent jobs and take on many of the responsibilities of their former supervisors. Typically,
these tasks are planning and scheduling work, conveying tasks to members, making operating
decisions, taking action on problems, and working with suppliers and customers. But research on the
effectiveness of self-managed work teams has not been consistently positive. Self-managed teams
do not typically manage conflicts well. When disputes arise, members stop cooperation and power
struggles ensure, which leads to lower group performance.
Cross-Functional Teams
Starbucks created a team of individuals from production, global PR, global communications and U.S.
marketing to develop it’s via brand of instant coffee. The team suggestions resulted in a product that
would be cost-effective to produce and distribute and that was marketed through a tightly
integrated, multifaceted strategy. This example illustrate the use of cross-functional teams, made up
of employees from about the same hierarchical level but different work areas, who come together
to accomplish a task.
Cross-Functional Teams are a successful means of allowing people from diverse areas within or even
between organizations to exchange information, develop new ideas, solve problems, and coordinate
complex projects.
Virtual Teams
The teams described in the preceding section do their work face to face. Virtual teams use computer
technology to unite physically dispersed members and achieve a common goal. They cooperate with
each other online – using communication links such as wide area networks, videoconferencing, or email – whether they’re a room away or continents apart. Virtual teams are so pervasive, and
technology has superior so far, that it’s probably a bit of a misnomer to call them “Virtual.” Nearly all
teams today do at least some of their work remotely. For Virtual Teams to be effective, management
should ensure that
1. Trust is established among members.
2. Team progress is monitored closely.
3. The efforts and products of the team are revealed throughout the organization.
Process of Waste Management
NilupaUduawatta in their study on improving Waste Management in construction projects
suggested the process of Waste Management.
I.
Team Building and Supervision
Waste Management wherever it is implemented whatever the size micro or macro level
whether it is in family, urban or rural there should the team to manage the process. Team
Building and administration will help not only whether the system but also evaluate the
weakness of the system which will help improving the system.
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II.

III.

IV.
V.

Strategic & Guidelines in Waste Management
The participants should be aware of the strategies of the Waste Management process at
their level.
Proper Design and Documentation
It is important that there must be proper plan and all the activities should be recognized for
evaluation and further reference.
Innovation in Waste Management
New methodologies and successes methodologies can be implemented.
Life Cycle Management
The evidence from her study suggests that both technologies and attitudinal approaches
require improvement to get rid of/minimise waste generation.

Creating Effective Teams
Many have tried to identify factors related to team efficiency. However, some studies have
prearranged what was once a “veritable laundry list of characteristics” into a relatively focused
model.

Context
1.Adequate Resources
2.Leadership and
Structure
3.Climate of Trust
Composition
1.Ablities Of Members
2. Personality
3. Allocation Roles

4.Performance Evaluation
and Reward Systems

Process
1. Common Purpose

4. Diversity

2. Specific Goals
3. Team Efficacy

5. Size Of Teams
6. Members Flexibility

4. Conflict Levels
5. Scoial Loafing

7. Members
Preferences

Figure 3.6 Teams Effectiveness Model
The following conversation is based on the model .keep in mind two points. First, teams differ in
form and structure. The model attempts to generalize across all diversity of teams, but avoid rigidly
applying its predictions to all teams. Use it as guide. Second, the model assumes teamwork can do
the job better is like perfectly solving the wrong problem.
Context What Factors Determine Whether Teams are Successful?
The four contextual factors most extensively related to team performance are Adequate Resources,
Effectively Leadership, a Climate of Trust, and a Performance assessment and remuneration System
that reflects Team contributions.
• Adequate Resources teams are part of larger organization system; every work team relies
on resources outside the group to sustain it.
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Leadership and Structure teams can’t function if they can’t agree on who is to do what and
make sure all members share the workload. Agreeing on the particulars of work and how
they fit together to integrate individual skills requires direction and structure, either from
management or from the team members themselves. It’s especially important in MultiTeam systems.
Climate of Trust members of effective teams trust each other. They also exhibit trust in their
leaders. Interpersonal trust among team members facilitates cooperation; reduce the need
to observe each other’s behaviour and bonds members around the belief that others on the
team won’t take benefit of them.
Performing Evaluation and Reward Systems how do you get team members to be both
independently and jointly accountable? Individual performance evaluations and incentives
may interfere with the development of high-performance teams. So, in addition to
evaluation and rewarding employees for their individual contributions, management should
modify the traditional, individually oriented assessment and remuneration system to reflect
team performance and focus on hybrid systems that recognize individual members for their
outstanding contributions and reward the entire group for positive outcomes.

Team Composition
The Team Composition category includes variables that relate to how teams should be staffed – the
Ability and Personality of Team Members, Allocation of Roles and Diversity, Size of the Team, and
Members preference for Teamwork.
1. Abilities of Members Part of a team’s performance depends on the knowledge, skills and
abilities of its individual members. It’s true we seldom read about an athletic team of
mediocre players who, because they are unusual. A team’s performance is not merely the
rundown of its individual member’s abilities.
2. Personality of Members Research has also provided us with a good idea about why these
personality traits are important to teams. Diligent people are good at backing up other team
members, and they’re also good at sensing when their support is truly needed. One study
found that exact behavioural tendencies such as Personal Organization, Cognitive
Structuring, Achievement Orientation, and Endurance were all related to higher levels of
Team performance.
3. Allocation of Roles Teams have different needs, and members should be selected to ensure
that a range of roles are filled. A study of 778 major league baseball teams over a 21 year
period highlights the magnitude of assigning roles appropriately. However, the experience
and skill of those in core roles who handle more of the workflow of the team, and who are
central to all work processes, were especially vital. In other words, put you’re most able,
experienced, and conscientious workers in the most central roles in a team.
4. Diversity of Members Many of us hold the optimistic view that diversity should be a good
thing – diverse teams should benefit from differing perspectives. Two meta analytic reviews
of the research fiction show, however, that demographic diversity is essentially unrelated to
team performance overall, white a third actually suggests that race and gender and ethnic
diversity are unconstructively related to team performance. Occupations dominated by
white or male employees, but in more demographically balanced occupations, diversity is
less of a problem.
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5. Size of Teams It may require only four or five members to develop diversity of views and
skills while management problems can increase exponentially as team members are added.
When teams have excess members, cohesiveness and mutual accountability decline, social
loafing increases, and more people communicate less. Members of large teams have
difficulty in coordinating with one another, especially under time pressure. If a natural
working unit is larger and you want a team effort, consider breaking the group into sub
teams.
6. Member’s Preferences Not every employee is a team player. Given the option, many
employees will select themselves out of team contribution. When people who prefer to
work alone are required to team up, there is a direct threat to the team’s morale and to
individual member’s pleasure. This result suggests that, when selecting team members,
managers should consider individual preferences along with abilities, personalities, and
skills. High-performing teams are likely to be composed of people who prefer working as
part of a group.
Team Processes
The final category related to team effectiveness is process variables such as member obligation to a
common purpose, establishment of specific team goals, team efficacy, a managed level of conflict,
and minimized social loafing. These will be particularly important in larger teams and in teams that
are highly interdependent.
Common Plan and Purpose
• Effective teams begin by analyzing the team’s mission, just beginning goals to achieve that
mission, and creating strategies for achieving the goals.
• Teams that consistently perform better have established a clear sense of what needs to be
done and how.

Potential
Group
Effectiveness

Process Gains

Process Losses

Actual Group
Effectiveness

Figure 3.7 Process of Team
Specific Goals Successful Teams Translate their Common Purpose into Specific, Measurable, and
Realistic Performance Goals
• Specific goals facilitate clear communication. They also help teams uphold their focus on
getting results.
• Consistent with the research on individual goals, team goals should also be challenging.
• Difficult but achievable goals, team presentation on those criteria for which they’re set.
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•

So, for instance, goals for quantity tend to raise quantity, goals for accuracy raise accuracy,
and so on.
Team Efficacy Effective Teams have confidence in themselves; they believe they can succeed. We
call this team efficacy. Teams that have been flourishing raise their beliefs about future success,
which in turn, motivation them to work harder. What can management do to increase team
efficacy? Two options are helping the team achieve small successes that build confidence and as
long as training to improve member’s technical and interpersonal skills.
Mental Models Effective Teams share mental models – organized mental representations of the key
essentials within a team’s environment that team members share. If team members have the wrong
mental models, which is predominantly likely with teams under acute stress, their performance
suffers.
Conflict Levels conflict on a team isn’t necessarily bad. As we discuss in chapter 15, conflict has a
complex has a complex relationship with team performance. Relationship conflicts – those based on
interpersonal incompatibilities, tension, and hostility towards others - are almost always
dysfunctional.
Social Loafing as we noted earlier, individuals can engage in social loafing and cost on the group’s
effort because their particular contribution can’t be identified. Effective teams undermine this
propensity by making members individually and jointly accountable for the team’s purpose, goals,
and approach.

3.5. Turning Individuals into Team Players
We’ve made a strong case for the value and growing esteem of teams. But many people are not
inherently team players, and many organizations have historically nurtured individual
accomplishments. Finally, teams fit well in countries that score high on collectivism.
Selecting Hiring Team Players
Some players already possess the interpersonal skills to be effective team players. When hiring team
members, be sure candidates can fulfill their team’s roles as well as technical requirements. When
faced with job candidates who lack team skills, managers have three options. First, don’t hire them.
If you have to hire them, assign them to tasks or positions that don’t require teamwork. If that is not
feasible, the candidates can undergo training to make them into team players. In established
organization that decides to redesign jobs around teams, some employees will resist being team
players and may be un-trainable. Unfortunately, they typically become causality of the team
approach.
Training Creating Team Players
Training specialists conduct exercises that allow employees to experience the satisfaction team
work. Workshops help employees improve their Problem Solving, Communication, Negotiation,
Conflict Management, and Coaching Skills Biocon has found that to be a successful company, it
needs to be staffed with people who in addition to having strong scientific background are team
players. To foster excellence and reinforce collaboration, Biocon basis performance rewards not just
on an individual’s accomplishment but also all performance of his or her team. As the result of this
focus on team training, who had an exceptional scientific background because he did not have the
combined attitude that is so essential to Biocon?
Rewarding “Providing Incentives to Be a Good Team Player”
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An organization reward system must be reworked to encourage cooperative efforts rather than
competitive ones. Hallmark cards Inc. added to its basic individual incentives system an annual
bonus based on achievement of team goals. Whole foods direct most of its performance based
rewards towards team performance. As a result, teams select a new member carefully so they will
contribute to team effectiveness. It is usually best to set a supportive tone as soon as possible in the
life of a team. As we already noted, teams that switch from a competitive to a cooperative system
do not immediately share information, and they still tent to make a rushed, poor quality decision.
Apparently, the low trust typical of the competitive group will not be readily replaced by high trust
with the quick change in Reward Systems. These problems are not seen in teams that have
constantly cooperative system.
Rural Waste Management System by implementing Effective Team
Rural Community which is engaged in Agriculture and allied work covers more than 60% of the
Population in India. This is need of the hour to bring the system of Waste Management in Rural
Community with Sustainability. Let us see how by bringing into efficient team will help the people
into Waste Management Process. Prerequisite for the Waste Management Process is there should
be a facilitator.

Gram
Sabha

Forming
Effective
Team

Observing
Benchmarking
Villages and
Institution

Goals and
Stretigies

Rewards

Result

Figure 3.8 Process of Waste Management in Rural Community- through Effective Team
Step 1 “Gram Sabha”
The Gram Sabha is the fulcrum of the Panchayat Raj and Village Development. People use the forum
of the Gram Sabha to discuss Local Governance and Development and make need based plan for the
village. The first step is to discuss with the Community People on Waste Management. Before
implementing any program in villages it is compulsory to know the willingness, feasibility and
awareness of program among the community. This is highly possible through Gram Sabha in the
village community. This will bring relationship between Facilitator and the People. Facilitator should
possess the skills of communication in the rural community, understanding their culture, patience
and training.
Step 2 “Forming Effective Teams”
After conducting needed number of Gram Sabha it is time to form teams with likeminded people
who are interested in Waste Management. It is evident that adapting to new culture or system is
difficult for the Village Community. Government is unable to decrease open defection in India due to
conflict to adapting new system. Facilitator with the help of Gram Sabha gathers likeminded people
to form teams. The team should have leader and subsidiary in it. Facilitator should make the teams
should bring the strategy for themselves.
Step 3 “Observing Benchmarking Villages and Institution”
After forming teams with leaders and making those to work on themselves towards Waste
Management catalyst will take the teams for Visiting and Observing the Benchmarking Villages or
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Institutions. The Benchmarking Villages or Institution is the ones which has success stories on Waste
Management Process. This will help the team in
• Learn the failures before their success in Waste Management from the Bench Marking
Institution.
• What are the support they received from the Government and NGOs?
• How to gain the People’s support in the village towards Waste Management.
• It will bring down the resistance if the members in the team have towards Waste
Management.
• Feasibility of the Waste Management Process in their locality.
Step 4 “Goals and Strategies”
Goal is what you want to achieve and Strategies are how you are going to achieve what you want to
achieve. Hence, after the Observing Benchmarking Villages and Institution it is important for the
team to think on framing the goal and strategies in Managing their Agricultural Waste.
Step 5 “Reward”
This is to motivate and nurture the Process of Waste Management. Reward will help the individual
to involve in the Waste Management Process in the long run. Reward should be scalable and
consistent.
Step 6 “Result”
Success or Failure is a Result. If the success is the result it is time to thing furthering the process. If
the failure is the result, the Facilitator must think back where to develop and which step in the
procedure need to be given importance to attain the Goal.
To Do Activity
Give Awareness on Waste Management among Self Help Group in the Village and observe the
adaptability among the members in the Group.
Summary
S.No
1.
Group
2.
3.
4.

5.

244

Concept

Brief Note
Two or more individuals, interacting and interdependent, who
have come together to achieve particular objectives.
Types of Group
Formal and Informal Group.
Stages of Group Development
Forming, Storming, Norming, Performing, and Adjourning.
Effective Team Model
An ideal level can be identified which can be characterized by
maturity, flexibility, lack of prestige and an ability to
complement in order to be effective.
Difference between Group and A group is a collection of individuals who coordinate their
Team
individual efforts. On the other hand, at team is a group of
people who share a common team purpose and a number of
challenging goals.
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6.

Process of Waste Management

1) Landfill landfill is a place to dispose of waste substance by
burying it and covering it over with soil and from benefits of
landfill is that its gas can be upgraded to natural gas
2) Recycling Recycling is the process where it converts waste
into useful products to prevent power usage and utilization of
raw materials
3) Incineration means burning of waste at high temperature
to convert them into heat, flue gas and ash.

Model Questions
1. Define Group and Write on Types of Group.
2. Explain Stage of Group Development.
3. Bring the Project Model for Agricultural Waste Management in the Village.
4. How to do you create an Effective Team.
5. What is the importance and Techniques of Conflict Management in the Group Process?
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1. Aswathappa, K (2008). Organisational Behaviour Text, Cases & Games, New Delhi: Himalaya
Publishing House
2. Hellriegel, D & Slocum, J.W (2004). Organizational Behavior, South Western
3. NilupaUdawatta(2015)
https//www.sciencedirect.com/science/article/pii/S092134491530001X
4. Schermerhorn, J.R; Hunt, J.G & Osborn, R.N (2006). Organizational Behavior, Ohio: John
Wiley & Sons Inc.

245

MGNCRE | Individual and Organisational Behaviour for Waste Management

Chapter 4
Organizational Process – Organizational
Development
Introduction
In Organizational Change, a basic trouble involved is the alteration of the attitudes of Organizational
Process in such a way that under altered conditions, they are helpful. As such, an Organizational
Change requires the alteration in every person’s whole formal and informal position place to support
the change. If there is an effort to change an individual alone, he is simply placed into position
conflict since his peers, staff specialists, and other retain the similar position expectations of him. A
career change is completely supported simply when the job’s whole position place is revised to
support the change.

Objective
✓ To study the idea, Scope of Organizational Development.
✓ To learn on individual, Interpersonal and Group Process in Organizational Development.
✓ To learn the idea of Team Building and its growth towards Organizational Development

4.1. Organizational Development Process
Even though a moderate interpretation of the term Organizational Development Process refers to a
wide range of strategies for organizational enhancement, the term has come to get fairly precise
meaning in management literature as well as in training. It can be termed as only fairly specific
because the borders of Organizational Development Process are not completely clear; perceptions
of different authors and practitioners vary rather, and the field is developing. These differences we
can discover in the theoretical framework, steps involved, and techniques used in Organizational
Development Process.
Definition
“Organization Development Process encompasses a collection of planned – change interventions
built on humanistic – democratic values that seek to improve organizational effectiveness and
employee well – being.”
Based on the definition, we can identify various features of Organizational Development Process
which are as follows
1. Planned Change Organizational Development Process is a tactic of planned change for
organizational improvement. This ‘planned’ importance separates Organizational
Development Process efforts from others kind of more random changes that are often
undertaken by organizations.
2. Comprehensive Change Organizational Development Process attempt centre on complete
change in the organization, rather than focusing concentration on persons, so as to change is
easily engrossed. The concept of complete change is based on the systems concept –
Organizational Process, dynamics, and adaptive system.
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Planned Change

Comprehensive Change

Participation of
change agent
Emphasis on
Intervention and
action Research

PlLong – range change

Dynamic process

Normative
Educational
Process

Figure 4.1 Organizational Development Process
3. Long – Range Change A process efforts are not meant for solving short – term,
impermanent, or lonely problems. Rather, Organizational Development Process focuses on
the elevation of an organization to a higher level of functioning by improving the
presentation and satisfaction of organizational members on long - term basis.
4. Dynamic Process Organizational Development Process is a self-motivated process and
includes the efforts to lead and direct changes as well as to Organizational Process with or
adapts changes compulsory. It recognizes that organizational goals change, so the meth
Organizational Development Process is of attaining these goals should also change. Thus,
Organizational Development Process efforts are not one – shot actions, rather, they are
incomplete, interactive, and recurring process.
5. Participation of Change Agent Most Organizational Development Process experts’
highlighting the requirement for an exterior third-party change agent or catalyst. They
depress ‘do it yourself’ approach. There is a close working relationship between the change
agent and the target organizational members to be changed. The relationship involves
mutual trust, joint goals and means, and mutual influences.
6. Emphasis on Intervention and Action Research Organizational Development Process move
in the direction of results into an active involvement in the ongoing activity of the
organization. Action research is the foundation for such involvement.
7. Normative Educational Process Organizational Development Process is based on the
standard that ’norms form the basis for performance and change is a re – educative process
of replacing old norms by new ones’. This is done to arrive at certain attractive outcomes
that may be within the form of enlarged efficiency, problem solving and flexibility for the
organization as a whole
To Do Activity
Ask the Students to do Case Study of the Organization Development in due Course of
Time in the presumed Organization.
According to Keith Davis, “Organization development (OD) is an educational strategy which focuses
on the whole culture of the organization in order to bring about planned change. It seeks to change
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beliefs, attitudes, values, and structures—in fact, the entire culture of the organization—so that the
organization can better adapt technology and live with the pace of change.”

4.2. Practice and process of Organization Development Process intervention
Organizational Development Process can be engaged as a process of altering Organizational Process
and other connected aspects of an organization/ therefore, it consists of many secondary processes
or steps. However, theorists and practitioners both vary about the various steps and their series in
Organizational Development Process. This because mainly of the data in Organizational
Development Process have generated from practices and these practices have differed from
organization to organization.

Problem
identification
and
Diagnosis

Planning
strategy for
change

Interventing
in the system

Evaluation

Figure 4.2 Practice and process of Organization Development
1. Problem Identification and Diagnosis Organizational Development Process program leads to
meet sure objective in the organization because Organizational Development Process is a means
and not an end in itself. Therefore, it attempts to answer some organizational problems. The
problems may be a break between needed path of action and actual path of action, that is, the
organization fails to meet its purpose on a long – term basis.
2. Planning Strategy for Change When the problems are diagnosed, the Organizational
Development Process consultant either consultant or management, but if possible, consultant –
plans the various courses of action in Organizational Development Process. Attempts are made
to change analysis of the problem into an Organizational Processer action plan involving on the
whole goals for change, determination of the basic approach for attaining these goals and the
series of detailed scheme for implementing the approach.
3. Intervening in the System Intervening in the system refers to functioning of the planned
performance during the path of an Organizational Development Process program. These
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intended activities bring convinced changes in the system which is the basic purpose of
Organizational Development Process.
4. Evaluation This step relates to assess the results of Organizational Development Process
program so that appropriate actions may be followed up. Since Organizational Development
Process is a long process, there is a vital need for cautious monitoring to get exact feedback
about what is going on as Organizational Development Process program starts.
Organizational Development Process Interventions
Organizational Development Process Intervention refer to various activities which a consultant and
customer organization perform for improving organizational performance through enabling
organizational members better supervise their behaviour, their work group, and organizational
culture. Organizational Development Process interventions are also referred as Organizational
Development Process techniques or Organizational Development Process strategies as they are
intended to achieve specific objectives.

Sensitivity training

Behaviour
modification

Job expectation
technique

Team building

Grid organisation
development

Organisational
renewal process

Survey feedback

Career planning

Figure 4.3 Organizational Development Process Intervention
1. Sensitivity Training Sensitivity training also known as T – group, T standing for training. To make
participants more and more aware of, and sensitivity to, the expressive reactions and
expressions in themselves and other. To increase the capability of participants to observe, and to
be taught from, the consequences of their actions through notice to their own and others
feeling.
2. Grid Organization Development Process Grid Organization Development Process was developed
by Blake and Mouton. It is complete and systematic Organizational Development Process
program which aims at individuals, group, and the organization as a whole.
3. Survey Feedback Besides laboratory training, the other main thrust in the Development Process
of Organizational has come from survey research and comment of data. Through some type of
survey method Organizational Development Process was common in various organizations
earlier, Institute for Social Research (ISR) of University of Michigan, USA Development Processed
a comprehensive questionnaire for conducting survey of different aspects of an organization.
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4. Career Planning The Career Planning Process encompasses the stages involved in discovering a
career path, including self-assessment, research, testing, decision making, job searching, and
accepting a job offer.
Reflection and SelfEvaluation

Exploration

Five Steps to
Career
Planning

Decision Making

Gaining Experience

Implementation

Figure 4.4 Five Steps to Career Planning
5. Grid Organizational Development Grid training is fundamentally based on grid organization
development developed by Blake and Mouton. It is a comprehensive and
systematic Organizational Development programme which aims at individuals, groups, and the
organization as a whole. Grid training utilizes a substantial number of instruments, enabling
individuals and groups to assess their own strengths and weaknesses; focuses on skills,
knowledge, and processes essential for effectiveness at the individual, group, inter-group, and
total organizational levels. Its specific objectives are as follows:
• To study the organization as an interactive system and apply techniques of examination
in diagnosing its problems.
• To understand the importance and underlying principle of methodical change.
• To evaluate the styles of leadership and techniques of participation to produce enviable
results.
6. Behaviour Modification Behaviour Modification is defined as "the alteration of behavioural
patterns through the use of such learning techniques as biofeedback and positive or negative
reinforcement." More simply, you can modify your child's behaviour with positive consequences
and negative consequences. Behaviour modification is based on the thought that good deeds
should pilot to positive penalty and bad behaviour should pilot to negative penalty. For Example,
Behaviour modification is often used to authority kids with ADHD, autism or oppositional
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disobedient disorder, but it can be effectual for kids of all types. Behaviour modification involves
positive retribution, negative retribution, positive strengthening and negative reinforcement.
7. Job Expectation Technique Conclusion prospect are a straight effect of novelty jobs to be done
(JTBDs), and they lead to ultimate new solutions that create more value and consumer
fulfillment than alive merchandise and armed forces. For example, the occupation of
maintenance your garments has many connected outcome prospect, such as reduce the time it
takes to clean garments, enhance the possibility of stain removal, and enhance the alleviate with
which garments are cleaned.
8. Organizational Renewal Process Organizational renewal can occur as an incomplete, nonstop
process or as interrupted change. Organizations need incessant regeneration because it adds a
level of constancy in the centre of interior and exterior triggers of change

Data collection

Feedback of information

Follow - up Action

Figure 4.5 Organizational Renewal Process

4.3. Personal Development
Personal development is an enduring procedure. It is a way for people to consider their skills and
merits, believe their aims in existence and position goals in order to understand and capitalize on
their potential.
Benefits of Personal Development
Self-Awareness

Improved focus and
effectiveness

A sense of direction

More motivated

Greater resilience

More fulfilling
relationship

Figure 4.6 Benefits of Personal Development
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4.4. Interpersonal Development
The personality magnitude of Organizational Behaviour, as discussed in the preceding part of the
text, merits, awareness, knowledge, attitudes, morals, expressive intelligence, and stimulus, shape
an individual. In each basis of relations, the individual faces different types of situations. Therefore,
how he affects the deeds of other/s and how his deeds are affected by others differ. Various
connections of organizational deeds are taken for the study in this part of the text. The present
chapter takes interpersonal.

On one to one
basis

On group to
one basis

On one to
group basis

On group to
group basis

Figure 4.7 Interpersonal Development Skills for Interpersonal Behaviour
Positive Thinking Generally, an individual with constructive thinking looks for constructive aspects in
any individual, object, or event while a person with negative thinking looks for unconstructive
aspects in these.
1. Mutual Trust Two individuals interacting among themselves should have communal trust.
Trust is a two – way interchange, that is, if one wants that others should hope him, he must
also hope others.
2. Empathy Empathy means sympathetic other’s viewpoint from his own point of view. It is
putting one’s legs in other’s shoes, or analytical oneself into the viewpoint of the other
person. When compassion is practiced in interpersonal interaction, many of the false
assumptions on which a scrupulous viewpoint is based are corrected and affinity of
conformity is indoors at.
3. Courtesy Courtesy means an act of graciousness and high opinion which is shown towards
others. When two persons interacting commonly Organizational development
courteousness to each other, the environment of mutual dealings becomes quite positive
which leads to free articulated and make the Organizational Development Process in right
viewpoint.
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4. Avoiding of Ego Problem emphasize on one’s ego is dysfunctional in any kind of human
communication, whether directorial or other.

Positive thinking

Avoidance of Ego
Problem

Mutual Trust

Courtesy

Empathy

Figure 4.8 Positive Thinking

4.5. Group Process
In every group, there are different processes that are used in attainment things done. A process can
be defined as a methodical method secretarial expansion Process of handling activities. Within a
work group, processes that have important implications for group presentation are announcement,
leader behaviour, power dynamics, conflict and Organizational Process, and group pronouncement
making.

Social Facilitation Effect
• Tendency for
performance to
improve
• Applicable in case of
group performance

Synergy in Group
• Take adavntage of
synergistic effect
• Popular in strategic
management

Social Loafing
• Common task may
actually decrease their
individual efforts.
• Social loafing may be
observed in a group
assignment

Figure 4.9 Group Process
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1. Social Facilitation Effect Social facilitation effect refers to the propensity for presentation to
improve or turn down in response to the attendance of others. Though this tendency is
relevant to person presentation also as some persons do better in attendance of some but
poor in attendance of some others.
2. Synergy in Group Groups are created fundamentally to take compensation of synergistic
effect. The Concept of synergy is quite popular managerial Process in planned management.
In fact, a group is matching to each other and they contribute positively to one another.
3. Social Loafing Social loafing is antithesis of synergy in group work which suggests that
accepted Organizational procedure working together on a common task may actually
decrease their person efforts; group work does not necessarily spurt group efforts.
a. When the division of work cannot be accomplished Organizational Process and person
efforts are hard to conclude, group efforts tend to loosen.
b. When the group is not consistent with high productivity norms, person members do
not make a payment to the fullest extent
Team building and Development Process
1. Problem Sensing There are a number of ways in which problem of a team can be
acknowledged. Often, the team itself defines which aspects of team construction it wishes to
employ on. This problem can better be acknowledged in terms of what hinders team
efficiency. At this stage, generally most of the members come forward with their influence
to identify the problems in the team.
2. Examining Differences, The perception of Organizational Process on an issue differs because
of their contradictory backgrounds, such as their value systems, individuality, and attitudes.
The perception may be brought to conventionality through the process of exercise on
observation which involves a number of psychological exercises principally differences.
3. Giving and Receiving Feedback The step of perceiving things and listening to each other may
be relayed back to the members as there is a opportunity that such processes may create
anxious situation in the team. Often, members report about the throbbing feelings that they
have at the time of assessment of their feelings.
4. Development Processing Interactive Skills The basic purpose of this process is to increase
the aptitude among the managerial development as to how they should interrelate with
others and engage in beneficial deeds.

Problem Sensing

Examining
Perceptual
Differences

Giving and
receiving
feedback

Follow - up
action

Developing
interactive Skills

Figure 4.10 Team Building and Development Process
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5. Follow – up Action This is the final stage in team construction. At this stage, the total team is
convened to review what has been academic and to recognize what the next step should be.
Follow – up action also helps in overcoming the negative aspect involved at the preliminary
stages of team building.
Power and Politics
Organizations are built by the aggregation of managerial Process for some ordinary goals, and in
order to realize these goals, managerial Process should behave in a manner particular by
organizational policy, Regulations, Policies, and other Method managerial Development Process.
Organizations try to achieve this through the process of influence performance of their members.
The process of influence involves a series of social interaction by which a person or a group of
persons is influenced by a different person’s or group of persons to act in conformance to the
influencing agent’s opportunity to do something. However, their method of Organizational
Development Process of influencing is changed. While influence and power tend to be close to
exerting pressure on targets, guidance is closer to persuasion to targets.
Concept of Power
Power is a team which has been defined in different ways by different theorists because power can
be used as a means of authority in different ways.
Definition
Max Weber, the famous sociologist, has defined power in social context as follows, “power is the
probability that one actor within the relationship will be in a position to carry out his own will
despite resistance. Power refers to a capacity that A has to influence the behaviour of B so that B
does something he or she would not otherwise do.”
Politics
Politics is universal phenomenon in planned society. Political behaviour is not limited to those who
hold community positions. We can expect political performance in every organization. In the earlier
section, we have seen how Organizational Process and groups in organization use Politics to gain
additional Power.
1. Politics is frequent in most organizations.
2. Managers have to be going through Organizational Development Process politics to be
successful.
3. Politics turn into more significant at higher levels.
4. Politics can detract from managerial efficiency.
Concept of Politics
It can be observed that everybody plays a few kinds of politics at a few point of time in the
organization. We can discover references that define politics as one or more of the following selfserving behaviour attainment of power, protection of one’s own domain, and building of support
during group formation. In all these cases, politics involves achievement of power or be around
control and engage in self – serving behaviour.
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Definition
“Politics refers to the structure and process of the use of authority and power to affect definition of
goals, directions and the other major parameters of the organization. Decisions are not made in a
rational or formal way but rather through compromise, Organizational Development Process, and
bargaining”.
To Do Activity
Ask the Students to refer the News Papers and Collect the news linked to the Concept of
Power and Politics in Organization.
Case study and Simulation Exercise
Case method of Organizational Development procedure tool of learning is very important in
management. This is why the cases are used as a pedagogical tool in mainly of the management
institutions. However, what is the Organizational Process of cases in a variety of pedagogical tools
depends on the policy of the individual institutions and the instructor’s own preference. Case
Method of Organizational Development Process of Learning has the following objectives
1. To acquaint the learners how a range of concepts and principles are followed in practice;
2. To convert Intra Organizational Development Process action of realism into official
instructions;
3. To explain Intra Organizational Development Process action of different types of objective,
strategies, problems, conditions, etc., prevailing in various organizational settings;
4. To explain development process of analytical and decision - creation skills; and
5. To explain development Process of self-governing thinking, but an Organizational Process
move towards to work in team situations.
Case Analysis
Prior to undergoing through other aspects of case method Organizational Development Process of
knowledge, the case under discussion requires analysis. The case analysis leads near the
Development Process of analytical skills in the participants. Usually, cases analysis involves a process
which progresses through the following steps.

Define the
Problem

Identify the
Alternatives

Analyse the
Alternatives

Decisions

Figure 4.11 Case Analysis
1. Define the Problem Each case has a problem or a amount of problems. A problem may be
defined as the gap among what is desired and what is being achieved. You may recognize
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the problem in the case by reading it more than once. At first reading, it is better to take
note of the points which you think important. Then, you might try to determine what the
major and minor problems are, jotting how you may analyse them.
2. Identify the Alternatives The problem approximately which the case is organized is
amenable to a solution by some possible alternatives, some of which are obvious from the
data of the case and from the description of the problems. The alternatives which are not so
clear are generated by the participants, at this stage; it is preferable to make as any
alternatives as possible lacking evaluating the worth of each. This will offer an Organizational
Process opportunity to solve the problem at a much wider canvas.
3. Analysis of Alternatives An analysis of alternatives, the most significant step in the case
analysis, comprises the break – up of alternatives into the parts with a vision to (I) detecting
the nature, Organizational Process, and function of the parts and (ii) detecting the original
relationship among a set of variables. These associations may be used to assess possible
courses of alternatives. The process of analysis begins with the taking apart of relevant
materials from the irrelevant ones. This process should be occupied very carefully because,
sometimes, the crucial irrelevant ones.
4. Decisions You may now be in a place to appear at some decisions through which a problem
or problems, as identified in the case by you, might be solved. At this step, perhaps your
personal factors - values, judgments, preferences, etc., - may play important role in your
decisions as these are associated very much with the choice process. Therefore, in making a
decision to overcome a particular problem, it is better to evaluate your decision in the
context to totality of the situations and the impact of your decision on these situations;
otherwise your decision may generate more problems solving only one.

Summary
S.No.
Concept
Brief Notes
1.
Organizational Development An
ongoing,
systematic process of
implementing
Process
effective organizational change opens in new window
2.
Organizational process
Determining what work is needed to accomplish the goal,
assigning those tasks to individuals, and arranging those
individuals in a decision‐making framework.
3.
Organizational Behavior
The study of human behavior in organizational settings, the
interface between human behavior and the organization,
and the organization itself.
4.
Team Building
Every individual contributes equally and performs his level
best to meet the team targets and achieve the
organization's goal.
5.
Social loafing
Tendency of certain members of a group to get by with less
effort
Than what they would have put when working alone.
6.
Power
The discretion to act or not act; the ability to cause or
prevent an action.
7.
Politics
Activities aimed at improving someone's status or
increasing power within an organization.
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Model Questions
1. Write the Concept of Organizational Development Process. Imagine that you own the
institution and you would like to bring the development to enhance Productivity.
Illustrate the Process you go through in your institution for the Development.
2. Explain in detail the Organizational Development Process intervention.
3. Write the Concept of Group Process towards Organizational Development.
4. Explain in detail the importance of Team Building in Organizational Development
Process.
References
1. Nirmal Singh, 2002, Human Relations and Organisational Behavior, Deep & Deep
Publications Pvt. Ltd.
2. Dr. V. Radha, 2012, Organizational Behavior, Prasanna Publishers & Distributors
3. Dr. C.D. Balaji, 2018, Organizational Behavior, Margham Publications
4. Prasad L M, 1984, Organisation Theory &Behaviour, Sultan Chand & Sons Publishers
5. Stephen P. Robbins & Seema Sanghi, 2005, Organizational Behavior, Pearson Education
(Singapore) Pte. Ltd.,
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Chapter 5 Organizational Culture and Change
Introduction
Culture of the organization is something that could predominantly land a business true competitive
advantage. Organizational culture is a multipart phenomenon and is formed in variety of ways, it
may instigate from the challenges and obstacle that organization face, it could be a premeditated
creation of the management, and People working in the organization have strong contribution in
forming a culture. Culture dictates how people and groups communicate and behave in the micro
and macro environment. High Performance Business Use Culture as source of spirited advantage.

Objective
➢ To learn the concept and speculative framework of Organization Culture and Change.
➢ To learn the effective and decent organizational Culture.
➢ To learn the Concept, Forces for and confrontation towards Organizational Change.

5.1. Definition of Organizational Culture
An executive once was asked what he thought organizational cultural meant. He said, “I can’t
exactly define it but I know it when am in it.” We, however, need a basic definition of organizational
cultural to better understand the phenomenon. In this section we propose one and review several
related ideas. Cultures comprises of everything from attitudes, experiences, beliefs to the values
that prevail in the Organization. All of this control the ways in which organization work within and
how it’s interacts with people and groups outside.

Aggresiveness

Attention to
Detail

Innovation and
Risk Taking

Team
Orientation

Stability

Out Come
Orientation

People
Orientation

Figure 5.1 A Representation of Organizational Culture
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1. Innovation and Risk Taking The scale to which employees are encouraged to be innovative
and take risk.
2. Attention to Details The scale to which employees are expected reveal precision, scrutiny,
and attention to details.
3. Outcome Orientation The scale to which administration focus on results or upshot rather
than on the technique and processes used to achieve them.
4. People Orientation The scale to which management decision takes into deliberation of the
effects of outcome on people within the organization.
5. Team Orientation The scale to which work activities are prearranged around teams rather
than individuals.
6. Aggressiveness The scale to which people are destructive and competitive rather than easy
going.
7. Stability The scale to which organizational activities prominence maintaining the status quo
in contrast to growth.

5.2. Cultural Functions
According to Gracia, “The Cultural function of X within a culture is the use to which X is put in that
culture. The Culture is the complex system of values, customs, beliefs, and social norms that regulate
activities within the community that has the culture, and the community is the group of people
involved.”

Enhances
Stability

Control
Mechanis
m

•It enhances the stability of the social system

•It is a sense making and control mechanism that guides and shape employee’s attitudes
and behavior

•Culture has its own boundary. The culure which exist in the organization may not exist
in some other ogranization. For example the Schools even the purpose is to provide
Boundary education their culture diifers based on the locality, students backround etc.

Sense of
Identity

Leads to
Group
Work

•Culture is the sense of identity.
•It says what group they belong to.
•For example we may say by their practice of rituals which religious community they
belong to.

•Culture facilitates commitment to something larger than individual self interest.

Figure 5.2 Important Features of Culture
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5.3. Creating and Sustaining Culture
An Organization Culture doesn’t go off out of thin air, and once recognized at rarely fades away.
What influences that foundation of culture? What reinforces and prolong it once it’s in place?
Today’s inclination toward decentralized organization makes culture more significant than ever, but
ironically it also make’s establishing a well-built culture more complicated. When formal authority
and control systems are condensed, culture collective meaning can point everyone in the same path.
However, employee’s structured in teams may show greater commitment to their team and it
value’s than to the organization as a whole. In fundamental organization, the lack of common face to
face contact make’s establishing a universal set of norms very difficult. Strong leadership that
communicates often about universal goals and priority is especially important in innovative
organization.
How a Culture Begins
An Organization modern customs, traditions and common way of doing things are for the most part
due to what it has done before and how victorious it was in doing it. This leads us to the eventual
source of an Organization Culture. “it founder’s free of preceding customs or ideologies, founders
have a visualization of what the organization should be, and the firms small size makes it easy to
enforce that vision on all member’s.
Keeping a Culture Alive
Once a culture is in position, practices within the organization sustain it by giving employee’s a set
of comparable experiences. The selection process, performance assessment criteria, training and
development activities, and encouragement procedures certify those hired fit in with culture,
reward those who support it, and castigate those who challenge it. Three forces play a particularly
important part in nourishing a culture “Selection practices, the actions of Top Management, and
Socialization, methods let’s look at each.

Selection

Top Management

Socialization

Figure 5.3 Three Forces of Culture
To Do Activity
Ask the student to write essay on the comparison between cultural function of the
Organization and Village Community. Describe how to change the culture of the
individual in the village to diminish the Open Defecation.
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1. Selection The unambiguous goal of the selection process is to recognize and hire individuals
with the knowledge, skills, and abilities to accomplish successfully.
2. Top Management The actions top management also has a major collision on the
organization culture. Through word’s and behaviour, senior executives recognized norms
that strain to the organization about, for instance, whether risk taking is enviable, how much
liberty managers give employee’s, what is suitable dress, and what actions earn pay raises,
encouragement, and other loot.
3. Socialization No issue how good a job the organization dose in recruiting and selection, new
employee’s need help adapting to the customary culture. That helps in socialization.

Productivity

Prearrival

Encounter

Metamorp
hosis

Commitment

Turnover

Figure 5.4 Socialisation
a. Pre – Arrival The phase recognizes that each individual arrives with a set of values,
attitudes, and potential about both the work and organization.
b. Encounter On entry into the Organization, the new member enters the encounter stage
and meet head-on the possibility that expectation’s – about the job, co-workers, the
boss, and the organization in general - may fluctuate from reality.
c. Metamorphosis at last, to work out any problems exposed during the come upon stage
the new member changes or goes through the Metamorphosis Stage.

5.4. How Employee Learn Culture?
Culture is transmitted to employees in a number of forms, the most effective being stories, rituals,
material symbols, and language.
1. Stories Stories such as these mixes through many organizations, anchoring the current in the
past and legitimating current practices. They typically take in narratives about the
Organizations founders, rule breaking, rag-to-riches successes, reductions in the workforce,
repositioning of employees, reactions to past mistakes, and Organizational coping.
Employees also generate their own narratives about how they come to neither fit nor fit
with the organization during the procedure of Socialization, together with first days on the
job, early connections with others, and first parody of organizational life.
2. Rituals Rituals are recurring sequences of actions that articulate and emphasize the key
values of the organization.
3. Material Symbols The outline of corporate control centre, the types of automobiles to
executives are given, and the existence or absence of corporate aircraft is a few examples of
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material symbols. Others contain the size of offices, the sophistication of furnishings,
executive perks, and attire.

5.5. Creating an Ethical Organizational Culture
The Organization Culture most expected to character high ethical principles among its members is
high in risk tolerance, low to moderate in ferociousness, and focused on means as well as outcomes.
This form of culture takes a long – term perspective and balances the rights of numerous
stakeholders, together with employees, stockholders, and the community. Managers are supported
for taking risks and innovating, disheartened from engaging in unrestrained competition, and guided
to heed not just to what goals are achieved but also how. If the culture is well-built and supports
high decent principles, it should have a very powerful and optimistic influence on employee
behaviour. What can manager do to create a more ethical culture? They can adhere to the following
principles.

Provide
protective
mechanisms

Be a visible
roale model

Visibly
reward
ethical and
punish
unethical

Communicat
e ethical
expecations

Provide
ethical
training

Figure 5.6 Principles of Ethical Organization Culture
1. Be a Visible Role Model Employees will stare to the actions of Top Management as a
benchmark for suitable behaviour.
2. Communicate Ethical Expectations diminish ethical ambiguities by contribution an
organizational code of ethics that states the organization’s crucial values and ethical rules
employees must chase.
3. Providing Ethical Training Set up seminars, workshops, and training programs to emphasize
the organization’s standards of conduct, simplify what practices are tolerable, and address
probable ethical dilemmas.
4. Visible Reward Ethical Acts and Punish Unethical Ones Appraise managers on how their
assessment compute up against the organization code of ethics.
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5. Provide Protective Mechanisms afford formal mechanisms so employees can examine
ethical dilemmas and description unethical behaviour without fear of reprimand.

5.6. Creating a Customer Responsive culture
A Positive Culture Organization emphasizes structure on employee potency, rewards more than it
punishes, and emphasizes individual strength and growth.
Building on Employee’s Strength
Although an Organizational Culture does not pay no attention to problems, it dose accentuate
viewing workers how they can benefit from on their strengths. As Management Guru Peter Drucker
said. “Most Americans do not know what their strengths are. When you ask them, they look at you
with a blank stare, or they take action in terms of subject knowledge, which is the wrong answer.”
Rewarding More than Punishing
Although most organizations are sufficiently focused on extrinsic loot such as pay and promotions,
they often forget about the authority of smaller reward such as commend. Part of creating a
constructive Organizational Culture is “Catching Employee’s doing something right.” Many managers
hold back praise because they’re afraid employees will shore or because they think praise is not
valued.
Emphasizing Vitality and Growth
No organization will get the best form employees who see themselves as mere cogs in the machine.
A optimistic culture recognizes the difference between a job and a profession. It supports not only
what the employee contributions to organizational efficacy but also how the organization can make
the employee more effective – personally and proficiently.
Limits of Positive Culture
Is a constructive culture a cure – all? Though companies such as GE, Xerox, Boeing, and 3M have
embraced aspects of a positive Organizational Culture, it is a new sufficient idea for us to be
tentative about how and when it mechanism best.
Organizational Change
No company today is in a predominantly constant environment. Even those with foremost market
share must change, sometimes drastically. Even though apple has been successful with its iPod, the
rising number of competitors in the field of tablet computers advises that apple will need to
persistently update and innovate to keep ahead of the market.
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Forces of Change
Table No 5.1 Forces of Change
Force

Examples

Nature of the Workforce

More cultural multiplicity aging population increased colonization and
outsourcing

Technology
Economic shocks
Competition

Social trends

World politics

Faster, cheaper, and more mobile computers and handheld devices
Rise and fall of global housing market financial sector disintegrate global
downturn
Global competitors
Mergers and consolidations
Increased government parameter of commerce
Increased environment attentiveness
Liberalization of attitudes toward gay, lesbian, and transgender
employees.
Rising health care costs
Unenthusiastic social attitudes towards business and executives opening
of markets in china.

Resistance to Change
Our egos are delicate, and we often see change as intimidating. One modern study showed that
even when employees are shown data that advocate they need to change, they handle onto
whatever data they can find that suggests they are okay and don’t need to change. Employees who
have pessimistic feelings about a change handle by not thinking about it, increasing their use of sick
time, and quitting. All these reactions can sap the organization of critical energy when it is most
needed. Resistance to change can be absolutely if it leads to open conversation and debate. These
responses are usually preferable to apathy or stillness and can designate that members of the
organization are occupied in the process, providing change agents an opportunity to explain the
change to fit the preferences of other members of the organization.
Individual Source
Habit

Selective
informati
on

Fear of
unknown

Security

Economi
c factor

Figure 5.7 Individual Source
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•

•
•

•

•

Habit To manage with life’s complexities, we rely on habits or planned responses, but when
confronted with change, this inclination to respond in our habituated ways becomes a cause
of resistance.
Security People with a high need for precautions are likely to defy change because it
becomes a source of confrontation.
Economic Factor Changes in job task or established work routines can stimulate economic
fears if people are anxious that they won’t be able to perform the new tasks or routines to
their preceding standards.
Fear of the Unknown Change substitutes ambiguity and improbability for the unknown.
Selective Information Processing Individuals are accountable of selecting processing
information in order to keep their perceptions unharmed.
Threat to
established
relationship

Structural
inertia

Limited
focus of
change

Threat to
expertise

Group
inertia

Figure 5.8 Organizational change

5.9. Managing Organizational Change
Now we turn to several approaches to managing change Lewin’s Classic Three steps model of the
change process, Kotter’sEight step plan.
Lewin’s Three Step Model of Chance Process
To Do Activity
Ask the students to create a chart on how Lewin’s Three Step Model can be examined in Waste
Management Process in the Urban/ Rural Community.
The restrictive forces, which obstruct movement away from equilibrium, can be decreased. A third
substitute is to combine the first two approaches. Companies that have been victorious in the past
are likely to stumble upon preventive forces because people question the need for change.
Similarly, research shows that companies with strapping cultures excel at incremental change but are
overcome by restrictive forces against essential change.
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Figure No 5.9 Lewin’s Three Step Model

Action Research
Action research is a change method based on the efficient collection of data and selection of a
change action based on what the analysed data designate. Its values are in providing a scientific
tactic for managing planned change.
Diagnosis

Evaluation

Analysis

Action

Feedback

Figure 5.10 Steps of Action Research

Action Research in Waste Management
Diagnosis
It refers to detection of the difficulty and Cause of it. When we want to implement the Waste
Management Process, we must identify the present situation of Waste Management process and
collision of poor Waste Management.
Analysis
It refers to analysing the date to get trustworthy information. This step will be helpful in bringing out
strategies to pick up or execute the Waste Management process in the area.
Feedback
After prepare the strategies in the previous step, the strategies must be collective to Stakeholders
and receive the response. In this step all the strategies must be translucent to the stakeholders. The
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feedback must be collected and changes must be taken place based on the effectual feedback.
Action
It is the time to put the strategies into preparation. The plans must be implemented and gets the
contribution from the stake holders.
Evaluation
In this step the whole process must be evaluated. The methodical and effective assessment helps in
correcting the drawback and ornamental the system of Waste Management Process.

Organizational Development
Organizational development is a collection of change methods that try to improve organizational
efficiency and employee well – being. OD methods value human and organizational growth, mutual
and participative processes and a spirit of inquisition. Contemporary OD borrows heavily from
postmodern philosophy in placing heavy prominence on the subjective ways in which peoples see
their environment.

Respect for
people

Participation

Confrontation

Trust and
support

Power and
equalization

Figure 5.11 Organizational Development Process
1. Respect for People Individuals are professed as responsible, reliable, and caring. They
should be treated with distinction and respect.
2. Trust and Support A effective and healthy organization is categorized by trust, authenticity,
openness, and a sympathetic climate.
3. Power Equalization Effective organization deemphasized hierarchal authority and control
4. Confrontation Problems should be openly confronted, not sweep under the rug.
5. Participation The more occupied in the judgment they are, the more people pretentious by
a change will be committed to implementing them.
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5.11. Empowerment and Quality of work life
Quality of Work Life
Quality of work life is a perception which talks about the overall focus on employee as a person
slightly than just the work done by him/her. Quality of Work Life is becoming an ever more popular
impression in modern times. It fundamentally talks about the methods in which an organization
can make sure the holistic well-being of an employee as an alternative of just focusing on workrelated aspects.
Ways to Achieve Quality of Work Life
Every organisation has its own way of achieving this. But the most universal basics adopted are
shown in the image below

Figure 5.12 Ways to Achieve to Quality of Work Life.
1. Providing Job Security If an employee is convinced that his job is sheltered, they are much more
undisturbed and can perform better. It gives them a confidence that even if something goes
wrong by mistake, their job will not be at stake
2. Rewards and Recognition If an employee is honour for a good performance, its helps them to
perform even better.
3. Flexible Work Timings Flexibility during working hours is something which is delightful by
employees. This gives employees a chance to do their work and also work on definite important
personal loyalty. This extensively contributes to improving the quality of work life for an
employee.
4. Increased Employee Participation Involving employees in consultation, strategies & feedback is
something which helps increase the employees QWL & involvement towards a particular role.
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5. Open Communication precision between management and employees gives them confidence
as they are restructured with the business and also feel at ease being amenable
6. Career Growth Plans Discussing the future of the employee in the company, absorbing aspects
of the job, career developments etc. are all delightful by employees
7. Job Enrichment Companies which are able to enrich the job with new tasks, better learning &
training, more opportunities etc. are more likely to keep employees happy at work.
Empowerment
Employee empowerment has been defined in many ways but generally means the process of
allowing employees to have input and control over their work, and the ability to openly share
suggestions and ideas about their work and the organization as a whole. Empowered employees are
committed, loyal and reliable. They are eager to share ideas and can serve as strong ambassadors for
their organizations
Steps to Empower Employees
Identify the Reasons of Empowerment Upper management starts the empowerment process. They
must be identifying the reasons and benefit to renounce authority and decision-making power to
lower levels of the organization.
Choose Employees to Empower Employees must want to be empowered. Some employees are
unenthusiastic to accept further responsibilities and decision-making power apart from of
prospective rewards. They need skills to make correct decisions and complete additional
responsibilities.
Provide role Information The Management must be define the role and assigns responsibilities,
authority, and decision-making power to meet company and subdivision goals and also define
limitations to clarify decisions employees will and will not make. Also, specify performance criteria
and rewards for exceptional achievement.
Share Company Information The Management share the in order relating to organization issues.
Explain company vision and values, clarify priorities, share some receptive information, list facts
people have and need, share good and bad in sequence, and view mistakes positively and teach
decision-making and problem-solving skills it help people to recognize the need for change.
Provide Training to Employees Teach them the basics of price and income. Open financial books and
notify employees of the situation so they can feel more associated to the company. Let employees
decide how to knob clients and give the unrestricted power when deciding what to spend in order to
mend a certain problem.
Inspire Individual Initiatives An enthused employee is a highly dynamic resource to a company and
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department. Management should take commencement to motivate the employees through
rewards.
Table No 5.2 Empowerment in the Perspective of Employee, Employer and Organization
Empowerment from the
Empowerment from the
Empowerment from the Organization’s
Employer’s perspective
Employee’s perspective
perspective
Influence through context
Open communication
Decentralization
The employer authority
Open communication is a
This means giving employees the influence
through circumstance
compliance to put our
to make timely decisions. Individual
implies trust in a higher
thoughts on the table; to
empowerment cannot occur within a
principle or guiding force
be exposed to examination;
highly federal system of control because
and belief in the creative
to own up to one’s ideas,
such systems detachment decision-making
impending of human nature. hypothesis, biases and
power for the few who divert the centre,
It is a matter of
fears; and help others to do
thus hold back individual initiative.
unquestioning the process.
the same
Create a feeling of inclusion Willingness and know-how Information sharing
Information
Develop an impression of
for working in teams
sharing is empowering. Employees need
enclosure across all levels,
It is a communal change
information about the Organization’s
making sure that everyone
that comes by learning
assignment and goals, information needed
has a voice and that their
respect for the assistance
to meet team objectives, and information
voices are heard.
of others.
about their individual performance.
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Empowerment is giving
accountability and the
freedom to choose the
means of achievement. It
means the leader moves
from "boss" to "coach."
However, the objective must
be clearly unwritten

Gain wisdom to be fully
empowered To move from
trust on superiors for
decisions, one must move
away from data,
information, and
knowledge to make
suitable decisions.

Contingent rewards Empowerment works
best when a reward system distinguishes
between employees based on recital.
Empowering Organizations reward
employees who make decisions that
donate to the accomplishment of the
Organization's purpose and goals.

Articulate the common
purpose The employer
needs to create the
apparition and clarify goals.
A lack of clarity about
required outcomes and role
potential is disempowering.
Being responsible for
specific opportunity is better
than not knowing where you
stand.

Tolerate uncertainty
Empowerment can be
aggressive. Expect some
employees to oppose
empowerment. This is
especially true when not
only the outcomes, but the
means and ways have
always been clearly defined
for them by others.

Teams’ development when individuals
move exterior themselves and become
disturbed with the success of all other
members. This means that employees
become anxious, not only with the success
of their abrupt responsibility, but also
withsuccess of the other members of the
team.
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Empowerment from the
Employer’s perspective

Empowerment from the
Employee’s perspective

Empowerment from the Organization’s
perspective

Equip people for success
Equip people for success to
indemnify a good chance of
success. This engage
training, resources, and
information.

Resilience and courage
come from within
The source of assurance is
not in others but in one’s
own strength.
Empowerment means to
be overconfident thinking
enough to live with
mistakes and failures
without being impaired.

Alignment
Empower people in an unaligned
organization can be counterproductive. If
people do not share a frequent vision, and
do not share universal goals, empowering
people will increase organizational stress
and make it impractical to maintain
rationality and direction.

Summary
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S. No.
1.

Concept
Organizational Culture

2.

Organizational Change

3.

Metamorphosis

4.

Waste Management

5.

Empowerment

6.

Work Life

7.

Socialization

Brief Notes
The values and behaviours that contribute to the unique
social and psychological environment of an organization
Organizational change is a field of management theory
that focuses on the stages that companies go through as
they evolve.
Cultural Metamorphosis refers to the major and subtle
changes that occur within a society. These changes may
be desirous or not. Culture has to do with the beliefs of
the people, which may be tangible or intangible.
Waste management (or waste disposal) are the activities
and actions required to manage waste from its inception
to its final disposal. Waste Management involves
collecting, transporting, disposing, recycling and
monitoring waste generated through human activities.
Empowerment refers to measures designed to increase
the scale of autonomy and self-determination in people
and in communities in order to enable them to represent
their interests in a responsible and self-determined way,
acting on their own authority.
Quality of work life refers to the favourableness or
unfavourableness of a job environment for the
people working in an organisation.
A continuing process whereby an individual acquires a
personal identity and learns the norms, values, behaviour,
and social skills appropriate to his or her social position.
The act or process of making socialistic.
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Model Questions
1. Write short note on Culture’s Function. Describe how the Cultural System in the Society
hinders Waste Management Process.
2. Explain the importance of Creating Ethical Organizational Culture in the Organization for
Development.
3. Write Short note how to bring the Customer Responsive Culture in the Organization.
4. Explain the Concept of Empowerment and Quality of Work Life.
5. “Reducing Open Defecation in India is Possible through minimizing the Resistance to Change
in the Rural Society” – Explain the Statement with examples.
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Chapter 1
Human Resource Functions and Motivation
Introduction
India, with its rich complement of skilled Human Resources (HR), is possibly unparalleled in the world.
Indians engaged in high-tech areas and in foreign countries have proved beyond doubt the high caliber
of their intellect. However, high rates of industrial mortality, a low share in foreign trade, widespread
industrial sickness, low returns on investment, and high capital-to-output ratios have reflected, among
others, an ineffective management of HR (Saini, 2000). HR can no longer be treated as a traditional
service function, bumping along the contours of corporate strategy; rather, it has to interact with the
latter closely.
Globalization of the Indian economy brings with it the latest advances in information and
management sciences (Kundu and Punia, 2002). HR has become dynamic, flexible, and creative, and
no longer confines to the culture or ethos of any single organization but a cross-fertilization of ideas
from different organizations. Human Resource Management (HRM) has become increasingly
important because of its role in providing a competitive advantage, a push toward competitiveness,
and an awareness of the demands of the technologically advanced environment of the future. Apart
from this role, the necessity of controlling labor costs has also elevated the role of HRM. It has gained
strategic overtones mainly after the emergence of the ‘excellence’ literature in the mid-1980s (Guest,
1992).

Objectives
•
•
•
•
•
•
•
•
•
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To develop the employment relations and knowledge in waste management and to resolve
the issues in social Enterprise.
To design and appreciate role of HR specialist for implementing HRM policies in Social
Enterprise by demand and supply forecasting Human resources.
To highlight the qualities of founders of Social Enterprise.
To motivate the manpower inclined on social concern, to attract them to retain them in
organization.
To discuss the history and evolution of HRM.
To explain the scope, nature and importance of HRM in the organization through their role’s
responsibilities, challenges etc.
To assess the major HRM functions and processes of HRM planning.
To relate strategic HR planning with the Social Enterprise management and decision-making
process.
To inculcate role of Job analyst for a social Enterprise.
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1.1 Human Resource Management

1.2 Changing Environment, Roles and Responsibilities of
HR Manager, HRM in Indian Context

1.3Motivation Theories

1.4 Human Resource Planning (HRP), Demand Forecasting
and Supply Forecasting
1.5 Job Analysis, Job Description, redesign, enrichment,
enlargement and job rotation

Figure 1.1 Chapter Flow – Human Resource Functions and Motivation

1.1 Human Resource Management
A large quantity of empirical evidence showing that combinations or bundles of HR practices lead to
favorable outcomes at the organizational level, such as financial performance, productivity, and
market value of the firm is available in SHRM literature (Arthur, 1992; Huselid, 1995, Mac Duffie, 1995;
Becker and Gerhart, 1996; Youndt et al., 1996). There is little agreement on whether a single set of
“best practices” leads to higher performance (Pfeffer, 1994) or whether the appropriateness of the
HR bundles is contingent on other critical firm-level factors such as strategy and technology. (Wright
and Mc Mahan, 1992; Snell, 1992).
Furthermore, the spread of public-owned enterprises (POEs) within nations has raised the stakes for
governments anxious to manage them better and see their performance improve. Their spread into
international markets has raised the stakes for private firms and policymakers anxious to assess their
impact on ‘free markets’. While profit maximization is widely regarded as the appropriate goal for
private firms, especially from the viewpoint of their shareholders, in the case of POEs, profitability is
only one of several goals, and often not the most important one. POEs may be expected to create
employment, help develop laggard regions, make unprofitable products in uneconomic plants,
develop national technological capabilities, hold down prices, or earn foreign exchange even if
pursuing these goals hurts their financial performances (Ramamurti, 1987). Sen (1975) has argued
that if profit is not the ex-ante driving force for creating POEs, it should not be used ex post to judge
their performances. Indian POEs are managed by a superstructure above the board of directors,
consisting of a supervising ministry, other ministries of the government, governmental audit agencies,
and the legislature. The media serves as another watchdog. Each of these groups has some capacity
to ‘reward’ or ‘punish’ POEs.
The study conducted by Ramamurti (1987) to measure performance of state-owned enterprises
(SOEs) has come out with the findings that SOEs should pursue a broad range of national objectives
rather than focus on narrow commercial objectives, and a majority of studies agree that public
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enterprises cannot be judged similar to private firms. No bureaucrat has placed a weight of more than
50% on profitability. The bureaucrats have been classified into (1) Type 1, who believe SOEs can be
judged similar to private firms by individual evaluators such as journalists and (2) Type 2, who espouse
views that are consistent with official policy, thus referring to them as ‘social-profit-oriented
bureaucrats. Individual evaluators such as journalists and union leaders rely on other criteria as well,
but none is as important as profitability; for bureaucrats as a group, no other criterion is statistically
significant. Their behavior contradicts official Indian policy and the prescriptions of welfare
economists considering that commercial profitability may conflict with social profitability. Based on
the results, the author has suggested that managers of Indian SOEs might seek profits to not only
reduce their financial dependence on the government and increase their autonomy, but because it is
expected of them by key outsiders. The author suggests that a safe strategy from a manager’s
viewpoint even one with a high social consciousness would be to somehow produce a profit first and
then to use the resulting surplus to promote noncommercial goals, so that social good does not have
to be generated at the margin at the expense of managerial autonomy, legitimacy, and external image.
The authors have recommended a performance measurement and evaluation system. Conventional
accounting and reporting systems developed in private sectors are not only inadequate for SOEs, but
also harmful in some ways, because they give external controllers a handy performance measure that
is not necessarily appropriate for SOEs.
Virmani (2004) has emphasized that “the expectations of people in relation to management and
organizations are based mainly on paternalism and its varied details. Personality and its attendant
organizational manifestations are central to the Indian Environment. To these, a degree of
centralization is expected. Mild authoritarianism is tolerated, as is a certain amount of discretionary
power in the hands of the trusted top man. A sense of belonging and other traditional Indian
idiosyncrasies are what people in Indian organizations expect”. The globalized Indian economy has
become a center of locus for leading MNCs in both manufacturing and service sectors. This has put
tremendous pressure on domestic companies to search and activate state-of-the art management
practices and initiatives.
Virmani (2004) has emphasized that, “the expectations of people in relation to management and
organizations are based mainly on paternalism and its varied details. Personality and its attendant
organizational manifestations are central to the Indian environment”. Thus, globalization of Indian
economy has become a center of locus for MNCs in both manufacturing and service sectors. This has
put tremendous pressure on domestic companies to look out for state-of-the-art management
practices and initiatives.
Evolution of HRM in India
In India, with the Nomenclature of Personnel function, the concern for labor welfare in factories
originated in the 1920s. The Trade Unions Act of 1926 gave formal recognition to workers’ unions. The
Royal Commission of 1932 recommended the appointment of labor officers, and the Factories Act of
1948 laid down the duties and qualifications of labor welfare officers. The Tata Group in India was the
pioneer during the initial developments of the personnel function (Bala Subramanian, 1994, 1995).
After Independence, in the 1950s, two professional bodies emerged; the Indian Institute of Personnel
Management (IIPM) was formed in Calcutta and the National Institute of Labor Management (NILM)
was formed at Bombay. In the 1960s, the personnel function began to expand beyond the welfare
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aspect, with the three areas of labor welfare, industrial relations, and personnel administration
developing as the constituent roles for the emerging profession (Venkata Ratnam and Shrivastava,
1991). In the 1970s, the thrust of personnel function shifted toward organizational ‘efficiency,’ and by
the 1980s, it had begun to focus on terms and issues such as human resource management (HRM)
and human resource development (HRD). However, the influence of social systems, caste,
relationships, and politics on Indian HRM policies and practices remain obvious (Sparrow and
Budhwar, 1997). The two professional bodies IIPM and NILM merged in 1980 to form the National
Institute of Personnel Management at Bombay. In the 1990s, the arguments presented were about
the difference between personnel management and HRM/HRD and the relabeling of job titles from
that of a “personnel manager” to “HRD executive” (Subramaniam, 1995; Budhwar and Sparrow, 1998;
Budhwar, 2000).
Global Evolution of HRM
Period before industrial revolution –
▪

The society was primarily an agriculture economy with limited production.

▪

Number of specialized crafts was limited and was usually carried out within a village or
community with apprentices assisting the master craftsmen.

▪

Communication channel were limited.

Period of industrial revolution (1750 to 1850) –
▪

Industrial revolution marked the conversion of economy from agriculture based to industry
based. Modernization and increased means if communication gave way to industrial setup.
A department was set up to look into workers’ wages, welfare and other related issues. This
led to emergence of personnel management with the major task as Worker’s wages and
salaries
• Worker’s record maintenance
• Worker’s housing facilities and health care
• An important event in industrial revolution was growth of Labour Union (1790).
• The works working in the industries or factories were subjected to long working hours
and very less wages.
With growing unrest, workers across the world started protest and this led to the establishment of
Labour unions.
Post Industrial revolution – The term Human resource Management saw a major evolution after
1850. Various studies were released and many experiments were conducted during this period which
gave HRM altogether a new meaning and importance.
• A brief overview of major theories release during this period is presented below
• Frederick W. Taylor gave principles of scientific management (1857 o 1911) led to the
evolution of scientific human resource management approach which was involved in
• Worker’s training
• Maintaining wage uniformity
• Focus on attaining better productivity.
• Hawthorne studies, conducted by Elton Mayo & Fritz Roethlisberger (1927 to 1940). –
Observations and findings of Hawthorne experiment shifted the focus of Human resource
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•

•
•

•

•
•
•

•
•

from increasing worker’s productivity to increasing worker’s efficiency through greater work
satisfaction.
Douglas McGregor Theory X and Theory Y (1960) and Abraham Maslow’s Hierarchy of needs
( 1954) – These studies and observations led to the transition from the administrative and
passive Personnel Management approach to a more dynamic Human Resource Management
approach which considered workers as a valuable resource.
As a result of these principles and studies, Human resource management became increasingly
line management function, linked to core business operations.
Some of the major activities of HR department are listed as• Recruitment and selection of skilled workforce.
• Motivation and employee benefits
• Training and development of workforce
• Performance related salaries and appraisals.
1917-18: 1st formal personnel department created to deal with tight labor market, high
turnover, waste and inefficiency, widespread strikes, union growth, government intervention,
takeovers
1920’s: HR used to “win” worker cooperation, through ensuring job security, benefits, etc.
1930’-50’s: “Human Relations” recognizes that there are psychological and social influences
to worker satisfaction, cooperation, performance; first focus on groups (not teams)
1960’s: Work design, rather than communication and cooperation in groups, is the key to
increasing worker motivation. Small work group design leads to greater employee effort,
group work provides opportunities for “self-actualization”; work is more interesting and
fulfilling.
1970’s: Quality of Work Life (QWL): emphasis on the value of human resources. PM becomes
HR.
1990’s-Present: TQM, reengineering, globalization, strategic HR, new technologies, diversity,
contingency models, holistic approaches to HR. HRM models include “high involvement”,
“high commitment”, “high performance work system”, “innovative work practices”. HR
becomes HRM.
Table 1.1 Functions of Human Resource Management

Human Resource Training
Planning
Development

Job Analysis
Recruitment
Selection
Placement
Orientation
Human Resource
Information
System

301

& Compensation

On the job and off
the job methods
Motivation
Career
Development
Counseling
Coaching
Mentoring

Wages/Salary
Incentives
Fringe Benefits
Employee
Welfare
Employee Safety
and Health

Performance
Management
System

Employee Relations

Past oriented
and Future
oriented
methods of
Appraisals
Promotion
Transfer
Employee
Separations

Participative
Management
Collective Bargaining
Conflict resolution
Grievance Redressal
Labour Relation
(Union)
Disputes and
Settlement
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Human Resource Planning: The philosophy behind SHRM, as narrated by Armstrong and Baron
(2005)’s approach to resourcing emphasis, is that matching resources to organizational requirements
does not simply mean maintaining the status quo and perpetuating a moribund culture. It means
radical changes in thinking about the skills and behaviors required in the future to achieve sustainable
growth and culture change. Human Resource Planning involves assessing future business needs and
deciding on the numbers and types of people required. Resourcing Plan is preparing plans for training
programs to help people from within the organization to learn new skills. Retention Strategy is
Preparing plans for retaining the people the organization needs. Planning for human resources is
compounded by complexities, mainly because of the greater number of uncontrollable and
unpredictable variables, both in the external labor market as within the existing internal resources
(Reddy, 1990).HR planning is also broadly defined as anticipating forthcoming business and
environmental hassles on the association and meeting the personnel necessities verbalized by those
situations (Cascio, 1987).
Training and Development in the strategic sense is concerned with the provision of learning,
development, and training opportunities, which ensure that the organization has the skilled,
motivated, and committed people it needs now and, in the future, and thus help to improve individual,
team, and organizational performance. SHRD is a development that arises from a powerful vision
about the people’s abilities and potential; it arises within the overall strategic framework of the
business.
Performance Management (PM) can be defined as a strategic and integrated approach to delivering
sustained success to organizations by improving the performance of the people working in them and
by developing the capabilities of teams and individual contributors. PM is termed strategic because it
is concerned both with the broader issues facing the organization if it is to function effectively in its
environment and with the general direction in which it intends to proceed to achieve long-term goals.
PM strategy is concerned with performance improvement to achieve organizational, team, and
individual effectiveness. Second, PM strategy is concerned with employee development. Third, PM
strategy is concerned with satisfying the needs and expectations of all the stakeholders in an
organization-owners, management, employees, customers, suppliers, and the public. And, PM
strategy is concerned with communication and involvement.
Reward strategy, named as Compensation, the study determines the level and mix of financial and
nonfinancial rewards required to attract, retain, and encourage individuals with the skills, abilities,
and competence necessary to deliver performance outcomes that support the achievement of
business goals.
Employee Relations strategy defines the intentions of the organization about what needs to be done
and what needs to be changed in the ways in which the organization manages its relationships with
employees and their trade unions (Harrison, 1997).
Nature of HRM
The economic elements of rural areas have developed extensively in late decades. In all nations
there are basic monetary and social strings. Agricultural increase is normal on 'great land' or in
progressively prosperous districts, and agrarian decay or relinquishment on more unfortunate or in
more minimal land. This has been joined by statistic and monetary change which has diminished the
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reliance of country occupants after cultivating and other essential ventures. In any case, new
mechanical and administration exercises have developed, in spite of the fact that not really in those
locales experiencing the most rural decline.
Innovative changes will keep on being a significant engine of progress in Europe's rural regions in the
coming years, especially information & communication technologies and new biotechnologies.
Numerous rural regions face long haul difficulties presented by a maturing population, just as
circumstances delighted in by population that profit by ceaselessly rising expectations for everyday
comforts. There is a general pattern towards a more prominent emptyasis on convenience and
personal satisfaction, for example, another ecological ethic, as expectations for everyday comforts
rise.
HRM is an administration work that causes supervisors to recruit, select, train and create individuals
for an association. HRM is worried about individuals' dimension in organizations.
The following perspectives establish the core of HRM
• HRM includes the utilization of the management gatherings and standards. The capacities and
standards are connected for procuring, evolving, keeping up and giving compensation to in
organization.
•
•

•
•

Choice identifying with workers must be incorporated. Choices on various parts of
representatives must be reliable with further Human Resource (HR) choices.
Assessments complete impact the viability of an organisation. Viability of an organisation will
effect in improvement of administrations to clients as astounding items provided at sensible
expenses.
HRM Functions are limited to business foundations as well as appropriate to non-business
associations, for example, training, healthcare, amusement and like.
HRM alludes to a lot of projects, functions and exercises planned and completed so as to
expand both worker as well as managerial usefulness.

Objectives of HRM
Personal objectives
To help the employees to reach their personal goals, such that these goals would contribute to
organisational goal. An employees’ personal goal should be appreciated, motivated and maintained.
Functional objectives
Each and every department should contribute to an appropriate level towards the success and so the
organisation should support the department to achieve this. Resources would go waste if HRM is not
used effectively to meet the organisational ultimatums.
Organizational Objectives
To appreciate the importance of HRM in achieving organisational goals and efficiency, HRM is not an
end nevertheless it is the means to help organisation to cohesive its goals.
Societal Objectives
To follows ethics and to have social responsibility for the society to use the resources for the benefit
of the society.
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Different objectives
• Achieve the fundamental organisational objectives by making and using a capable and
inspired workforce.
• To set up and keep up organizational structure and alluring working connections among every
one of the individuals from the organisation.
• Create co-ordination among separate and gathering inside organisation to verify the
organisations assimilation.
• To make offices and open doors for individual or gathering advancement to coordinate it with
the development of the organisation.
• To accomplish an effective usage of HR in the accomplishment of objectives of the
organisation.
• To recognize and fulfill single and organizational requirements by giving satisfactory and
impartial pays, motivating forces, worker advantages and government managed savings and
processes for testing effort, prestige, acknowledgment, safety, and also eminence.
• To keep up great employee optimism and human relations by continuing and refining the
different circumstances and offices.
• To fortify and welcome the human resources persistently by giving preparation and
improvement programs.
• To deliberate and add to the minimization of socio-economic troubles, for example,
joblessness, under employment, imbalances in the circulation of pay and affluence and to
progress the well-being of the general public by giving business chances to ladies besides
distraught segments of the general public.
• To give a chance to articulation and voice the board.
• To give reasonable, adequate and proficient leadership.
• To give facilities and states of work and production of positive environment for keeping up
stability of business.
• To make and use a capable and persuaded work power.
• Build up and keep up sound hierarchical structure.
• Make facilities to achieve a viable use.
• Recognize and fulfill individual and group needs.
• To increase the employee morale.
• Give reasonable, satisfactory and productive leadership facilities and conditions.
Role of the Environment: Sustainability is as yet not a key factor of rural improvement strategies nor
of the establishments that manage them. Numerous foundations presently can't seem to perceive an
ecological plan for these strategies or to think about long environmental confinements or tradeoffs
innate in a sustainable development approach.
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Figure 1.1 Scope of HRM
Several national reports states that rural development policy cannot be maintained on its own
because rural areas are linked with urban areas in terms of economics, social and environmental
aspects. This relationship should be comprehended and perceived when planning Rural Development
strategies, yet this has evidently not been the situation in numerous territories. Understanding
different interconnections and interdependencies among rural and urban territories, in the case of
neighboring or separated is one of the keys for translating maintainability in a rational and
comprehensive manner. Moreover, a scope of non-rural policy sectors, for example, transport, energy
sector and infrastructure, should be maintainable for practical improvement to be attainable. The
scope of HRM is indeed vast. All major activities in the working life of a worker from the time of his or
her entry into an organization until he or she leaves the organization comes under the preview of
HRM. The major HRM activities include HR planning, job analysis, job design, employee hiring,
employee and executive remuneration, employee motivation, employee maintenance, industrial
relations and prospects of HRM.
The range of Human Resources Management encompasses to
• All the assessments, strategies, factors, principles, operations, performs, and functions.
• Accomplishments besides methods related to the management of people as employees
in any type of organization.
• All the magnitudes related to people in their employment affiliations and all the dynamics
that flow from it.
An exhaustive study conducted by American Society for Training and Development (ASTD) identified
nine areas of HRM’ activities viz.
a. Human Resource Development
b. Design of the Association and Job
c. Assortment and Staffing
d. Training and Enlargement
e. Organizational Development
f. Reward and Benefits
g. Employee Aid
h. Union/Labour Relations
i. Personnel Research and Data System
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a. Human Resource Planning: The core objective of this activity is to ensure precise person appointed
in a right designation at the right time. This planning helps in ascertaining current and future
requirements of human resources also surplus and the shortage of the employees could be
calculated using this inventory. HRP forecast the demand and supply and also the source of the
resources. Development of enduring and short-range strategies to meet out man-power
requirement.
b. Design of Organization and Job: To design the organisation structure, authority, relationship and
responsibilities. Job design involves, Job description which defines the work content, job
specification identifies the attributes which is the most required for an employee to fill up suitable
job vacancies.
c. Selection and Staffing: Recruiting This is the process of recruitment and selection of staff. This
involves matching people and their expectations with which the job specifications and career path
available within the organization.
d. Training and Development: It needs an organised process to entity the training needs of the
employees not only to excel in the work but also to ensure the continued better performance
based on the future needs of the organisation
e. Organizational Development: Within the organisation there need to have an healthy interpersonal
relationship and tier-group relationship so that a synergic effect will arise which give rise to a better
organisation as a whole.
f. Compensation and benefits: Here the wages and the compensation were fixed based on scientific
methods in order to achieve fair and equal wages. Labour welfare measures were also designed to
give benefits and services to the employees.
g. Employee Assistance: The expectation, personality and character of every individual is unique.
Individuals may face problems on day to day basis. It could be personal or official. The employees
may be provided an individual support to listen to their problems or concerns for a creative and
happy environment.
h. Union-Labour Relations: To maintain peace and to improve the productivity, industrial relations
and labour relations were the key aspect.
i. Personnel Research and Information system: A deep understanding on behavioural science and
industrial psychology gives a better knowledge about the expectation of the workers, their
aspiration and behaviour. Technological advancement in production and production methods have
created a different environment from the past. Globalization has increased the competition.so a
continuous and the rigorous research is necessary in HR area. Effective communication system and
other information system is important to improve employee morale and motivation.
To Do Activity
Form a team of 5 members, assign each one as Marketing Manager, Production Manager, HR
Manager, System Manager and Finance Manager and draft HR policies of a company which
includes all functions of HRM.

HRM is an important concept; Personnel Management (PM) and Human Resource Development (HRD)
stand the parts of HRM.
Significance of HRM
Human resources are the most precious asset of an organization. They are the activators of non306
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human resources, means for developing competitive advantages and sources of creativity. Ghoshal
outlines the role of HRM in managing an organization in the following lines. “Indian Companies have
spruced up their strategic thinking; they have even moved a generation ahead with their
organisations.” But they still have managers who have been shaped by old models. They are essentially
a group of first-generation managers whose definitions of roles and tasks, personal skills and
competencies, ideas and beliefs about management have been shaped by an earlier model.
Significance of HRM can be viewed in three contexts; organizational, social and professional.
Organizational Significance
• Effective utilization of human resources to motivate them and to change their attitudes to
work and the organization.
• To develop personnel to meet the demands of the work effectively; and
• To ensure proper recruitment and to retain the personnel in the organization so that right
people are available.
The significance of human resource management deliberated by Yodder, Heneman and others, from
three viewpoints, viz., social, professional and distinct enterprise.
Social Significance: Proper management of personnel augments their self-respect by satisfying their
social needs. This is done by:
• Retaining a balance between availability of jobs and the job pursuers according to the
stipulations and needs;
• Providing appropriate and most productive employment, which influence bring them
emotional satisfaction;
• Making maximum utilization of the resources in an effective manner and paying the
employee a reasonable recompense in proportion to the influence made by him;
• Eliminating waste or improper use of human resource, through safeguarding of their
normal energy besides health;
• By helping people make their own assessments, that are in their attentions.
Professional Significance:Strong environment stimulates team work among the employees. This
healthy environment could be achieved by:
• Treating employees as a human-being
• Giving opportunity for personnel development
• To perform the work effectively, healthy relationships among the work groups should be
maintained.
• Employees’ skills and capacity should be maintained.
• Proper reallocation of the postings could be done for the postings given erroneously.
Individual significance
Focusing on individuals working in the organisation would help to accomplish its goals by:
•
•
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Effective motivation of the individuals would result in the creation of right attitude among
employees.
The goals of the organisation could be effectively utilised to fulfil Individuals social and
psychological needs of recognition, affection, love, belongingness, self-esteem and self
actualisation.
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Effective management of employees is paramount for every growth-oriented organisation.
Enterprises flourish by the competencies and efforts of the human resources.
Employees capabilities should be regularly monitored. Every organisation has Human Resource
Management
• To improve the ability of an individual.
• To develop the group cohesiveness, team and department spirit.
• To achieve effective co-ordination and co-operation from the employees for the
organisational effectiveness. 1.2 Changing Environment, Roles and Responsibilities of HR
Manager, HRM in Indian Context
• Changing Environment.
• Globalization.
• Technological Advances.
• Exporting Jobs.
• The Nature of Work.
• Workforce Demographics.
Roles and Responsibilities of HR Managers in Social Enterprises
1. Placing right employee at the right position
2. Giving orientation for the new employees
3. Giving training to the new entrants
4. Improving the performance of the employees
5. Developing interpersonal relationship
6. Interpreting the firm’s policies and procedures.
7. Controlling labor costs.
8. Developing the abilities of each person.
9. Creating and maintaining department morale.
10. Protecting employees’ health and physical condition.
HR leaders need to posses certain special qualities, if it is there so then HR could be brand as branded
strategic partner in business. Though the past work record of the HR leaders might be noteworthy,
there should be a focus on future challenges and business strategies. To develop an effective
department the HR leaders should posses the following qualities.
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▪

Clarity of thought and sense of Direction: HR leader should be able to view the organisation
as a whole or a wholistic approach for the growth organisation

▪

Business acumen. The word acumen means “keenness and depth of perception, especially in
practical matters. Thus it is an art that could be developed with regular practise and also it is
an art of connecting the scenario in the landscape of the business’ external environment and
the ways to enhance the profitability and then HR leader could execute the strategy to attain
the desired results.

▪

Patience. In a recent interview for Fast Company magazine, Steve Ballmer, chief executive
officer of Microsoft, “emphasized the importance of patience for succeeding in business. He
explained that products and businesses go through three phases: vision, patience, and
execution. And he said the patience stage is the toughest and most uncomfortable”.
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▪

Fairness. Our global economy is turbulent and always there exist a dilemma among the
business and HR fraternity especially when it comes to the matter of unfair practices,
implementation of short-term strategies and quick fixes, or to take a patient, long-term
approach towards sustainable development.

▪

Self-discipline: HR leaders have to face the situation which requires negotiation. The main
essence of negotiation is self-control. William Ury the author of a work entitled, “The art of
self-control a key to success” published by Harvard business school of Publishing states that
while negotiating emotional issues better strategy is to keep calm i.e not reacting.

▪

Risk taking ability: Risk taking propensity is the part of the business. So it is relevant to take
calculated risk in dealing with employees and other stakeholder as well which would
ultimately impact the bottom line of the business. Table 1. 2 Roles and Responsibilities of HR
Managers in Social Enterprises

Ashoka

Social entrepreneurs are individuals with innovative solutions to society’s most pressing social
problems. They are ambitious and persistent, tackling major social issues and offering new
ideas for wide-scale change.

Bornstein, D., A path breaker with a powerful new idea, who combines visionary and real-world problem2004
solving creativity, who has a strong ethical fibre, and who is ‘totally possessed’ by his or her
vision for change.
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Dees, J. G.,
2001

Social industrialists play the role of change representatives in the social sector, by:
Implementing a mission to create and sustain social value (not just private value); Identifying
and persistently pursuing new opportunities to serve that mission; Fetching in a process of
uninterrupted innovation, adaptation, and wisdom Acting boldly without being limited by
resources currently in hand;
Exhibiting intensified accountability to the constituencies functioned and for the consequences
created.

Light, 2006

A social entrepreneur is an individual, group, network, organization, or association of
organizations that pursues sustainable, large-scale change through pattern-breaking ideas in
what or how governments, non-profits, and businesses organize to address substantial social
problems.

Martin, R. L.
&Osberg, S.,
2007

The social entrepreneur should be assumed as someone who targets an
unsuccessful but stable equilibrium that causes the neglect, banishment, or suffering of a
segment of humankind; who brings to tolerate on this situation his or her stimulation, direct
action, creativity, courage, and fortitude; and who targets for and ultimately affects the
establishment of a new stable equilibrium that acquires permanent benefit for the directed
group and society at large.

PBS’ “The
New Heroes”

A social entrepreneur recognizes and solves social problems on a large scale. Just
as business entrepreneurs generate and transform whole industries, social
entrepreneurs act as the change agents for society, grabbing opportunities others miss in order
to improve systems, invent and propagate new approaches and advance sustainable
elucidations that create social importance.

Schwab
Foundation

What is a Social Entrepreneur? A pragmatic idealistic who achieves large scale, systemic and
sustainable social change through a new invention, a different tactic, a more arduous
application of known technologies or strategies, or a grouping of these.
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Skoll
Foundation

The social entrepreneur as society’s change agent: a pioneer of modernism that welfares
humanity. Social entrepreneurs are ambitious, mission driven, strategic, resourceful, and
results concerned with.

Thompson,
2002

People with the qualities and behaviours we associate through the business entrepreneur but
who operate in the community and are more apprehensive with caring and helping than
“making money’.”

Johnson,
2000
Nichols, A.,
2007

Social entrepreneurship is emerging as an innovative approach for dealing with complex social
needs. With its prominence on problem solving and social innovation, socially entrepreneurial
activities blur the traditional restrictions between the public, private and non-profit sector and
give emphasis to hybrid model of for-profit and non-profit activities.
Social entrepreneurship requires improvements designed to explicitly improve societal wellbeing, contained within entrepreneurial organizations which recruit, guide or contribute to
change in society.

Mair, J. &
Social entrepreneurship: Pioneering models of providing products and services that furnish to
Marti, I., 2006 basic needs (rights) that endure unsatisfied by party-political or economic institutions.

Journal of Strategic Innovation and Sustainability vol. 7(1) 2011 101
Barter, et al. (1999) found that three SHRM trends exist in leading firms: first, building the foundation
of a value-added HR function as a business strategy that relies on employees as a source of
competitive advantage and a management culture that embraces that belief; second, an operational
excellence, which focuses on client service for individual employees and managers and delivery of
these services at the lowest possible cost; and third, human-capital implications of business problems
that can access or modify the HR system to solve any business problem. In such a scenario, the need
for HR managers to possess strategic management ability (Table 2.7) is high if they aspire to be as
effective as their line managers.
To Do Activity
Select any Social entrepreneur and list out his qualities

HRM in Indian Scenario
Globalization
Ever emergent internationalization of trade has its effect on HRM as far as issues of new laws, dialects,
practices, rivalries, employees’ attitude, the board styles working ethics and so on. HR directors have
a tough time to manage more departments, increasingly heterogeneous departurent and greater
inclusion in worker's individual life.
Commercial Re-organisation
Restructuring identifies with unifications and acquisitions, joint endeavors, take-overs, streamlining of
departments internally . In these circumstances, it is hard to envision conditions that represent a more
prominent experiment for HRM than redesigns of the organisation itself. It is a test to deal with
employees' uneasiness, vulnerabilities, in securities and fears amid these dynamic patterns.
New Organizational structures
The fundamental challenge to HRM originates from the competitors whose characters were changing.
The challenge isn't between distinct firms however between star groupings of firm. Significant
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organizations are working through an unpredictable alliance, forgings with nearby providers and so
on. These connections bring forth totally new types of authoritative structure, which exceptionally
rely on a customary exchange of individuals and also informations. The test for HRM is to adapt to the
ramifications of these recently arranged relations, instead of progressively agreeable
connections/relationship that existed inside the enterprise for a very long time previously.
Changing Demographics of Workforce
Alterations in workforce are generally replicated by twin vocation couples, enormous lump of
youthful blood between age old superannuating representatives, working moms, progressively
taught and mindful employees and so forth.
These vibrant workforces have their own ramifications for HR administrators and from HRM
perspective is a genuine test to deal with.
Changed expectation
By means of the adjustments in workforce demographics, Employee desires and mentalities have
additionally changed. Conventional allurements like job security, house, and compensations are very
little appealing today, fairly workers are requesting Enablement and equality with the board.
Consequently' it is a test for HRM to update the profile of employees, and find new techniques for
procuring, training, Reimbursing and also motivating workforces.
New Industrial Relations Attitude
In the present unique world, even unions have comprehended that strikes and aggressiveness have
lost their importance and unions are extraordinarily influenced by it. The trade unions’ participation
has dropped radically universal and the fate of work development is in risk. The test before HRM is to
embrace a positive industrial relations attitude which should empower HR personnel to investigate
difficulties unfolding later on and to be arranged convert them into great prospects.
Restored People Focus
The need of the present world and business is the general population's methodology. The
organization, procedure, frameworks tactic which worked in post war period is not any additional
pertinent in the present monetary condition which is described by over limits and extreme challenge.
The test of HR supervisor is to concentrate on individuals and make them reasonable and
maintainable.
Dealing with the Managers’
Managers are novel clan in any all-purpose public; they trust they are class separated. They request
basic leadership, bossism besides self-determination to operate.
Weaker Society interests
Another challenge for HRM is to protect the interest of weaker sections of society. The dramatic
increase of women workers, minorities and other backward communities in the workforce has
resulted in the need for organizations to reexamine their policies, practices and values. In the name
of global competition, productivity and quality the interests of the society around should not be
sacrificed. It is a challenge of today’s HR managers to see that these weaker sections are neither
denied their rightful jobs nor are discriminated against while in service.
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Contribution to the success of organizations
The biggest challenge to an HR Managers to make all employees contribute to the success of the
organization in an ethical and socially responsible way. Because society’s wellbeing to a large extent
depends on its organizations.

To Do Activity
List out your expectation from a company to perform well.
1.3 Motivation Theories
Motivation Meaning
Motivation as the processes that account for an individual’s intensity, direction, and persistence of
effort toward attaining a goal. While general motivation is concerned with effort towards any goal,
we’ll narrow the focus to organizational goals in order to reflect our singular interest in work -related
behavior. The three key elements of motivation are
• Intensity: How hard a person tries
• Direction: Toward beneficial goal
• Persistence: How long a person tries
Maslows Hierarchy of Needs
The Hierarchy of Needs theory was coined by psychologist Abraham Maslow in his 1943 paper “A
Theory of Human Motivation”. The crux of the theory is that individuals’ most basic needs must be
met before they become motivated to achieve higher level needs. Maslow hypothesized that within
every human being there exists hierarchy of five needs
o Physiological – Includes hunger, thirst, shelter, sex, and other bodily needs
o Safety – including personal and financial security and health and wellbeing.
o Love/belonging – the need for friendships, relationships and family.
o Esteem – Internal factor such as self-respect, autonomy and achievement, and external
factors such as status, recognition, and attention.
o Self Actualisation – Drive to become what we are capable of becoming; includes growth,
achieving our potential, and self- fulfilment.

Figure 1.2 Hierarchy of Needs Theory
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Hertzberg’s Two-Factor Theory
In 1950s, psychologist Frederick Herzberg developed the Two-Factor Theory of motivation (otherwise
known as dual-factor theory or motivation-hygiene theory).
Analysing the responses of 200 accountants and engineers who were asked about their positive and
negative feelings about their work, Herzberg found 2 factors that influence employee motivation and
satisfaction.
a. Motivator factors – Simply put, these are factors that lead to satisfaction and motivate
employees to work harder. Examples might include enjoying your work, feeling recognised
and career progression.
b. Hygiene factors – These factors can lead to dissatisfaction and a lack of motivation if they are
absent. Examples include salary, company policies, benefits, relationships with managers and
co-workers.
According to Herzberg’s findings, while motivator and hygiene factors both influenced motivations,
they appeared to work completely independently of each other. While motivator factors increased
employee satisfaction and motivation, the absence of these factors didn’t necessarily cause
dissatisfaction. Likewise, the presence of hygiene factors didn’t appear to increase satisfaction and
motivation but their absence caused an increase in dissatisfaction.

Figure 1.3 Hertzberg’s Two-Factor Theory
Herzberg concluded that the replies people gave when they felt good about their jobs different
significantly from the replies give they felt bad. Intrinsic factor such as advancement, recognition,
responsibility, and achievement seem related to job satisfaction. Respondents who felt good about
their work tended to attribute these factors to themselves. On other hand, dissatisfied respondents
tended to cite extrinsic factor, such as supervisor, pay, company policies, and working conditions.
Alderfer's ERG theory
Alderfer classifies needs into three categories, also ordered hierarchically:
•

growth needs (development of competence and realization of potential)

•

relatedness needs (satisfactory relations with others)

•

existence needs (physical well-being)

This is very similar to Maslow. It can be seen as just collapsing into three tiers but may be a bit more
rational. For example, in Alderfer's model, sex does not need to be in the bottom category as it is in
Maslow's model, since it is not crucial to (the individual's) existence. (Remember, this about individual
motivation, not species' survival.) So by moving sex, this theory does not predict that people have to
have sex before they can think about going to school, like Maslow's theory does.
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Alderfer believed that as you start satisfying higher needs, they become more intense (e.g., the power
you get the more you want power), like an addiction.
Do any of these theories have anything useful to say for managing businesses? Well, if true, they
suggest that
• Not everyone is motivated by the same things. It depends where you are in the hierarchy
(think of it as a kind of personal development scale)
• The needs hierarchy probably mirrors the organizational hierarchy to a certain extent: top
managers are more likely to motivated by self-actualization/growth needs than existence
needs. (but try telling Bill Clinton that top executives are not motivated by sex and
cheeseburgers...)
McClelland Motivation Theory
David McClelland, an American psychologist studied the way the people satisfy their needs, factors
that motivated people and the motivators as such were studied. He found that people are motivated
by the drivers that could directly linked to their needs not with regard of age, gender, culture or race.
Based on the findings, he identified four types of motivational need:
1. Need for achievement
2. Need for power
3. Need for affiliation
4. Need for avoidance
Need for Achievement In general people wanted to achieve something based on their own
knowledge, need and so on within their boundaries. David Mcclelland focused on what drives an
individual to achieve something. On the completion of the study he found that feedback, innovation,
accountability of one’s own performance, task complexity were the four characteristics that drives
one to achieve.
Need for Power
Some people attach values to status, position, recognition. They wanted to direct or influence others.
They are the people works to attain power. The need for power comprise of personal power and
institutional power. Though they enjoy victory and competition and not open to feedback. People who
focus on individual powers often try to control other people which might not be productive always
people wanting institutional power will organise well to achieve organistonal goals.
Need for Affiliation
some people always wanted to be in groups and wanted to get affiliation. when such need is high,
they always wish that others to like himself/herself and always conforms to group behaviour. They
are the person who seeks cooperation.
Need for avoidance
People who are prone to fear of failure, rejection, and even success always tries to avoid situations
that are unpleasant. These type of need of a person forces oneself to be in the safer side and always
be in their comfort zone and never wanted to try new things.
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Vroom’s Expectancy Theory
In 1964, Canadian professor of psychology Victor Vroom developed the Expectancy Theory. In it, he
studied
people’s
motivation
and
concluded
it
depends
on
three
factors: Expectancy, instrumentality and valence. Abraham Maslow and Frederick Herzberg also
researched the relation between people’s needs and the efforts they make. Vroom distinguishes
between the effort people put in, their performance and the final result. His theory primarily relates
to motivation within a work environment. When employees can make choices in their work, Victor
Vroom argues that they will mostly choose that what motivates them the most.
Expectancy theory argues that the strength of a tendency to act in a certain way depends on the
strength of our expectation of a given outcome and its attractiveness. In more practical terms,
employees will be motivated to exert a high level of effort when they believe it will lead to a good
performance appraisal; that a good appraisal will lead to organization rewards such as bonuses, salary
increases, or promotions; and that the rewards will satisfy the employees’ personal goals. The theory,
therefore, focuses on three relationships
1.

Effort- performance relationship. The probability perceived by the individual that exerting a
given amount of effort will lead to performance.

2.

Performance- reward relationship. The degree to which the individual believes performing at
a particular level will lead to the attainment of a desired outcome.

3.

Rewards- personal goals relationship. The degree to which organization rewards satisfy an
individual’s personal goals or needs and the attractiveness of those potential rewards for the
individual.

Rewards- Personal relationship
Porter and Lawler
Porter & Lawler used expectancy theory proposed by victor Vroom as a foundation to develop their
expectancy model. Similar to Vroom’s theory, Porter and Lawler concluded that an individual’s
motivation to complete a task is affected by the reward they expect to receive for completing the task.
However, Porter and Lawler introduced additional aspects to the expectancy theory.
Lyman porter and Edward lower came up with comprehensive theory of motivation, combining the
various aspects that we have so far been discussing and using two additional variables in their model.
Though built in large part on vroom’s expectancy model, Porter and Lawler model is a more complete
model of motivation. This model has been practically applied also in their study of manager’s. This is
a multivariate model which explains the relationship that exists between job attitudes and job
performance.
As mentioned above, it is a multivariate model. According to this model, individual behavior is
determined by a combination of factors in the individuals and in the environment. Individuals are
assumed to be rational human beings who make conscious decisions about their behaviour in the
organisations. Individuals have different needs, desires and goals. On the basis of their expectations,
individuals decide between alternate behaviours and such decided behaviour will lead to a desire’s
outcome.
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Theory X and Theory Y
Douglas McGregor proposed two distinct views of human beings: one basically negative, labelled
Theory X, and The other basically positive, labelled Theory Y. after viewing the way in which manager
dealt with employees, McGregor concluded that managers views of the nature of human beings are
based on a certain grouping of assumptions, and that managers tend to mold their behaviour toward
employees according to these assumptions.
Under Theory X, managers believe employees inherently dislike work and must therefore be directed
or even coerced into performing it. Under Theory Y, in contrast, managers assume employees can
view work as being as natural as rest or play, and therefore the average person can learn to accept,
and even seek, responsibility.
To understand Theory X and Theory Y more fully, think in terms of Maslow’s hierarchy. Theory Y
higher-order needs dominate individuals. McGregor himself held to the belief that Theory Y
assumptions were more valid than Theory X. Therefore, he proposed such ideas as participative
decision making, responsible and challenging jobs, and good group relations as approaches to
maximize an employee’s job motivation.
Unfortunately, there is no evidence to confirm that either set of assumptions is valid, or that accepting
Theory Y assumptions and altering our actions accordingly will lead to more motivated workers. OB
theories need empirical support before we can accept them. Theory X and Theory Y lack such support
as much as the hierarchy of needs theories.
Quality of Work Life (QWL)
• QWL emphasizes improving the human dimension of work and enables an individual to
balance one’s professional life and personal life.”
• HR should try to improve QWL “by:
➢ introducing participative problem solving
➢ restructuring work
➢ introducing innovative reward systems, (Use points from compensation chapter)
•

➢ improving the work environment”
“Successful work-life programs can have a tremendous bottom-line business impact by:
➢ Reducing turnover
➢ Enhancing recruitment
➢ Reducing absenteeism
➢ Improving retention
➢ Improving productivity
➢ improving morale

•
•
•
•
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➢ Strengthening employee commitment
Child care
Elder care
Employer efforts
Health & wellness
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•
•
•
•
•

Parenting/fathering
Recruiting/retention
Telecommuting
The workplace
Work/life balance
[Source: http://occ.dws.state.ut.us/WorkLife/dwsdefault.asp]

To Do Activity
List down your personal activities of everyday and professional activities imagining you as a
manager of a company dealing social issues. Draft a Schedule on how you will manage a day i.e.
24 hours.

1.4 (HRP), Demand Forecasting and Supply Forecasting
HRP is all about forecasting personnel needs of an organisation, finding the best match among the
human resource supply and human resource forecast. The process of planning involves the business
environment and the objectives of a specific organisation.
Environmental Scanning
Proper vigilant of the external forces which influences the organisation should be monitored
systematically several external environmental factors are economic factors, technological
advancements, social concerns, political and legislative issues were key factors of the environment
scanning these forces is called environmental scanning which ultimately Indicates the turbulence in
the business in advance to some extent.
Organization Objectives and Policies
HR plans should be derived from organisational objectives. Though objectives are stated by top
management, HRP enables the actual number, qualification and other requisites for the organisational
performance and success should be derived fundamentally from the objectives.
Once the organization objectives are specified, communicated and understood by all concerned, the
HR department must specify its objectives with regard to HR utilisation in the organisation. In
developing these objectives, specific policies need to be formulated to address the following
questions:
1. Are opportunities to be filled by promotions from within or acquisition from outside?
2. How do the training and progress objectives line with the HRP objectives?
3. What union restraints are encountered in HRP and what policies remain needed to handle
these constraints?
4. How to enrich employee’s job? Should the routine and boring professions continue or be
eradicated?
5. How to downscale the organisation to make it more inexpensive?
6. To what extent production and procedures be automated and what can be done about those
displaced?
7. How to safeguard continuous availability of adaptive and flexible workforce?
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Figure 1.4 Organization Objectives and Policies
HR Demand Forecast
Demand forecasting is defined as the process which is done based on the future requirement of people
in specific number with a predefined quality and quantity for the proper functioning of the
organisation. Keeping annual budget and corporate plan as the base, demand forecasting should de
carried out. Forecast should be done such that the objectives are translated into activities at different
levels and functions.
Considering several factors from internal and external environment. Climatic conditions rules and
regulations governing the industry, national laws, human rights, socio-economic factors, political
factors were considered from the external factors. Internal factors such as production plan,
technology, budget, structure of the organisation, employee’s superannuation details, new projects
and existing project details. Both internal and external factors to be considered for demand and the
supply forecasts.
Demand Forecasting involves the estimation of the quantity & quality of people required to meet
future needs of the organisation. Demand forecast should be conducted to know about the followings:
(i) to quantify the jobs necessary for producing a given number of goods, or offering a given amount
of services; (ii) human resource mix could be determined (iii) staffing for various department in order
to avoid unnecessary expenditure; (iv) also helps to avoid shortages of employees when needed and
(v) to monitor the legal requirements with regard to reservation and other legal compliance.
Forecasting Techniques: There are several forecasting techniques available and few were mentioned
below in the figure 1.5
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Managerial
Judgement
Work Study
Techniques

Ratio Trend
Analysis

HR Demand
Forecasting
Techniques

Others

Delphi technique

Regression Analysis

Flow Models

Figure 1.5 HR Demand Forecasting Techniques
Techniques of HR Demand Forecasting
Managerial Judgment This technique viewpoints very simple. In this, managers sit together, discuss
and arrive at a figure which would be the future demand for labour. The technique may involve a
‘bottom-up’ or a ‘top-down’ approach. In the first, line managers yield to their departmental
suggestions to top managers who arrive at the company estimates. In the ‘top-down’ approach, top
managers prepare company and departmental forecasts. These forecasts are reviewed with
departmental heads and agreed upon. Neither of these approaches is accurate—a combination of the
two could yield affirmative results. In the ‘bottom-up’ and ‘top-down’ approaches, departmental
heads are provided with broad strategies. Armed with such guidelines, and in consultation with the
HRP section in the HRM department, departmental managers can formulate forecasts for their
respective departments. Simultaneously, top HR managers prepare company forecasts. A committee
comprising departmental managers and HR managers will review the two sets of forecasts, arrive at
unanimity, which is then presented to top managers for their approval.
Ratio-Trend Analysis This is the quickest predicting technique. The technique involves studying past
ratios, say, between the number of workers and sales in an organisation and forecasting future ratios,
making some allowance for changes in the organisation or its methods shows how an analysis of actual
and forecast ratios, between the number of routine suggestions to be processed by an insurance
company’s underwriting department and the number of underwriters engaged could be used to
forecast future requirement. Ratio trend analysis involves studying past ratios and forecasting future
ratios making some allowances intended for changes in the organisation or its methods.
Regression Analysis: This analysis is more statistically erudite one. Initial step to drawing a relationship
between sales and workforce size. From that a regression line could be derived i.e. a line that cuts
through the points in the diagram. By seeing the regression line, we can find out the employee
requirement.
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Work-Study Techniques: Through this technique it is potential to ascertain the length of the
production/operation and the number of employees required to complete the project. It includes the
production budget, volumes to be produced, individual department’s contribution, number of man
hours, working days and various other information with respect to the workflow.
Allowance will have to be made for absenteeism and idle time
1. Planned output for next year 20,000 units
2. Standard hours per unit 5
3. Planned hours for the year 1,00,000
4. Productive hours per man/year (allowing normal overtime, absenteeism and idle time) 20,000
units
5. Number of direct workers required (3/4) 50 Work-study techniques for direct workers can be
combined with ratio trend analysis to forecast for indirect workers, establishing the ratio
between the two categories the same logic can be extended to any other category of
employees
Delphi Technique : Delphi is the name of the ancient Greek Oracle. This technique is useful to forecast
the personnel needs of the company. This technique uses the expert opinion to arrive at the personnel
needs of the company. HRP plays a role of intermediaries. The expert opinion and the surveys were
thoroughly analysed until an agreement
Flow Models are often related with determining personnel needs. The most straightforward one is
known as the Markov model. In this method, forecasters will
1. Decide the time that ought to be covered. Shorter time line are normally more exact than longer
time line. Nonetheless, the time line relies upon the time span of the HR plan which, is controlled
by the key strategy of the enterprise.
2. Set up classifications, otherwise called states, to which the staff members can be allocated. These
classifications must not cover and should consider each possible class to which an individual can
be alloted. The quantity of states can nor be too enormous nor excessively little.
3. Analysis of possibilities of transitions form one phase to another phase keeping the past records
details. Demand should be accounted for those who move along the phase of transition.
4. Check yearly developments (additionally called ‘flows'') amongst states for a few timespans. These
states remain characterized as retaining (profits or misfortunes to the organization) or nonengrossing (alteration in position or work status). Misfortunes include, death, disability or
handicap, resigning from a company and leaving. Profits include incorporate acquisition, rehiring,
exchange and development by situation level.
5. Gauge the likelihood of changes starting with one state then onto the next dependent on past
patterns. Request is a component of supplanting the individuals who kind a progress. There are
options in contrast to the straightforward Markov model. One, named the semi-Markov, considers
the classification as well as the residency of people in every classification. All things considered,
probability of development increments with residency. Another technique is known as the
opening model, which predicts probabilities of development and number of opportunities. While
the semi-Markov model helps gauge development among those whose circumstances and
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residency are comparable, the opening model creates the best outcomes for an association.
Markov examination is favorable on the grounds that it settles on sense to leaders. They can
without much of a stretch comprehend its fundamental presumptions. They are, hence, prone to
acknowledge results. The inconveniences include: overwhelming dependence on past-arranged
information, which may not be precise in times of tempestuous change precision in figures about
people is yielded to accomplish exactness crosswise over gatherings
6. Other Forecasting Techniques New venture analysis will be useful when new ventures
contemplate employment planning. This technique requires planners to estimate HR needs in line
with companies that perform similar operations. For example, a petroleum company that plans to
open a coal mine can estimate its future employment needs by determining employment levels
of other coal mines. As in other fields, mathematical models are used in human need forecasting
too. One such widely used technique is the one given below
En = (Lagg + G) 1/x/ y

where, En is the estimated level of personnel demand in n planning periods (e.g. years). Lagg is the
overall or aggregate level of current business activity in rupees. Gn is the total growth in business
activity anticipated through period n in today’s rupees. xis the average productivity improvement
anticipated from today through planning period n (e.g. if x = 1.08, it means an average productivity
improvement of 8 per cent). y is a conversion figure relating today’s overall activity to personnel
required (total level of today’s business activity divided by the current number of personnel). It reflects
the level of business activity per person. The main purpose of this model is to predict En, the level of
personnel necessary in n periods. Prior to applying this model, estimates of Gn, x and ymust be made.
Such estimates may be based on the previous experiences of management, as well as on future
strategic choices to which the organisation’s decision makers are committed.22 As was stated earlier,
organisations follow more than one technique for forecasting their peoples’ needs. L&T, for example,
follows ‘bottom-up’ of management judgment and work-study techniques for demand forecasting.
Forecasting process in L&T begins during November of every year. The department heads prepare
their personnel estimates (based on details of production budget supplied to them) and submit the
estimates to the respective personnel managers (L&T has 11 plants in our country). The personnel
heads will review the estimates with the departmental heads and will send final reports to the Mumbai
office where a centralised HR department is located. Estimates are reviewed by the HR department
and final figures are made known to those personnel managers who initiate steps to hire the required
number of people in the following year. The forecast is made for a quinquennium, but is broken down
to yearly requirements.
To Do Activity
Pause and Ponder In today’s unpredictable environment, it is difficult to project HR demands
beyond a six-month time line. Debate.
HR Supply Forecast
Personnel demand analysis provides the manager with the means of estimating the number and kind
of employees that will be needed. The next logical step for the management is to ascertain whether
it will be able to procure the required number of personnel and to find the sources for such
procurement the sources. This information is provided by supply forecasting, also called bench
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forecasting. Supply forecasting measures the number of people likely to be available within and
outside an enterprise, after making allowance for absenteeism, internal movements and promotions,
wastage and changes in hours, and other conditions of work.
Supply forecast determines whether the HR department will be able to procure the required number
of personnel. Specifically, supply forecast measures the number of people likely to be available from
within and outside an organisation. Just as there are valid details why companies make demand
forecast, there are adequate arguments for supply prediction. In fact, rarer organisations estimate HR
provisions than demand. Reasons for supply forecast are that it:
a. helps quantify number of people and positions expected to be available in
b. help the organisation realise its plans and meet its objectives.
c. helps clarify likely staff mixes that will exist in the future.
d. assess existing staffing levels in different parts of the organization.
e. prevents shortage of people where and when they are most needed.
f. monitors expected future compliance with legal requirements of job reservations.
The supply analysis covers
1. Existing human resources
2. Internal sources of supply
3. External sources of supply
Present Employees Analysis of present employees is greatly facilitated by HR audits. HR audits
summarise each employee’s skills and abilities. The audits of non-managers are called skills
inventories and those of the management are called management inventories. Whatever name is
used, an inventory catalogues each employee’s skills and abilities. This summary stretches planners a
wide-ranging understanding of the competences found in the organisation’s workforce. Skills
Inventories Skills inventories amalgamate information about non managers in the organisation.
Because the information from skills inventories is used as input aimed at transfer and promotion
decisions, they should contain information approximately each employee’s current job. Seven broad
sorts of information are included in each aids inventory. They are:
1.
2.
3.
4.
5.
6.
7.
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Individual data— Age, Sex, Marital Status.
Skills— Edification, Job Experience, Training.
Special Qualifications— Membership in Specialized Bodies, Special Achievements.
Salary and Job History— Present and Past Salary, Dates of Pay Raises, Several Jobs Held.
Company Data— Benefit Plan Data, Retirement Facts, and Seniority.
Capacity of individual— Scores on Psychological and Other Tests, Health Information.
Special favorite of individual— Geographic Location, Type of Job.
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To Do Activity
Pause and Ponder Can you make a comprehensive list of skills a successful individual should
possess? Can you break them down on occupation/job-wise? The popularity of skills inventories has
increased with the proliferation of computers. Although traditionally, most of the desired
information was available from individual personnel files, compiling was time consuming before
computers became readily available. Use of computers for collecting, storing, maintaining,
retrieving and validating HR data is popularly called the human resource information system (HRIS).
1.5 Job Analysis, Job Description, Redesign, Enrichment, Enlargement and Job Rotation
QWL can be enhanced by Job design, workplace changes, employee empowerment, Involvement,
teamwork, Automation, eliminating boredom, job enlargement, enrichment, Job study and job
environmental changes.
Each one is explained as follows:
• Definition: specification of the work events for an individual or set within a managerial setting.
• Behavioral factors:
o Degree of labor specialization (advantages, disadvantages).
o Job enlargement (vertical/horizontal) and job enrichment.
• Physical considerations:
o Work-task continuum.
• Technical feasibility:
o Whether the job is within physical & mental capabilities of the workforce.
• Economic feasibility:
o Whether the cost of performing the job is less than its added value.
• Behavioral feasibility:
o Whether the job is intrinsically satisfying.
Job - Consists of a group of tasks that must be performed for an organization to achieve its goals.
Position - Collection of tasks and responsibilities performed by one person; there is a position for
every individual in an organization.
Job Analysis- Systematic process of determining the skills, duties, and knowledge required for
performing jobs in an organization.
Job Description– document providing information regarding tasks, duties, and responsibilities of job.
Job Specification– minimum qualifications to perform a particular job.
Job Design Trends
• Quality at the source.
• Cross-training—multi-functional workers.
• Employee involvement/creation of teams.
• Feedback systems.
• Outsourcing tasks.
• Automation
• Meaningful/rewarding jobs.
• Labor/organizational changes.
• More technology, fewer workers and organizational layers.
• Increased employee involvement.
• Composition (gender/ethnic diversity).
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•
•

Thus, managers have different roles.
Mentors or coaches rather than “bosses.

Job Enlargement
▪

Horizontal expansion of the job by increasing the scope of the work assigned

▪

Enhances pride of work and sense of accomplishment, but reduces productivity

Job Enrichment
▪

Vertical expansion of the job by increased worker responsibility—planning and inspecting

▪

Adds sense of control and enhances sense of pride

Job Rotation
▪

Shifting of cross trained workers to other tasks

▪

Broadens understanding and can reduce fatigue

Types of Job Analysis Information
Considerable information is needed, such as:
• Worker-oriented activities
• Machines, tools, equipment, and work aids used
• Job-related tangibles and intangibles
• Work performance
• Job content
• Personal requirements for the job
Summary of Types of Data Collected Through Job Analysis
• Work Activities – work activities and processes; activity records (in film form, for example);
procedures used; personal responsibility
• Worker-Oriented Activities– human behaviors, such as physical actions and
communicating on the job; elemental motions for methods analysis; personal job
demands, such as energy expenditure
• Machines, Tools, Equipment, and Work Aids Used
• Job-Related Tangibles and Intangibles– knowledge dealt with or applied (as in accounting);
materials processed; products made or services performed
• Work Performance– error analysis; work standards; work measurements, such as time
taken for a task
• Job Context– work schedule; financial and nonfinancial incentives; physical working
conditions; organizational and social contexts
• Personal Requirements for the Job– personal attributes such as personality and interests;
education and training required; work experience
Job Analysis Methods
• Questionnaires
o Position Analysis Questionnaire
o Functional job analysis
• Observation
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o Critical incident technique
• Interviews
• Employee recording
• Combination of methods
Job Design
Process of determining the specific tasks to be performed, the methods used in performing these
tasks, and how the job relates to other work in the organization
• Job Enrichment- Basic changes in the content and level of responsibility of a job, so as to
provide greater challenge to the worker
• Job Enlargement- Changes in the scope of a job to provide greater variety to the worker
To Do Activity
Write Job description for an HR executive to work on waste management related
organisation
• Reengineering – Fundamental rethinking and radical redesign of business processes to
achieve dramatic improvements in critical, contemporary measures of performance, such
as cost, quality, service and speed
Summary
HRM in present has gained strategic overtones to accomplish the organization’s objectives.
Particularly in social enterprises involved in waste management needs a thorough understanding of
its strategies to accomplish its goals. In connection to this Sheppeck and Militello (2000) emphasized
that configuration notion plays an increasingly important role in HRM. They presented a conceptual
framework of organization configurations. Configurations observed in practice, rather than “pure”
configurations derived from organization theory, constitute the factors environment, business
strategy, HRM practices, leadership values and behaviors, and organization effectiveness. A synergy
exists among the first four factors, which influences operating effectiveness. They focused on a broad
array of HRM practices grouped into four SHRM dimensions
Only by studying these systems holistically and attempting to untangle the interactions among the
external and internal variables over time does a true picture emerge regarding effective social
enterprise, a picture that will help both the theorist and practitioners to understand the action in
organizations.
A study by Rose and Naresh Kumar (2006) used SHRM variables, which showed that careful
management of Human Resource necessitates a strategic focus in the organization, and research in
the area of SHRM has been almost exclusively carried out in the western world. The study specifically
chose Japanese multinational corporations for analysis, keeping in mind that they might work their
system practices into Malaysian operations. The authors reviewed the theoretical frameworks
involving the universalistic, contingency-based and configurational perspectives of SHRM.
The excellent companies studied here carried out their staffing, training and development,
compensation, performance management, and employee relation functions in a way that supported
and contributed to each organization’s major business strategy. Further, although the formal HR
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policies were similar across organizations, the ways in which these policies were implemented differed
widely among the participant firms, as did the strategic initiatives of the firms. The key variable that
influenced the link between HRM and effectiveness was HR competency. Thereby the role of HR
manger is the vital need of the hour to achieve the vision of social enterprise
Model Questions
1. Explain your understanding on Human Resource Management.
2. What is ‘Soft HRM ‘&’Hard HRM’?
3. What is nature of HRM ?
4. List the objectives of HRM .
5. Enumerate the roles of HR Manager.
6. Discuss the role of a human resource manager in a social enterprise in developing its human
resource, consistent with the needs of individual, organization and society..
7. Discuss the significance of Human resources in a Social Enterprise .
8. Discuss the scope of HRM.
9. Are people always organization ‘s work valuable assets? Why or why not?
10. In what ways can effective HR contribute to profits or an enterprise’s objectives?
11. Describe the HR’s role as strategic partner in formulating & in executing strategy
12. Is it correct to say that all managers are involved in the HRM function?
13. "A pay packet alone is not adequate to attract and retain competent employees." Elaborate
the statement and discuss the related concepts.
14. How do you motivate your employees? What is more important to your money or position?
15. What are the challenges to manage people in an unstructured environment?
16. What are the qualities of HR Manager in a Social enterprise?
17. List the evolution of HRM.
18. How to measure HR influence on the organization.
19. List the types of policies.
20. Explain job analysis.
21. 21.What is the process of Job analysis?
22. 22.What are the methods of collecting Job analysis data?
23. 23.Write down the contents of job description
24. 24.Explain the following terms:
(a) Job enlargement
(b) Job enrichment
Part B
1. “To be a strategic business partner, should HR managers enhance organizational
performance, expand human capital, be cost- effective. Discuss
2. List the best HR practices in organization.
3. Trace out the difference eras of development of HRM. What is policy? Differentiate between
policy &procedures?
4. Explain the duties and responsibilities of Human Resource manager in a social enterprise.
5. Explain the qualities of HR as a social entrepreneur
6. Explain the importance and objectives of HRM.
7. Explain the competitive challenges faced by HR managers in current scenario.
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8. “Though the personal policies guide all managers in attaining their goals, their administration
is hindered by various factors.” Comment
9. Explain the changing role of HRM in the emerging business scenario in India.
10. Design HR policy for “Waste Management company “?
11. What are the major functions of HRM?
Caselet
Narayana Health (NH) comprises of a dynamic, vibrant and dedicated team of medical and
administrative professionals with diverse skill sets and unique talents. What galvanises them as a team
is ‘a call to serve’ and their commitment to deliver high quality care. NH firmly believe in people
engagement and ensure growth and fulfilment to all associates through skill enhancement programs
like SMART, BELS, I CONNECT, Vocational and Short-Term Training programs for Doctors, Nurses and
Allied healthcare professionals. There is a wealth of clinical knowledge to be gained from the
experience of their senior doctors and nursing associates as well. NH has a well-planned induction &
new hire support program to help new associates adapt to the NH culture. NH provides career
development opportunities which are made accessible for all through the Learning Network. The
blended learning programs from academics to soft-skills cater to diverse professional needs and shape
up the talent for further career progression.
NH believes in equal opportunities & fairness at the work-place and has a grievance redressal
committee in place. Keeping the work life balance in mind, they have a library facility and a crèche
facility for young children of associates. NH provides growth opportunities to associates by offering
stretch assignments and opportunity to work in cross-functional teams. Individual & team
contributions are rewarded & recognised through various awards at Group and Unit levels.
How will you invite healthcare professionals to explore the vast possibilities at NH and discover a
rewarding life of Innovation, Team work, Achievement and Camaraderie?
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Chapter 2 Human Resource Planning and
Compensation Management
Introduction
The first and foremost function of management is planning. Planning for human resources is
cumbersome as the prediction about human behavior is complex .That is why more populated country
like India also, suffers from lack of employable workforce .Employment is not the problem universally
,but the problem is to identify right number of people with the appropriate competency (Skill,
Knowledge and Ability ) to carry out the right task at the right point of time .Employee retention is a
pervasive problem which has to be dealt with utmost care .At this juncture identifying employees who
have a social concern and in waste management will be a complex task which can be done effectively
by combining various sources for recruitment. Selection tests should be reliable, valid and practically
applicable to predict the potential of the candidate. Modern methods are available Gamification,
usage of social media, HR Analytics and HR portals for executive type of employees. Internal human
resources can be tapped if we have clear HR Policy in filling up a vacancy for various positions. This
will bring in a succession planning initiate and career management. The service culture program can
be inculcated in the orientation program itself by disseminating the vision, mission and aim of the
organization. The most important function is compensation management as it relates to legal
compliance, employee performance, Organization outcomes, morale, motivation, conflict
management, employee welfare, and grievance redressal. Thereby it is discussed in detail. In service
sector implicit and explicit knowledge has to be tapped.

Objectives
1. To identify various sources of Recruitment within and outside the organization for fixing the
appropriate source for various positions.
2.To understand the strength of E- Recruitment in the digital era
3.To know the steps in selection process for implementation
4.To choose appropriate selection method for various positions
5.To derive succession planning by transfer and promotion as internal source of recruitment
6.To realize the importance of orientation program as a training module
7.To recognize the placement as the final step in Human resource planning
8.To be familiar with the components of Compensation ,Factors affecting it and its vital contribution
in effective management of Human resources particularly in Social enterprises
9.To distinguish data, information and Knowledge management
10.To highlight some issues in HRM
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2.1 Recruitment

2.2 Selection

2.3 Transfer, Promotion, Orientation and Placement

2.4 Compensation

2.5 Knowledge Management

2.6 Issues of HRM in Organizations

2.1 Recruitment
To build a strong professional bond among these individuals in appropriate numbers with the good
skills and at sufficient times to apply for open positions within the organization.
When HR development influence the requirement for extra labor, establishments have a several
ranges to make. The first step of full-scale staffing and selection procedure but occasionally hiring
supplementary employees is not the quiet good process to assess additional labor. Hence, it may be
applied for an association to assume alternatives towards recruiting such as subcontracting or
conditional labor. On this issue if this is a provisional variation in effort volume, the simplest besides
easy solution may be part-time labor or overtime by current employees. Since the budgets of staffing
and selection can be staggering, hiring new employees should concern only after several explanation
could clear up these deliberation and only when the organization enhance a enduring need for
additional labor. Approximations of the cost to change supervisory, practical and management
employees run from 50 percent to numerous hundred percent of their salaries (SHRM White paper,
Employee Turnover Harms Small and Large Company Profitability, Richard Gal breath, SPHR, 2000).
Substitutes to recruitment are Outsourcing, Contingent labor, Part-time employees, Overtime.
Budgets of recruitment and selection is an important apprehension to any organization changing
supervisory, technical and management personnel can cost from 50 percent of remuneration to
several hundred percent of salary There by right person in the right place will solve most of the
problems
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Figure 2.1 Internal and External Sources of Recruitment
Source: K.Aswathappa, Human Resource Management,7th Ed
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Purposes and Importance
The main purpose of recruitment is to govern a pool of potentially qualified job candidates. Precisely,
the purposes are to:
1. To govern the present and future requirements of an organization concurrence with its personnelplanning and job-analysis tasks.
2. Maximize the pool of job candidates at minimum budget.
3. Help maximize the success rate of the selection process by minimizing the number of visibly under
qualified or overqualified job applicants.
4. Help shrink the probability rate that job applicants, once recruited and selected, will go from the
organization only after a stipulated period of time.
5. Exhibiting the organizations legal and social obligations about the composition of its workforce.
6. Start identifying and preparing prospective job applicants who will be the right candidates for the
right jobs.
7. Maximizing organizational and individual performance in the short term and long term.
8. Measuring the efficiency of different recruiting techniques and sources for all varieties of job
applicants.
Factors Influencing Recruitment
Recruitment is naturally subject to influence of several factors. These include external as well as
internal forces

Figure 2.2 Factors Influencing Recruitment
Source: K.Aswathappa, Human Resource Management,7th Ed
Recruitment Process
As was stated earlier, recruitment refers to the process of identifying and attracting job seekers so as
to build a pool of qualified job applicants. The process comprises five interrelated stages, viz.: (i)
planning, (ii) strategy development, (iii) searching, (iv) screening, and (v) evaluation and control
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Figure 2.3 Recruitment Process
Source: Herbert G.Heneman III, et. al.,Personnel/Human Resource Management, p.

Internal Recruitment
Internal recruitment seeks applicants for positions from those who are currently employed.
Internal sources include present employees, employee referrals, former employees, and
former applicants.
•

Job Posting: The procedure of informing job preambles to employees.
> Job announcement must be made accessible towards all employees.
> Confirmunder ground workers and underprivileged individuals are conscious of job
prospects.
> Employee pessimism stimulus when there remains not “equal” chance for open
positions.
• Employee Appointments:
> Some accept this is the way to the best employees.
> Can propagating prejudiced hiring performs?
Job posting is the process of proclaiming job starts to all employees. Some firms have established
on- line descriptions of job proclamations that are sent out as electronic mail to all employees and
some advertise employment newssheets or flyers. The proclamation should contain information
about the position of the job, the credentials& experiences and guidelines for applying for the job.
The main cutting-edge job posting is that the job announcement is made in order to available to
all employees. Sufficient job posting can confirm that marginal workers and other disadvantaged
staffs are attentive of occasions within the organization. HR must safeguard that all employees
have an equitable prospect to apply for the works that are available in the organization. Employee
pessimism can occur when jobs are posted but the organization has already designated a strong
internal candidate for the position of the job. Such practices type umbrage and mistrust among
employees when they believe the job posting is just an eye wash or formality through little real
opportunity for progression.
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Employee Referrals: Current employees can play an important role in recruiting new employees
and some organizations recompense a bonus to employees for fruitful recommendations. There
is a downside near wide-ranging use of employee recommendations. The EEOC acquiescence
manual issued in 2006 updated supervision on the exclusion of discrimination underneath Title VII
of the Civil Rights Act of 1964. The manual evidently cautions that relying proceeding word-ofmouth recruiting may generate aspirant pools that do not replicate the assortment of the labor
market. Consequently, it would seem thoughtful to use employee recommendation
parsimoniously.
External Employment
• Employ consultants
• Executive exploration organizations
• Internal recruiters
• Native advertising
> Newspaper
> Multimedia
• Internships
• Job fairs
• College recruiting
• Walk-in intreview
• Private assistances and executive search organization are most commonly used to recruit
white-collar employees; however, they can be used for practically any type of position of the
job. Using job standards provided by your organization, an agency will provide the applicant
pool and do the preliminary interviews, thereby screening out unqualified candidates and
sending to you only those who are actually qualified for the position of the job.
• Big establishments often have in-house recruiters whose sole emphasis is to create qualified
candidates for open positions. Recruiters are frequently used in high-tech industries and they
focus their progress on technical schools, community colleges and universities.
• You may select to announce the open position in local newspapers, trade, journals, radio and
television. Advertising can sequence from a simple help wanted ad in the classifieds to a
hypermedia campaign. By tradition, local newspaper advertising has been the common
technique of recruitment, particularly for access-level positions, as it is low budget and can
produce a good sum of candidates.
• An internship is a typical form of recruitment where a student is placed provisionally in a
position with no responsibility by either the student or the organization to make this a
enduring position of the job. The internship may be a summer or part-time job while the
student is in school, enabling the student to study the organization and try out the job before
settling hooked on a career. It also empowers the organization to try out a probable future
employee before creation a job offers.
• Dependent on the environment of the job you are hiring for, you may also get some
spontaneous, walk-in applicants.
E-recruiting
• Electronic, also called online recruiting is much sought-after source of recruitment made use
of by all organizations. Job portals like Naukri, Monster, and Shine enable recruiters to reach
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out to a large audience. This source is widely used for entry level and mid-level positions.
Employers can electronically screen candidates’ soft attributes, direct potential hires to a
special website for online skill assessment, conduct back ground check over the Internet,
interview candidates via video conferencing, and manage the entire process with web-based
software. Companies benefit immensely through wide reach, cost savings and speed
enhancement. Employees too are benefited in the sense that they can access over a broader
array of company postings than was possible earlier. There are negatives associated with online recruiting. For example, broader exposure might result in many unqualified applicants
applying for jobs. More resumes need to be reviewed, more e-mails dealt with and specialized
applicant tracking software may be needed to handle large number of applications. Another
problem is that the recruiters are likely to miss out many competent applicants who lack
access to Internet. Problems notwithstanding, both job givers as well as job seekers find
Internet as the most effective source of recruiting and its use in days to come will be all
pervasive.
• E-recruiting involves screening candidates electronically, directing potential hires to a special
website for online skill assessment, conducting background checks over the Internet, interviewing
candidates via video conferencing, and managing the entire process with web-based software.
To Do Activity
Take any employment related News paper and find for what positions recruitment is called
for. Match your Competence with the job description given in the Advertisement

Philosophies of Recruiting
The traditional philosophy of recruiting has been to get as many people to apply for a job as possible.
A large number of jobseekers waiting in queues would make the final selection difficult, often resulting
in wrong selections. Job dissatisfaction and employee turnover are the consequences of this. A
persuasive agreement can be made that matching the needs of the organisation to the needs of the
applicants will enhance the effectiveness of the recruitment process. The result will be a workforce
which is likely to stay with the firm longer and performs at a higher level of effectiveness. Two
approaches are available to bring about this match. They are—(i) realistic job preview (RJP), and (ii)
job compatibility questionnaire (JCQ).
Alternatives to Recruitment
Companies search for alternatives to recruitment because of the cost of recruiting. Four such
alternatives to recruitment are given below
1. Overtime
2. Employee leasing
3. Outsourcing
4. Temporary employment
Internal organization
• Promotion from within the Organization:
> Merits
• Upgrade as a recompense for good job.
• Motivational device for supplementary employees.
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•

Promoted operative gets up to promptness must faster in his or her new job
enactment.
> Demerits
• Must fill the place of the job vacated by the stimulated employee.
• Absence of new ideas and creativeness that may occur from a first-hand
person.
• Mistrustfulness from those not endorsed for the job.
• Merits: Many organizations use promotion from within as an inspiration tool and reward
aimed at good job or endurance with the employer. When staffs see their co-workers being
encouraged, they become more aware of the job and their own job opportunities and they
are likely to plan consequently.
• Demerits: The promoted being will leave a staffing gap cutting-edge their earlier position, so
there is still a position to be filled. The organization loses available on the chance for new
ideas, practice, and the creativity that can come from a new person incoming the firm
• For the first time. You may have individuals that accept they should have attained the
promotion in its place of the individual endorsed.
Nepotism: Hiring Relatives
• Ensures your firm have a strategy on nepotism?
• Can be prejudiced.
• Must ensure individuals are not in managerial positions which managing their own relatives.
• May create matters of nepotism.
Be careful of civil rights violations. In many states, it is illegal to differentiate in hiring practices based
on a person’s marital status. Most of the organizations have favoritism policies, so find out where your
employer stands on the issue. When hiring relatives, most employers need family members to work
in different areas to prevent apprehensions of favoritism and possible morale problems and issues
among other employees. It is never appropriate for family members to be in supervisory positions
where they are need to manage their own relatives.
External Organization
> Labor market conditions:
> Strong economy = difficulty acquisition employees
> Weak economy = too many candidates for the job
The forte of the economy and labor market conditions will mostly distress your organization’s culture
to attract and hold highest employees. When the economy is strong with less unemployment, you
may have to contend with other employers for a limited number of skilled employees. This may need
increased recompense or benefit incentives to attract quality applicants. The inverse may be fact
trendy a soft economy with high levels of unemployment. The problem then is not a shortage of
qualified applicants; instead, the problem is handling a greater number of solicitations that must be
trimmed down to find a limited prospective fair employ.
Internet recruiting
• General Sites
http://careers.yahoo.com,
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http://www.headhunter.net,
http://www.brassring.com,
http://www.hotjobs.com,
http://www.flipdog.com, http://www.jobs.com
• Government Affiliated
http://www.vetjobs.com, http://www.ajb.org
• Geographic Location
http://www.dfwjobs.com
• Industry Specific
http://jobs.aviationnow.com,
http://www.ejobs.org,
http://www.jobs4hr.com,
http://www.lawenforcementjobs.com,
http://www.streetjobs.com,
http://www.ministryjobs.com
• Applicant Specific
http://www.bilingual-jobs.com, http://www.jobsformoms.com
• Merits
o Inexpensive
o Fast and stress-free to post declaration
o Responses arrive faster and, in more quantity,
o Will make a maximum assortment of applicants
o Applicants can be screened through computer
o Some selection tests can be directed by computer
o Automated aspirant tracking
• Demerits
o Ease of submission will result in a huge of applicants, many whom are not skilled.
o May take more HR time to category through the more quantity of applicants.
Recruitment for Diversity
• An ethnologically assorted workforce governs originality and may result in development into
global markets.
• Recruiting must progeny applicants from a huge variety of individuals.
• Train recruiters to use objective standards.
• Include some pictures of minority and incapacitated personnel on recruitment flyers.
• Make sure that ads and interviews are bi-lingual.
Most of the organizations identify the inherent merits of an assorted workforce. Assorted employees
bring increased inventiveness to the organization and the ability to help the firm expand hooked on
global markets.
Employers who wish to develop an assorted workforce must confirm the use of recruiting methods
and technique that generate applications from a diversity of individuals. It is substantial that recruiters
receive training in the use of objective standards, as these individuals occupy an exclusive position in
terms of encouraging or discouraging multifarious individuals to apply for positions with the
organization. Recruitment brochures can include some pictures of minority and disabled employees,
advertisements can be bi-lingual and interviews can be conducted using translators if needed.
Screening Interview
• Mostly conducted through telephone.
• Not completed in all organizations.
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• A some straight-forward questions.
• Can remove those less qualified initials in the selection process.
Screening interviews are mostly directed by telephone. The interviewer asks a some straightforward questions towards further govern the candidate’s job qualifications and relevance for the
open position. If it is found that the applicant is not suitable for the position in question, the
interviewer can direct them to another open position within the organization if there is something
suitable that matches the applicant’s skills. If there is nothing else suitable and the candidate is
absolute for the position of the job, the process ends there, thus saving both the candidate and
the organization the time and expense of going further into the selection procedure.
To Do Activity
Create a linked in Account and try to get minimum 200 Followers, revise your face book
account by posting/sharing optimistic comments, management and leadership quotes.
2.2 Selection
Selection is the process of picking individuals (out of the pool of job applicants) with requisite
qualifications and competence to fill jobs in the organisations

Figure 2.4 Selection Process
Source: Adapted from Personnel- The Management of Human Resources by R. Wayne Mondy
and Robert M. Noe III,p.156.
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Selection process
• Selection Test: Any tool that is used to make a decision about a potential employee.(1)
• Standardization: Uniformity of terms besides conditions related to administering tests.(2)
• Reliability Test: The level to which a assortment test provides reliable results.(2)
• Validity Test: The extent to which a test measures what it prerogatives to measure. (2) Do
higher test scores relate to higher success on the job?
• (Myrna L. Gusdorf, R. Wayne Mondy)
Selection Test: Selection tests are used to picking applicant skills that cannot be find in an interview
process. Using an assortment of testing methods, applicants are rated scheduled aptitude,
personality, abilities, honesty and motivation. Tests are commonly managed and evaluated previously
interviewing candidates. Testing applicants has two major advantages: test results are objective and
free from personal bias besides test results are usually expressed numerically so they can be validated
through statistical analysis. Employers often use tests to find the applicant’s associate level or
proficiency in obligatory job skills.
Standardization: The processes used to test applicants must be as identical as possible. The
content of a test, the instructions and the time allowed must be the same for all candidates.
Reliability: A test’s reliability should be questioned if it does not generate consistent results
each time it is administered. For example, if a person scores 125 on an intelligence test one
week and only 80 on the same test the following week, we should assume that the testing
instrument was not reliable.
Validity: The skills tested in a selection instrument should be the same skills used on the job.
Therefore, we can assume that higher test scores would correlate to higher success in job
performance.
Types of Selection Tests
• Reasoning aptitude assessments measure reasoning, vocabulary, verbal and numeric skills.
• Job knowledge tests measure knowledge approximately a specific job.
• Work sample tests make candidates to demonstrate in what way they would work on the job.
• Psychomotor abilities tests assess the skill and knowledge level of tasks needed for the job.
• Personality tests evaluate traits and personal characteristics. They are used to find if the
applicant remains the right person for the organization.
• Vocational interests’ tests identify careers in which the candidate is more concerned.
• Honesty and integrity tests try to identify a candidate’s faithfulness.

2.3 Transfer, Promotion, Orientation and Placement
Need of Promotion
• To enhance the aids and acquaintance of an employee at a significant level in the
organization`s hierarchy.
• To increase a competitive essence among employees to achieve skills and talents needed for
advanced level jobs.
• To create capable workforce in order to increase an effective organizational.
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•
•
•

To ensure self-development of employees and minimize labour gross revenue.
To increase assurance, faithfulness and self-esteem of the employee.
To Attain Employee fulfillment by gratifying committed and meticulous employees.

Figure 2.5 Transfer, Promotion, Orientation and Placement
To Do Activity
Develop an interview schedule to select a candidate for accounts department to work for a
waste management company run for a social cause with many branches across India.

Types of Promotion
Horizontal – It provides drive of employee form its current job position to another which is increase
fashionable pay and responsibility and designation, however the job classification residues constant.
Vertical – It considered movement of employee form its current job position to another which is
increase in pay, status, responsibility, designation and job categorization.
Dry Promotion – It involves to an increase in duties and status of the employee without any higher in
pay or other financial benefits.
Open/Closed – When a company informs vacancies and opens the job position to all employees in an
organization and all individuals within the organization have a chance of being selected for that job, it
is an open promotion. A closed promotion is when the association does not inform several vacancies
and the job location is not open to all employees of the organization.
Types of Transfer
There are many types of transfers such as replacement, adaptability, shift and remedial transfer. In
organizations, promotions are done as horizontal, vertical and parched level.
Principles of Good Promotion Policy
Rules of promotions such as qualifications, experience and other terms should be perfect and specific.
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Wide publicity should be given to promotion policy. Company must not follow partiality, favoritism or
injustice. It should be based on scientific performance appraisal of employees and opportunity should
be provided to every worker. Promotion policy should be prepared for long period and should not be
forced to accept by an employee. Promotion should be given from within the same department.
Grievance relating to promotions should be settled properly. Promotion policy should be finalized
after discussion with staffs.
Basis of Promotion –
It is considered on the merits of an employee and the seniority of the employee i.e. greater skill,
performance and length of provision or both.
Demotion – It is the downgrade process of an employee in an organization`s hierarchy with lower
status and pay. It is a downward movement where the employee suffers from expressive and financial
loss in terms of rank, power, status, pay etc.
Causes of Demotion –
• Endorsed person is unable to successfully accomplish his new job.
• Lay-off and downward movement due to opposing commercial conditions.
• May be used as a Disciplinary tool.
Types of Demotion –
Compulsory Demotion – It enhances lowing of Job title, authority, status or salary of an employee as
a disciplinary tool or due to opposing business ailment by the organization.
Voluntary Demotion – If an employee desires the organization to reduce his work load so that he can
manage his personal life, it is the case of voluntary demotion.
Placement
After an employee has been hired and appointed, he or she must be placed in his/her right job.
Placement is assumed as the provision of people to jobs. It is the assignment otherwise re-assignment
of an employee to a new or different level job. Placement comprises preliminary assignment of new
employees and promotion, transfer, or demotion of present employees.26 in this section, placement
of new employees is accentuated. Placement arising out of transfers, promotions, and demotions will
be considered later in this book.
Placement refers to allocation of people to jobs. It includes initial task of new employees, promotion,
transfer, or demotion of present employees.
Task of a new employee to a job apparently appears to be a simple task. The employer has advertised
fascinating applications from candidates for a specified post. The advertisement does contain job
description and job specification in detail. When a candidate has been selected, it is logical that he or
she is placed in the position that was advertised initially. But the task is not as simple as it looks. Times
remain changing. Changes in the work shimmering the demand for meaningful work—(i) increased
government pressure to hire and promote women and the demerits, and (ii)discriminating awareness
of the fact that firms have more jobs but each individual has only one career. All of these factors are
triggering organizations and individuals to enhance the placement procedure more closely. We are
entering an age when applicants must be deliberated for several jobs rather than one.27 if an
individual fail to meet minimal desires in one job, he or she will be considered for other available jobs
and will perchance be offered employment in one of them. From a managerial perspective, the task
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is to understand and capitalize on each person’s individuality. Since human attributes differ along
many relatively independent ability, interest, biographical sketch, and personality dimensions, a
person’s individuality is best viewed as his or her unique profile of scores on a variety of individual
measures. Once we developed this exclusive profile for each individual, people and jobs can be
coordinated optimally within the fetters set by available jobs and available people. If the number of
individuals is large in relation to the available jobs, only the best qualified persons can be selected and
placed. On the other hand, when more jobs are available, optimal assignment is possible.28 Thus, the
number of people and the numbers of jobs define the placement process in any company.
Placement Problems
The difficulty through assignment is that we considered to look at the individual but not at the job.
Often, the individual does not work self-governing of others. Whether the operative works
independent of others or is dependent be contingent on the type of jobs. Jobs in this framework may
be divided into three categories (i) self-governing, (ii) consecutive and (iii) pooled. In certain cases,
jobs are independent, for example, snail mail or field sales. Here, non-overlapping ways or territories
are allotted towards each worker. In such cases, the activities of one worker have little attitude on the
activities of other workers. This is the placement in its simplest form, and it is the problem for which
solutions have most often been established.29 in sequential jobs, activities of one worker are
dependent on the activities of a fellow worker. Assembly lines best epitomize sequential jobs. Where
jobs are pooled in nature, there is high interdependence among activities. The final output is the result
of influence of all the workers. It is the team work which substances. Project teams, temporary task
forces and assembly teams represent combined jobs. Independent jobs do not stance great problems
in placement, for each employee needs only to be measured relative to the match between his or her
abilities and interests, and those required on the job. The objective is to assign entities so that (i) all
jobs are filled by at least minimally skilled persons, and (ii) individuals are placed on jobs that will make
the best possible usage of their talents, given available jobs and HR constraints.30 But independent
jobs are becoming rarer and rarer, as most jobs are dependent (sequential or pooled). In order to
match individuals with jobs, firms use the assessment-classification model. In this model, details about
the employee’s skills, interests, past performance (if any), and biographical details are collected. The
individual is then placed in a specific subgroup. While placing, care must be taken to match
physiognomies of the individual with those of the subgroup. Just as individuals are placed in
subgroups, jobs are also categorized into subgroups, each subgroup having undistinguishable
characteristics. The next step is to match subgroup profiles with job-family profiles to govern the
likelihood of success and satisfaction in a particular job family. Once assignment towards a job family
is made, individuals can be placed in specific jobs within the job family after further counselling and
possible assessment
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Figure 2.6 Placement Problems
Orientation
Orientation, also named on-boarding, is deliberate to provide innovative hires with the data they need
to function comfortably besides efficiency in the organization. Also called ‘boot camps’ (a term used
to orient fresh hires in the army), induction is a planned overview programme of fresher’s to their
jobs, their peers and the company. Induction is another term used to denote orientation. Typically,
orientation contend three types of information—(i) general information around the daily work
routine; (ii) a review of the firm’s history, founding fathers, objectives, operations and products or
services, as well as how the employee’s job subsidizes to the organization’s needs; and (iii) a detailed
presentation, possibly, in a flier, of the organization’s strategies, procedures, work guidelines and
employee benefits2. Topics Often Covered in Employee Orientation Programmes
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Table 2.1Orientation Programmes

Purpose of Orientation
organization are known towards spend a few weeks or even months on orientation programmes. The
impression is to make the new employees feel| ‘at home’ in the new work ether. It is too well-known
true that employees feel hesitant on entering an organization. They worry about how well they will
perform on the new jobs. They feel insufficient when they compare themselves with the more
experienced employees, and they are hesitant about how well they will get along with their coworkers. Effective arrangement programmes reduce the anxiety of new employees by giving them
evidence on the job environment and on supervisors, by establish them to co-workers, and by inspiring
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them to ask questions. The ease with which employees adjust to a new job besides work environment
is, often, a function of the predictions they bring to the job. If expectations are realistic, alterations
will be relatively simple. If, however, expectations are idealistic or unreasonable, adjustment will be
more difficult. In the latter case, orientation can be a tool in amending underling expectations.3 in one
study of considerable significant, researchers discovered the following about new employees:
1. The first days on the job were anxious and disturbing ones.
2. ‘New employees’ initiation’ performs by aristocrats strengthened anxiety.
3. Anxiety impeded with the training process.
4. Turnover of newly hired employee was instigated chiefly by anxiety.
5. The new workers were unenthusiastic to discuss problems with their supervisors.
Employee orientation is focused at plummeting such problems. Orientation seeks to render new
employees to all areas of the company. This prevents inductees from getting overspecialized.
Induction makes new hires become productive to the company fastly. Finally, a good orientation
programme will develop a satisfactory impress of the organization and its job. Just as a favorable first
impression of an individual helps to form a good relationship, so a good initial impression of a
company, a co-worker, or a supervisor can help a new employee adjust better. Further, effectiveness
of an orientation programme can have a lasting significance on absenteeism and turnover. First
developed in the US during early 1970s, orientation is attainment popularity. Several blue-chip
companies are orienting their new hires. The Protruding user companies are the Taj Group of Hotels,
Colgate-Palmolive, Hindustan Unilever and P&G. These are no exceptions.
Orientation Programme
A n organization needs to make four strategic choices before scheming its orientation programme.
They are—(i) formal or informal, (ii) individual or collective, (iii) serial or disjunctive, and (iv)
investiture or

Figure 2.7 Orientation Programme
Source: David Decezo, et al, Personal/HRM, Prentice-Hall of India, 2000, p.223
Formal or Informal in informal alignment, new employs remain directly put on the works and they are
expected to familiarize themselves with the work besides the company. In inequality, orientation can
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be formal too. In formal orientation, the management has an organized programme which is
accomplished when new employees join the firm. (Formal orientation will be explained later in detail.)
The choice between formal and informal orientation will depend happening the management’s aims.
The more formal the programme, the increase the likelihood that the new hire will develop a known
set of standards. That is, the new member is most likely to think and act like an executive, a
management trainee, or a management professor. But an informal programme is essential towards
maintain individual differences. Innovative ideas to solve association problems and healthy
questioning of the status quo are likely to be generated by a person who has been inducted informally.
Individual or Collective another choice to be made by the management stands whether the new hires
should be asserted exclusively or in groups. The individual attitude is likely to create far less
homogeneous opinions than combined orientation. Individual orientation is most likely to preserve
discrete differences and perspectives. Orienting both people individually is costly and time-consuming
process. It also denies the new hire the opportunity of sharing anxieties with fellow appointees.
Collective orientation of the new hires elucidates the problems stated above. Most large firms tend
to have the collective orientation approach. But small firms, which have less new appointees to
socialize, often use the individual approach. Individual socialization is popular even with large firms
when they hire administrators whose number is less.
Serial or Disjunctive Orientation extravagant sequential when an experienced operative inducts a new
hire. The experienced employee acts as a tutor and model for the new hire. When new hires do not
have backgrounds available to guide them or to model their behavior upon, the orientation become
disjunctive. Each choice has its own merits and drawbacks. Serial orientation maintains traditions and
customs. Reliable use of this strategy will ensure a less amount of change within the firm over time.
But, maintenance of status quo itself may breed resistance to change. Further, if the experienced
underling is frustrated and apathetic near work and the firm, it is likely that he or she would pass on
the same to the new hire. Disjunctive orientation almost stands on the other side of the spectrum.
Such induction is likely to produce more inventive and creative employees because the new hire is not
burdened through hold methods. But this benefit needs to be weighed against the potential for
developing deviants, that is, individuals who fail—due to an insufficient role model—to understand in
what way their job is to be done and how it fits into the grand organization of the company.
Investiture or Divestiture The final thoughtful choice relates to the necessity for upholding or
dismantling of the new hire’s identity. Investiture orientation needs to ratify the usefulness of the
characteristics that the person brings to the new work. Most high-level appointments follow this
approach, because a person is appointed as a decision-making on the basis of what he or she can bring
to the company. The new hires are given freedom to select their office fixtures and subordinates and
to make other decisions that will replicate on their enactment of the job.
Investiture Orientation needs to ratify the benefits of the characteristics that the person brings to the
new work. Most high-level appointments survey this approach level. Divestiture orientation, on the
other hand, needs to make small modifications in the characteristics of the new hire, albeit, he or she
was identified based on his or her prospective for performance. This is done to seek a better fit
between a new member and the firm. This fine-tuning may take the shape of needful the appointees
to sever old friendships, accepting a various way of looking at their jobs, peers, or the organization’s
objectives. The new hire may even be made to undergo annoyance (simulated or mock) at the hands
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of a senior staff to analysis if he or she can be precast towards the needs of the firm, if required.
Divestiture strategies are followed for inducting new hires into military, professional football, police
academies, fraternal groups, religious cults, and self-realization groups. The premise behind
divestiture strategies is to dismantle the old mind set of the new member so that inserting a new set
of values or norms becomes flexible.
Divestiture Orientation seeks to make minor cutting-edge the characteristics of the new hire, though
he or she was selected based on his or her prospective aimed at performance. Orientation
programmes range from detail, informal introductions to lengthy, formal programmes. In informal
orientation, new employees are examined to report to the HR department for an explanation of
company policies before being mentioned to the immediate supervisor for an on-the-job briefing on
particular work procedures. Informal orientation tends to be brief—lasting one hour or even less.
Formal orientation is extravagant and is spread over a couple of weeks or months. Most formal
programmes consist of three stages—(i) a general introduction to the company, often given by the HR
department; (ii) specific orientation to the department and the job, typically given by the employee’s
supervisor; and (iii) follow-up meeting to analysis that the significant issues have been addressed
besides employee questions have been answered.7 This follow-up meeting usually takes place
between a new employee and his or her supervisor a week or so after the employee has begun
working.

Figure 2.8 Formal Orientation Programme
Source: Garry Dessler, op.cit.,p.241
Formal Orientation Programme
A formal orientation programme is shared through the HR specialists and the supervisors. The former
covers such areas as organization problems, employee benefits, and introductions, while managers
outline primarily job duties and responsibility. Some companies also afford new employees with
special concern reduction seminars. Such seminars may be used to emphasis on information in detail
about the company and the job and allow opportunities for questions and answers. The new
employees may be told what to expect in terms of rumours besides hazing from old employees. They
may also be told about the probabilities of successive proceeding their jobs.
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Requisites of an Effective Programme
Orientation programme, to be more effective, must be based on serious consideration to attitudes,
behaviors and information that new employees need. Seldom are these observed and it is rare that
the system is effective. However, following are some of the requisites of an effective system.
Prepare for New Employees
New employees must, earlier, felt that they fit to the business and are important. Therefore, both the
supervisor and the HR unit should be prepared to receive the employee. It is very painful for a new
employee to arrive at work and have a manager say, “OH! I didn’t realize you were coming to work
today” or “Who are you? “This depersonalization obviously, does not create an atmosphere of initial
acceptance and trust. In addition, co-workers must also be aware of the arrival of a new worker. This
is particularly fact when the new employee’s entry is likely to corrode the position and status enjoyed
by the current employees. In this case, the management must take the present employees into
confidence and influence them about the necessity for hiring the new employee.
Determine Information New Employees Want to Know the dominant question guiding the
development of an orientation programme is, “What does the new employee need to know now”?
Often, new employees receive information on issues, much of which is not immediately needed. At
the same time, they fail to get important information needed during the first day of a current job. The
information which must be provided to the new employees. What is needed is co-ordination between
the supervisor and the HR unit. Such co-ordination establishes the significant that the management
attaches to its orientation programme. Some firm’s use an orientation checklist (see Exhibit 8.2) to
avoid any overlapping of or missing out on information.10 such a checklist shall comprise items to be
covered by the HR unit and the line manager.
Determine How to Present Information Line managers and HR agents should consider the most
applicable way to present the alignment information. For example, rather than telling an employee
verbally, information on company sick leave and holiday strategies may be presented on the first day
in a handbook. The manager or the HR representative can assessment this information a few days
advanced to answer any of the employee’s questions.11
Completion of Paperwork All important correspondence should be completed during orientation so
that the employee gets paid accurately besides on time. Various tax and insurance forms as well as
time cards and other items need to be completed in a timely fashion. There is nothing more agonizing
for a new employee than to miss the first pay cheque or to be paid improperly since the correct forms
were not completed correctly.
Pause and Ponder You were subject to orientation on the first day of your entry into the
school/college. What was your experience? With the knowledge of orientation you have now gained
after reading this chapter, could you suggest towards your Principal/Dean a new programme of
orientation?
Evaluation of Orientation Programme Generally, firms with formal orientation programmes inform
employees to complete a questionnaire assessing the programme.12 it is important that the
questionnaire is organized after some measurement of time, in order to enable the employee to gain
some view about the work and the company. In the alternative, the HR representative or the
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supervisor may conduct follow-up interviews to elicit the employee’s suggestions. Group discussion
gatherings can also be held with new employees who have settled pleasurably into their works.
Whatever the approach, the feedback from the employees enables a firm to accept its orientation
programme to the particular proposals of the new employees. In addition, firms should realize that
the new employees will receive an orientation that could help them improve their performance. It is
particularly the best interest of the firm to have a well-planned and well executed programme.
Problems of Orientation
An orientation programme can go wrong for a number of reasons. The HR department should try to
avoid such errors. Some of them are:
1. Supervisor who is entrusted with the job is not trained or is too busy.
2. Employee is overwhelmed with too much information in a short time.
3. Employee is overloaded with forms to complete.
4. Employee is given only menial tasks that discourage job interest and company loyalty.
5. Employee is asked to perform tasks where there are high chances of failure that could needlessly
discourage the employee.
6. Employee is pushed into the job with a sketchy orientation under the mistaken belief that ‘trial by
fire’ is the best orientation.
7. Employee is forced to fill in the gaps between a broad orientation by the HR department and a
narrow orientation at the departmental level.13
8. Employee is thrown into action too soon.
9. Employee’s mistakes can damage the company.
10. Employee may develop wrong perceptions because of short periods spent on each job.
Typical Orientation Programme
A typical orientation programme followed in the Taj Group of Hotels is shown in Exhibit 8.3. The
description demonstrates the method and the contents of the orientation programme.
Orientation at the Taj
The HR team and the auxiliary trainers would receive and seat the new recruits (sometimes as many
as a hundred and fifty at a time) in a large banquet, giving each of them a signed welcome letter in
the form of a printed brochure, but with the new recruit’s name written by hand and signed personally
by the General Manager. Besides giving the history of the Group, its founding values and beliefs, the
letter would make the following personal promise to each new recruit: You have been selected
because we believe you have the potential and the desire to meet the high standards of excellence
that are a hallmark of the Taj Group. We know you have hopes and aspirations of your own, and surely,
expectations from us as well. We consider it our obligation on our part to:
• Treat you fairly and with respect
• Ensure that your work opportunities are exciting and interesting
• Provide open, two-way channels of communication
• Offer suitable recognition for your dedication and excellence of performance.
Ours is a growing company, continuously improving and expanding. We wish to see you grow along
with us. After they have read the brochure, they would be made to introduce themselves to others, if
not in front of the whole group, at least in small clusters, so that each would feel recognised. Then the
entire senior management team from the Regional Vice President downwards would join them for an
hour. They would individually introduce themselves and extend
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a personal welcome. As over 70 per cent of them were typically those who had also joined in similar
capacities in their youth, they would come through as ideal role models to emulate. This would be
followed by an open question-and-answer session, ending with a tea break, when they would have an
opportunity to informally mix together. A formal audio visual programme on the group would follow,
and a detailed talk highlighting the future of the corporation as also the place in it for young bright
people like the fresher.
2.4 Compensation. Components, Factors Affecting Compensation
Compensation management, also known as wage and salary administration, remuneration
management, or reward management, is through scheming and implementing total compensation
package. The traditional concept of wage and salary administration highlighted on only determination
of wage and salary structures trendy organizational settings. However, over the passage of time, many
more forms of compensation involved in the business field which required to take wage and salary
administration in all-inclusive way with a favorable change in its terminology. Beach has defined wage
and salary administration as follows: "wage and salary administration refers to the establishing and
execution of sound policies and practices of employee compensation. It includes such areas as job
evaluation, surveys of wages and salaries, analysis of relevant organizational problems, development
and maintenance of wage structure, establishing rules for administering wages. Wage payments,
incentives, profit sharing, wage changes and adjustments, supplementary payments, control of
compensation costs and other related items"
Based on above description of compensation, we may found its different components as follows:
1. Wage: Wages are the most significant component of compensation and these are important
regardless of the type of organization. Wage is referred to as remuneration to workers particularly,
hourly-rated payment. Summative earnings of an employee for his service for a day, or a week, or a
month. It is the price paid for the services of labour in the work of production. It includes 2 parts- the
basic wages & other allowance.
2. Salary: Salary refers to as remuneration paid to white-collar employees including managerial
personnel. It is the compensation to an employee for service rendered on a weekly, monthly or annual
basis. Wages and salary are paid on the basis of fixed period of time and normally not associated with
productivity of an employee at a concern time.
3. Incentives: Incentives are the additional payment to employees besides the payment of wages and
salaries. Often these are linked through productivity, either in terms of higher production or cost
saving or both. These incentives may be given on individual basis or group basis.
4. Fringe Benefits: Fringe benefits include such benefits which are provided to the employees either
having long-term impact like provident fund, gratuity, pension; or occurrence of certain events like
medical benefits, accident relief, health and life insurance; or f cutting-edge performance of job like
uniforms, Canteens, recreation, etc.
5. Perquisites: These are normally provided to managerial personnel either to facilitate their job
performance or to retain them in the organization. Such perquisites include company car, club
membership, free residential accommodation, paid holiday trips, stock options, etc.
6. Nominal wages: Wage expressed in terms of money.
7. Real wages: Goods & services which include purchased with the help of money wage.
8. Non-monetary benefits: These include stimulating job responsibilities, recognition of merit, growth
prospects, competent supervision, comfortable working conditions, job sharing, and flexible time.
9. Rewards: People join organizations expecting rewards. Firms allocate money and other benefits in
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exchange for the employee’s availability, competencies and behaviors.
Nature of Compensation
Compensation occurred through an organization can come both directly through base pay and
variable pay and indirectly through benefits.
Base Pay: It is the basic compensation an employee gets, usually as a wage or salary
Variable Pay: It is the compensation that is linked directly to performance endeavors (bonuses,
incentives, stock options)
Benefits: These are indirect rewards given to an employee or group of employees as a part of
organizational membership (health insurance, vacation pay, retirement pension etc.)
Objectives of Compensation Planning
The most important goal of any pay system is fairness or equity. The term equity has three Dimensions
1. Internal Equity: This enhances that more difficult jobs are paid huge.
2. External Equity: This provide that jobs are fairly compensated in comparison to same jobs in
the labour market.
3. Individual Equity: It assure equal pay for equal work, i.e., Each individual’s pay is good in
judgment to others doing the same/ similar jobs.
In addition, there are other objectives also. The ultimate goal of compensation administration (the
process of managing a company’s compensation programme) is to reward desired performances
and encourage people to do well in their works. Some of the important objectives that are sought
to be achieved through effective compensation management are listed below:
1. Attract Talent: Compensation needs to be high enough to attract talented people. Since, May
Firms complete to hire the services of capable people, the salaries offered must be high
enough to motivate them to apply.
2. Retain Talent: If compensation levels fall below the expectations of employees or are not
competitive, employees may quit in hindrance.
3. Ensure Equity: pay should equal the worth of a job. Same jobs should get alike jobs should get
similar pay. Likewise, more qualified people should get better wages.
4. New and Desired Behaviour: pay should reward loyalty, commitment, experience, risks
taking, initiative and other desired behaviours. Where the company fails to reward such
behaviours, employees may go in search of greener pastures outside.
5. Control Costs: The cost of hiring people should not be too high. Effective compensation
management ensures that workers are neither overpaid nor underpaid.
6. Comply with Legal Rules: compensation programmes must invariably satisfy governmental
rules regarding minimum wages. Bonus, allowances, benefits, etc.
7. Ease of Operation: The compensation management system should be easy to understand and
operate. Then only will it promote understanding regarding pay- related matters between
employees, unions and managers.
Corporate Compensation Structure
Corporate compensation structure means a single integrated plan for all levels in the whole
organization. It is generally observed that
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•

Often workers’ wages are treated differently than managerial remuneration. Elements of
managerial remuneration are not identical and tax considerations have led to various
perks like maintenance of flat allowance, entertainment and club allowance, rent subsidy,
medical allowances, LTC, etc. Further, there are faster opportunities for growth and
promotion than provided to workers.
• This disparity requires adopting a comprehensive system approach to compensation
management.
• This has added significance to the move towards a flat, flexible matrix organization.
The compensation structure of any firm indicates its preference towards internal and external equity
and the degree of harmonization between different grades and jobs. It also indicates hoe the firm
intends to attract, retain or motivate its employees and how much importance it gives to team work
and long-term performance of executives.
A salary scheme comprises progressive levels of responsibility status and authority with corresponding
pay increments; and relates effort to these rewards through a system of rules and procedures define
what is required to move from one level to another level in the hierarchy and
how that promotion decision will be made. Organizations however, will differ greatly in the extent to
which the pay and hierarchy is formalized and proceduralised, and the extent to which managers have
discretion in pay and promotion decisions or whether the progression takes place automatically by
the application of certain fixed rules. Hence, characteristics of a compensation system are:
1. A hierarchy of pay levels.
2. A hierarchy of jobs.
3. A set of rules and procedures that define relations between 1 and 2.
4. What qualities are necessary for movement from one level to another.
5. Who makes the choices, or by what processes are they made, when there is competition for
promotion?

Figure 2.9 Corporate Compensation Structure
Source: S.C.Gupta. Advanced Human Resource Management Strategic Perspective, Ane Books Pvt.ltd
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How is Compensation Used?
Compensation is a technique used by organization for a collection of purposes to further the existence
of the company. Compensation may be familiar according the business needs, goals, and available
resources. Compensation may be used to:
• Recruit and retain competent employees.
• Increase or preserve morale/satisfaction.
• Reward and inspire peak performance.
• Achieve interior and external equity.
• Reduce turnover and inspire company loyalty.
• Modify (through negotiations) performs of unions.
Recruitment and retention of qualified employees is a common aim shared by many employers. To
some extent, the availability and cost of qualified applicants for open positions is strong-minded 113
by market factors somewhere else the control of the employer. While an employer may set
compensation levels for new hires and advertise those salary ranges, it does so in the context of other
employers seeking welfaresto hire from the same applicant pool. Morale and job satisfaction are
affected by compensation. Often there is a balance (equity) that must be reached between the
monetary value the employer is willing to pay and the feelings of worth felt be the employee. In an
attempt to save money, employers may opt to freeze earnings or salary levels at the expense of
satisfaction and morale. Conversely, an employer wishing to diminish employee turnover may seek to
increase salaries and salary levels. Compensation may also be used as a reward for extraordinary job
presentation. Examples of such plans include: bonuses, commissions, stock, and profit sharing, gain
sharing.
Components of a Compensation System
Compensation will be perceived by employees as fair if based on systematic components. Various
compensation systems have developed to govern the value of positions. These systems employ many
similar components including job descriptions, salary ranges/structures, and written procedures.
1. Job Descriptions: A difficult constituent of both compensation and selection systems, job
descriptions define in writing the responsibilities, requirements, functions, duties, location,
environment, conditions, and other aspects of jobs. Descriptions may be developed for jobs
individually or for entire job families.
2. Job Analysis: The process of analyzing professions from which job descriptions are improved. Job
analysis techniques include the use of interviews, questionnaires, and observation.
3. Job Evaluation: A system for comparing jobs for the purpose of determining appropriate
compensation levels for individual jobs or job elements. There are four main techniques: Ranking,
Classification, Factor Comparison, and Point Method
4. Pay Structures: Essential for standardizing compensation practices. Most pay structures involve
several grades with each grade containing a minimum salary/wage and either step increments or
grade range. Step increases are common with union positions where the pay for each job is predetermined through collective bargaining.
5. Salary Surveys: Collections of salary and market data. May include average salaries, inflation
indicators, cost of living indicators, salary budget averages. Companies may purchase results of
surveys conducted by review vendors or may conduct their own salary surveys. When purchasing the
results of salary surveys conducted by other vendors, note that surveys may be conducted inside a
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specific industry or across industries as well as within one geographical region or across different
geographical regions. Know which industry or geographic location the salary results towards before
comparing the results to your company.
Factors Affecting Employee Compensation
The Compensation is the monetary and non-monetary rewards given to the employees in return for
their work done for the organization. Basically, the compensation is in the form of salaries and wages.
There are several internal and external factors affecting employee compensation, which are discussed
in detail below.
1) Job Needs: Jobs vary greatly in their difficulty, complexity and challenges. Some need high levels of
skills and knowledge while others can be handled by almost anyone. Simple, routine tasks that can be
done by many people with minimal skills receive relatively low pay. On the other hand, complex,
challenging tasks that can be done by few people with high skill levels generally receive high pay.
2) Productivity of Workers: To get the best results from the employees and to increase the
productivity compensation has to be productivity based.
3) Ability to Pay: It depends upon the employer’s ability to pay wages to the workers. This depends
upon the profitability of the firm. If the firm is marginal and can’t afford to pay higher than the
competitors then the employees will go to other firms while if the company is successful then they
can easily pay their employees as they wish.
4) Government: Government has also fixed the rules for protecting the interest of the employees. The
organizations are liable to pay as per the government instructions. Wages cannot be fixed below the
level prescribed by the government.
5) Labour Union: Labour union also helps in paying better wages to the workers. Higher wages have
to be paid by the firm to its workers under the pressure of the trade unions.
6) Cost of Living: Inflation decrease the purchasing power of employees. To overwhelm this, unions
and workers prefer to link wages to the cost of living guide. When the index increase due to rising
prices, wages survey suit.
7) Demand and Supply of Labour: The demand for and the supply of certain skills determine prevailing
wage rates. High demand for software professionals, R&D professionals in drug industry, telecom and
electronics engineers, financial analysts, management consultants ensures higher wages. Over supply
kills demand for a certain category of employees leading to a steep fall in their wages as well.
Most employers, nowadays, are interested in paying a fair wage to all workers which is neither very
high (affecting the company’s profitability) nor very low (Where attracting and retaining people
becomes difficult).
8) Prevailing Wage Rate: providing
wages rates to competing firms within an industry are taken into account while fixing wages. A
company that does not pay comparable earnings may find it constrains to attract besides retain talent.
To Do Activity
Just talk to minimum five people who may be your relatives, friends or neighbor’s and know about,
whatever they get from their respective company monetary and non-monetary .As this is a
sensitive issue talk to people who are willing to share the details with you .Find if all the
components you had studied are provided in all organisation and for all positions .
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2.5 Knowledge Management, Human Resource Information Systems
The ability to manage knowledge is becoming increasingly more crucial in today’s knowledge
economy. The creation and diffusion of knowledge have become ever more important factors in
competitiveness. Knowledge is increasingly being viewed as a commodity or an intellectual asset, it
possesses some paradoxical characteristics that are radically different from those of other valuable
commodities.
Definition
Knowledge management is the process of creating, sharing, using and managing the knowledge and
information of an organisation.
-Girard, J.P., & Girard, J.L. (2015).
Knowledge management is the deliberate and systematic coordination of an organization’s people,
technology, processes, and organizational structure in order to add value through reuse and
innovation. This is achieved through the promotion of creating, sharing, and applying knowledge as
well as through the feeding of valuable lessons learned and best practices into corporate memory in
order to foster continued organizational learning.
-KimizDalkir (2005)
Benefits of Knowledge Management
Knowledge management provides benefits to individual employees, to communities of practice, and
to the organization. For the individual, KM:
■ Helps people do their jobs and save time through better decision making and problem solving.
■ Builds a sense of community bonds within the organization.
■ Helps people to keep up to date.
■ Provides challenges and opportunities to contribute.
For the community of practice, KM:
■ Develops professional skills.
■ Promotes peer-to-peer mentoring.
■ Facilitates more effective networking and collaboration.
■ Develops a professional code of ethics that members can follow.
■ Develops a common language.
For the organization, KM:
▪

Helps drive strategy.

▪

Solves problems quickly.

▪

Diffuses best practices.

▪

Improves knowledge embedded in products and services.

▪

Cross-fertilizes ideas and increases opportunities for innovation.

▪

Enables organizations to stay ahead of the competition better.

▪

Builds organizational memory.

Examples of Knowledge Management in Organizations (Askspoke.Com)
Knowledge management exists cutting-edge many different forms. One great example of an
effective—yet simple—practice comes from Geisinger Medical Group. After writing checklists for
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doctors to use when conducting surgeries, the cost of surgery reduced $2,000 per patient, and
patients experienced fewer difficulties after surgery.
But simple checklists just won’t cut it for the breadth and depth of knowledge that exists in most
organizations. Robust solutions for knowledge management include:
•
Cross-training Programs – Mentoring, shadowing, and other training programs allow
employees to increase business knowledge by watching others job. For example, new
employees at Toyota shadow strong-minded employees for months, and new factories are
initially staffed by experienced workers from existing factories as well as new hires.
•
Document Management Systems – Document management systems like Google Drive and
Box allow organizations to store company documents on the cloud, share them, and control
access permissions at a granular level. Typically, these tools have systems for classification
files and adding metadata that make information easier to find.
•
Content Management Systems (CMSs) – Gratified management systems like SharePoint and
Bloom fire provide teams and individuals to publish, update, and access information
happening a company intranet.
•
Social Networking Tools – Private social networking tools like Workplace by Facebook and
Slack allow teams to communicate and collaborate in a shared space. But these tools also
double as knowledge management systems because they store all historical conversations,
allowing employees to search for previously-discussed information.
•
Chatbots – We accepts chatbots represent the natural progress of knowledge management.
Chatbots like Spoke use AI and machine learning to respond to employee questions and
requests for information. Using chatbots, employees don’t have to wonder who to ask or
where to go for information they need. They don’t have to go digging around in a CMS,
document system, or chat history. They can use pose natural-language questions (“How do I
add a new baby to my insurance?”) and the chatbot will surface the good information from
its knowledge base,irrespective of where that info survive in the organization.
Forces Driving Knowledge Management (Irma Becerra-Fernandez and Rajiv Shaberwal, 2010)
Increasing Domain Complexity
The complexity of the underlying information domains is rising. As a direct significance, the complexity
of the knowledge needed to complete a particular business process task has increased as well.
Intricacy of internal and external processes, increased competition, and the fast advancement of
technology all contribute toward increasing domain complexity.
Accelerating Market Volatility
The pace of change, or volatility, within each market domain has increased extensively in the past
decade.
Intensified Speed of Responsiveness
The time required to take action based upon subtle changes within and across domains is decreasing.
The rapid advance in technology continually changes the decision- making landscape, making it
imperious that decisions be made and implemented quickly, lest the window of opportunity closes.
Employee Turn Over
Organizations divulging to face employee turnover due to intended (i.e., decided by the employee, for
example, due to opportunities for career advancement) as well as involuntary (i.e., for reasons beyond
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the employee’s control, such as health-related problems and termination of service by the employer).
World’s First Chief Knowledge Officer (CKO)
Skandia hired Leif Edvinsson of Sweden as the world's first Chief Knowledge Officer (CKO).
Knowledge Management Strategies
Knowledge sharing, storytelling, Master–apprentice relationship, Mentor-mentee relationship, job
shadowing, Knowledge repositories, Measuring and reporting capital, data mining.

Figure 2.10 Knowledge Management Process
Source: Irma Becerra-Fernandez and Rajiv sabherwal(2010). Knowledge Management: Systema and
Process. M.E.Sharpe, Inc. ISBN 978-0-7656-235-5.
Knowledge Discovery
Knowledge discovery may be defined as the development of new tacit or explicit knowledge from data
and information or from the synthesis of prior knowledge. The discovery of new explicit knowledge
relies most directly on combination, whereas the discovery of new tacit knowledge relies most directly
on socialization.
Combination
New explicit knowledge is discovered through combination, wherein the multiple bodies of explicit
knowledge (and/or data and/or information) are synthesized to create new, more complex sets of
explicit knowledge (Nonaka 1994). Through communication, integration, and systemization of
multiple streams of explicit knowledge, new explicit knowledge is created—either incrementally or
radically (Nahapiet and Ghoshal 1998). Existing explicit knowledge, data, and information are
reconfigured, recategorized and recontextualized to produce new explicit knowledge.
Socialization
In the case of tacit knowledge, the integration of multiple streams for the creation of new knowledge
occurs through the mechanism of socialization (Nonaka 1994). Socialization is the synthesis of tacit
knowledge across individuals, usually through joint activities rather than written or verbal
instructions. For example, by transferring ideas and images, apprenticeships help newcomers to see
how others think.
Knowledge Capture
It is the process of retrieving either explicit or tacit knowledge that resides within people, artifacts, or
organizational entities. Also, the knowledge being captured might reside outside the organizational
boundaries including consultants, competitors, customers, suppliers, and prior employers of the
357

MGNCRE | HRM and OD

organization’s new employees.
The knowledge capture process benefits most directly from two KM sub processes— externalization
then internalization. Based on work by Nonaka (1994), externalization and internalization help capture
the tacit knowledge and explicit knowledge, correspondingly.
Externalization represents converting implicit knowledge into explicit forms such as words, concepts,
visuals, or figurative language (e.g., metaphors, analogies, and narratives; Nonaka and Takeuchi 1995).
It helps translate individuals’ tacit knowledge into explicit forms that can be more easily understood
by the rest of their group. This is a difficult process since tacit knowledge is often difficult to articulate.
Nonaka (1994) determined that externalization may be accomplished through the use of metaphor—
that is, understanding and experiencing one kind of thing in terms of another.
Internalization is the conversion of explicit knowledge into tacit knowledge. It determining the
traditional notion of learning. The explicit knowledge may be formulated in action and exercise so that
the individual acquiring the knowledge can re-experience what others have gone through.
Alternatively, individuals could acquire tacit knowledge in virtual situations, either vicariously by
reading manuals or others’ stories or experientially through replications or experiments (Nonaka and
Takeuchi 1995).
Knowledge Sharing
Knowledge Sharing is the work through which explicit ortacit knowledge is linked to other individuals.
Three important clarifications are in order. First, knowledge sharing means effective transfer, so that
the recipient of knowledge can understand it well enough to act on it (Jensen and Meckling 1996).
Second, what is shared is knowledge rather than recommendations founded on the knowledge; the
former involves the recipient acquiring the shared knowledge as well as being able to take action
based on it, whereas the latter (which is direction, discussed in the next section) simply includes
utilization of knowledge without the beneficiary internalizing the shared knowledge. Third, knowledge
sharing may take place across individuals as well as across groups, departments, or organizations
(Alavi and Leidner 2001).
Exchange, in contrast to socialization, focuses on the sharing of explicit knowledge. It is used to
communicate or transfer explicit knowledge among individuals, groups, and organizations (Grant
1996).
In its basic nature, the process of exchange of explicit knowledge does not differ from the process
through which information is communicated.
Knowledge Application
The better the processes of knowledge discovery, capture, and sharing, the greater the likelihood that
the knowledge needed is available for effective application in decision-making and task performance.
Knowledge utilization benefits from two processes— routines and direction that do not involve the
actual transfer or exchange of knowledge between the concerned individuals but only the transfer of
the recommendations that is applicable in a specific context (Grant 1996).
Direction refers to the process through which the individual possessing the knowledge directs the
action of another individual without transferring to that individual the knowledge underlying the
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direction. Direction involves the transfer of instructions or decisions and not the transfer of the
knowledge required to make those decisions, and hence it has been labeled as knowledge substitution
(Conner and Prahalad 1996).
Routines determine the utilization of knowledge entrenched in procedures, rules, and norms that
guide future behavior. Routines cut back on communication more than directions as they are
embedded in procedures or technologies. However, they take time to progress, relying on “constant
repetition” (Grant 1996). Routines could be automated through the use of IT, such as in systems that
provide help desk agents, field engineers, consultants, and customer end users with particular and
automated answers from a knowledge base (Sabherwal and Sabherwal, 2007).
Human Resource Information System
A human resource information system (HRIS) is a systematic procedure for collecting, storing,
maintaining, retrieving and validating data needed by an organization about its human resources. The
HRIS is usually a part of the organization’s larger management information system (MIS). The HRIS
need not be complex or even computerized. But computerization has its own advantage of providing
more accurate and timely data for decision making. The areas of application of HRIS are many. Some
of them include training management, risk management, turnover analysis, succession planning,
flexible-benefits administration, compliance with government and legal requirements, attendance
reporting and analysis, HRP, accident reporting and prevention, strategy planning, financial planning
and other related areas.
Steps in Implementing an HRIS
As with any major change, proper planning is an absolute necessity for successful implementation of
an HRIS. The steps outlined below describe the specific procedures incurred in successfully developing
and implementing an HRIS.
Step 1 Beginning of Idea The idea for having an HRIS must initiate somewhere. The originator of the
idea should prepare an initial report showing the need for an HRIS and what it can do for the
organizations.
Step 2 Feasibility Study Feasibility study evaluates the present system and details the benefits of an
HRIS. It evaluates the costs and benefits of an HRIS.
Step 3 Selecting a Project Team Once the feasibility study has been accepted and the resources
allocated, a project team should be selected. The project team should consist of an HR representative
who is well-informed about the organization’s HR functions and activities and about the organization
itself and representatives from both management information systems and payroll. As the project
progresses, additional clerical individuals from the HR department will need to be added.
Step 4 Defining the Requirements A statement of requirements specifies in detail exactly what the
HRIS will do. A large part of the statement of requirements normally deals with the details of the
reports that will be produced. Naturally, the statement also explains other specific requirements. This
typically involves written descriptions of how users collect and prepare data, obtain approvals,
complete forms, retrieve data, and perform other non-technical tasks associated with HRIS use. The
key here is to make sure that the mission of the HRIS truly competitions management’s needs for an
HRIS.
Step 5 Vendor Analysis This step determines what hardware and software are available that will best
meet the organization’s needs for the lowest price. This is a difficult task. The best method is usually
not to ask vendors if a particular package can meet the organization’s needs but how it will meet those
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requirements. The results of this analysis will determine whether to purchase an ‘off-the-shelf’
package or develop the system internally.
Step 6 Package Contract Negotiation After a vendor has been selected, the contract must be
negotiated. The contract stipulates the vendor’s responsibilities with regard to software, installation,
service, maintenance, training, and documentation.
Step 7 Training usually starts as soon as possible after the contract has been signed. First, the members
of the project team are trained to use the HRIS. Towards the end of the implementation, the HR
representative will train managers from other departments in how to submit information to the HRIS
and how to request information from it.
Step 8 Tailoring the System This step includes making changes to the system to best fit the needs of
the organization. A general rule of thumb is not to change the vendor’s package, because alterations
frequently cause problems. An alternative approach is to improve programs that augment the
vendor’s program rather than change it.
Step 9 Collecting the Data Prior to start-up of the system, data must be collected and entered into the
system.
Step 10 Testing the System Once the system has been tailored to the organization’s requirements and
the data entered, a period of testing follows. The main purpose of the testing phase is to analyze the
output of the HRIS and to make sure it is doing what it is supposed to do. All reports should be critically
analyzed for accuracy.
Step 11 Starting Upstart-up begins when all the current actions are put into the system and reports
are stimulated. It is wise to attempt start-up during a lull period so that maximum possible time can
be devoted to the HRIS. Even though the system has been tested, some additional errors often surface
during start-up.
Step 12 Running in Parallel Even after the new HRIS has been tested, it is desirable towards run the
new system in parallel with the old system for a period of time. This allows for the comparison of
outputs of both the system and examination of any inaccuracies.
Step 13 Maintenance it normally takes several weeks or even months for the HR people to feel suitable
and comfortable with the new system. During this steadying period, any remaining errors and
adjustments should be handled.
Step 14 Evaluation after the HRIS has been in place for a reasonable length of time, the system should
be evaluated. Is the HRIS right for the organization and is it being properly used? Following the above
steps when implementing an HRIS will not guarantee success, but it will increase the probability.
Source: Loyal L. Byars and Lesile W. Rue, Human Resource Management, McGrawHill, pp. 526–527.
A properly oriented and updated skills-inventory system permits running to readily examine
employees with particular skills in order to satisfy the changing requirements of the company.25 HRIS
is not just useful in human resource planning. Its uses extend to thewhole gamut of HRM as
Management Inventories these include such data as
• Work history
• Strengths
• Weaknesses—identification of specific training programmes needed to remove the
weaknesses
• Promotion potential
• Career goals
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• Personal data26
• Number and types of employees supervised
• Total budget managed
• Previous management duties
• Educational background
• Current job performance
• Field of specialization
• Job preferences
• Geographic preferences
• Anticipated retirement date
• Personal history including psychological assessments. The Talk P as on-going process
Inventories of human resources are generally computerized and updated periodically. Updating is
done at least once in two years. Before updating, employees are encouraged to report major changes,
if any, in their careers—such as acquisition of new skills, completion of university degrees, changed
duties, seminars attended, papers published, and the like.
Internal Supply Armed with HR audits, planners can continue with the analysis of internal supply. The
techniques generally used for the purpose are: (i) inflows and outflows, (ii) turnover rate, (iii)
conditions of work and absence, (iv) productivity level, and (v) movement among jobs.
Inflows and Outflows The easiest way to forecast internal supply is the inflows and outflows method.
The sources of losses and gains are reckoned and projected for a particular time period (e.g. a fiscal
year). Total losses (42) are then subtracted from the current personnel level (250) and total gains are
added (22) to represent the expected level of personnel at the end of the planning period (230). This
figure must, then, be viewed in concurrence with the awaited demand for word processors, in order
to govern whether or not adjustments will be required (reconciliation of supply and demand) and to
assure that the supply will equal the demand. A major concern associated with the approach is how
the determination of the number of losses (transfers, resignations, discharges, promotions and so
forth) and gains (promotions and transfers) is made. In some cases, such as transfers, promotions and
retirements, it is possible to make very correct estimate because specific employees might have been
set aside for promotions and transfers or some others might have informed their retirement plans.
Estimates of losses due to resignations, discharges, or demotions must be made through individual or
group judgments or by appraising past turnover ratios. It should be remembered that resignations
(voluntary turnover) are often affected by labour-market conditions, the organization’s promotion
policy, and job vacancies within the organisation.27 consequently, if these factors change, loss ratios
based on past experience may not be reliable indicators of future turnover.
Turnover Rate Turnover rate is the oldest and simple method of forecasting internal supply. Stated
mathematically, the turnover rate is:
For example, if in a year, 30 out of an average force of 150 skilled fitters of a company left, (20 per
cent turnover), and this tendency continued, then the company will have to recruit 110 fitters during
the following year, in order to increase and hold the labour force at 200 in that year (50 extra fitters,
plus 40 to replace the 20 per cent separations of the average 200 fitters employed, plus 20 per cent
to replace separations of the 90 recruits).28
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Conditions of Work and Absenteeism Migration in conditions of work such as usual weekly working
hours, overtime policies, the length and timing of holidays, retirement policy, the policy for employing
freelancers and shift systems need to be examined. Absenteeism is understood as non-appearance
absence from job. Stated differently, it amounts to absenteeism when an employee is scheduled to
work but fails to report for duty. Mathematically, absenteeism is calculated thus:
Absenteeism obviously reduces the number of employees available for job. If the absenteeism rate is
four per cent, only 96 out of 100 people are available for job. The effect of absenteeism on the future
supply of labour should be allowed for, and drifts in absenteeism should be analyzed to suggestion
causes and recommend remedial actions.
Productivity Level Any cutting- edge in productivity would distress the number of persons required
per unit of output. Escalation in productivity will reduce the requirement, and decline in it would have
the opposite effect. Let us undertake the average sales per person in a year amounts to 500,000.
Reviews of changes in productivity levels representation that sales per person have been increasing
at the rate of 10 per cent per year. If the next year’s expectedsales are 500, 00, 000, there would be
no need for 100 sales persons (500, 00,000 divided by; 500,000), but rather for only 91 sales persons
since we expect an increase of 550,000 in output per person.
Movement among Jobs some jobs are sources of personnel designed for other jobs. For example,
secretaries may be by the way of by the promotion of word processors, and branch managers are
attained from a mere of section managers. If, for example, we expect a need for five new branch
managers seven years from now, more than five division branch managers should have entered the
company this year, assuming that seven years is the typicalprogress time.29 obviously, some will leave
before the seven years are up and others may not qualify for promotion.
Pause and Ponder
ABZ Corporation’s HR team proposes a HR plan where 50 people are hired at the start of the year and
40 are laid-off at the end of the year. What is your opinion about the proposal?
External Supply In addition to internal supply, the organisation needs to lookout for prospective
employees from external sources. External sources are important for specific reasons: (i) new blood
and new experience will be available, (ii) organisation needs to replenish lost personnel, and
(iii)organizationgrowth and diversification create the needs to use external sources to obtain
additional number and type of employees. Sources of external supply vary from industry to industry,
organisation to organisation, and also from one geographical location to another. Some organisations
have found that their best source of future employees are colleges and universities, while others
achieve excellent results from consultants, opponents or unsolicited applications.
To Do Activity
Meet an employee who is a technocrat and find his job satisfaction level

2.6 Issues of HRM in Organisations™
Formal studies are there to assess the growth and employment potential in Indian formal private
sector but less attention is being given to conditions and strategies to promote the job creation
opportunities in social enterprises. Indian government is generating approximately 7 million
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employment and self employment opportunities per annum there is a serious lack of accurate
information on the type and the number of the available jobs. The current issues in HR are
• Technology advancement
• Recruitment and availability of skilled labor
• Retention and Succession Planning of employees
• Health , Welfare and safety
• Workforce diversity
• Industrial and Employee Relations/ Non Union Organization
• Cross cultural Training
• Quality improvement
• Retention of talents
• Talent management
• Outsourcing
• E Business
• Organizational restructuring
HRM practices that help companies deal with the four competitive challenges can be grouped into
four dimensions
• The human resource stratosphere
• Obtaining and formulating human resources
• Valuation besides improvement of human resources
• Compensating human resources
• Managing internal and external environmental factors allows employees to make the
greatest possible contribution to company productivity and competitiveness.
• Customer needs for new products or services influence the number and type of
employees businesses need to be successful.
• Besides interesting work, pay and benefits are the most important incentives that
companies can offer employees in exchange for contributing to productivity, quality, and
customer service.
• Human resource management practices of both managers and the human resource
function must be aligned and contribute to the company’s strategic goals.
Conclusion
Contemporary business environment brings new challenges affecting many aspects of management
including one of its crucial facets – Human Resource Management. Most frequently mentioned
challenges of modern HRM are: globalization, economic and legal environment, and workforce
diversity resulting from both globalization and demographic change, technological development,
changes in educational background of employees and in their expectations regarding working
conditions. These factors directly and indirectly determine human resource management strategies
and the possibility of their implementation. The 90’s was an era of Liberation, Denationalizationalso
Globalization (LPG model) in India, which meant at making Indian economy one of the thirft
economies in the world. With persistent reforms, policy changes and high FDI investment, 21st
century India has become an apt place for business investment that has the potential to create a
positive impact on the global economy as well. Deteriorating business borders and globalization have
resulted in business, cultural and talent exchange among countries, which has caused severe
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modification in HR functions worldwide. Recruitment is to complement the existing workforce or
replace the lost staff, Recruitment of top-talent is a key challenge faced by the human resource
department. Finding staff with the right blend of skills and self-driven personality is a major task in
itself. Recruitment is carried out by the internal HR department or with third-party coordination, but
the effective central management of the same also is important. Employees are the lifeline of a
company and businesses invest significant time, plus money to determined maximum productivity
and interest of their workers. Another important accountability of HR is to protect their pre-existing
valuable asset – the employees is retaining. Another major task that a human resource team
implements is maintenance of ‘Optimum Productivity’ among workers. When output is low, HR needs
to know the pain areas including poor working practices or lack of resources. Active communication
of pain areas to higher management and providing a real-time solution for employees is also essential.
Talent Management is another main function of HR team is to cope, govern and securing top talents.
Talent management begins from on boarding right candidate followed by employee assignation and
employee retention. A deliberately formed talent management technique helps recruiters retain
outstanding employees. Post globalization and technological improvement, the world of HRM is
changing rapidly. Constant environment variations have led to several issues in HR domain of India in
regards to recruitment, engagement, HR technology, employee training, workforce management etc.
Today, Indian HR community works in a compact, globalized ecosystem which needs a technologydriven, trust-worthy, faster and mechanized HR system. An automated system that allows HR to
manage, analyze and direct centrally is what HR leaders pursue today. A technologically-advanced HR
system that can provide access to proper candidate data, analytics and revenue information is likely
to become the key to determining such HR issues; an instrument that HR need the most.
Sample Questions
Part A
1. How to asses the HR planning in external &internal ?
2. Explain the steps involved in the HR Planning process.
3. What are the importance of HRM planning ?
4. Distinguish between recruitment and selection
5. If you are the head of the department in a retail store , how will you design ‘Job description’?
6. What are the several sources of recruitment? How organizations estimate the worth of these
sources?
7. List out the types of interview? Comment why stress interview is really required?
8. What are the methods of evaluation ?
9. Elucidate the relations ‘placement’ and ‘induction’. Outline their objectives.
10. Training supervisors in orientation guarantees success”. Why and why not?
11. How to orient new employees ?
12. What is job rotation ?
13. What is the purpose of conducting the exit interview?
14. List the process of interview process .
15. What are the types of interview ?
16. What is ‘Retrenchment ‘ & ‘ Retirement ‘?
17. List the steps of induction programme.
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Part – B
1. What are the HR Planning process?
2. Discuss the factors that affect the supply of human resources.
3. List the most significant merits & demerits of several bases of recruitment.
4. Explain the selection process?
5. What is interview & its types of interview?
6. What are the interview process?
7. What are the types of Employee separations?
8. Write short summaries of: Job rotation, Apprenticeship training.
9. What are types of exit interview?
10. In your opinion what are some of the important reasons for the deep changes we are seeing
in the ways jobs are done?
11. Describe how you would carry available a job analysis in a Societal enterprise that had not
ever had job descriptions.
12. Are job descriptions really essential? What would occur if a company definite not to use any
job descriptions at all?
13. Job analysis is often referred to as the ‘cornerstone’ of HRM? Do you agree? Why?
14. What should be happening in estimating the recruiting efforts of a social enterprise with over
20 divisions all over a country involved in waste management projects?
15. You are starting a new social enterprise. What phases would you go through to select your
employees?
16. What are the major problems of an interview as a selection device? What can management
do to reduce some of these problems?
17. What benefits can socialization offer for the (a) new employee (b) organization?
18. Orientation is required when the selection policy is defective. When employees are selected
properly, they do not need to be oriented. Do you agree or disagree? Why?
Caselet2
Saahas Zero Waste (SZW) is a socio-environmental enterprise that believes in a circular economy,
where all waste is converted to resources. Registered in 2013, SZW is recognised as a Startup by the
Department of Industrial Policy and Promotion, Government of India.
As a social enterprise focused on managing waste through its conversion to resources, they are helping
solve one of India's biggest challenges. SZW is a 15- year old brand with experience and expertise in
the sector. Our current team is mix of young professionals and experienced leaders from diverse
sectors.SZW is now looking to grow and thereby become more relevant to the scale of the problem
they are helping solve. To make a career working on creating a social impact, please develop your
resume suitable to SZW as they are hiring for the below positions on an immediate basis.
1. Marketing Manager - Bangalore
2. Admin Manager - Bangalore
3. Business development - Bangalore
4. Project Lead - Chennai
5. Technology Consultancy – Bangalore
Draft a resume which matches your career objectives with the Enterprise’s objectives.
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Chapter 3 Nature of Organization
Development (OD) and Change
Introduction
Organizational growth is an organized attitude to structural enhancement that applies common
science theory and research in order to intensification distinct and organizational well-fare and
effectiveness. It is a term used to include a gathering of amendment change interventions that seek
to executive organizational success and employee well-fare. OD interventions emphases on individual
need for alteration or team associated need of change or even the system crucial need of change. The
OD process is based on the firm substance of OD values and conventions which make it more authentic
and genuine. The features of OD like diagnosis, action research, survey feedback, contribution and in
addition to and re-education confirm the all-all-encompassing attitude towards organizational
change. ODI generates culture for coping up the assignment of sustainability and also the operative
application of OD enduresendures the force for forthcoming demands of an organization

Objective
•
•
•
•
•

To understand about the concept of OD and Change.
To familiarize the nature,scope and evolution of OD.
To know about planned change for the growth and development of the organization.
To learn theories of change and role of OD consultants.
To know about the application of OD in waste management initiatives and Social Enterprises.
3.1 Concept, Nature, Scope and Evolution of OD
3.2 Underlying Assumptions, Value theory and Nature of Change

3.3. The Nature of Planned Change

3.4 The Nature of Client Systems: Group Dynamics

3.5 Intergroup Dynamics and Organizations as Systems

3.1 Concept, Nature, Scope and Evolution of OD
Definitions of OD
"OD is an effort is planned, organisation-wide, and managed from the top, increase organisation
effectiveness through planned interventions in the organisations "Processes", using behaviouralscience knowledge". (Beckhard, 1969)
“OD is a planned effort, initiated by process specialists to help an organization develop its diagnostic
skills, coping capabilities, linkage strategies in the form of temporary and semi-permanent systems
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and a culture of mutuality” (Pareek, 1975)
OD…”is a long term effort, led and supported by top management, to improve organization’s visioning,
empowerment, learning, and problem solving processes, through an ongoing, collaborative
management of organization culture with special emphasis on the culture of intact work teams and
other team configurations-using theconsultant facilitator t\role and the theory and technology of
applied behavioural science including action research” (French and Bell, 1999)
"Organization development is a system-wide application of behavioral science knowledge
to the planned development and reinforcement of organizational strategies, structures,
and processes for improving an organization's effectiveness." (Cummings and Worley, 2004)
A managerial intervention can be call as an OD intervention if it is
- Planned
- Value Based
- Long Term
- Whole Organization
- Involvement & Participation of Employees / Stakeholders
- Collaboration between Consultant and Leaders
Table 3.1Concept,Nature,Scope and Evolution of OD
Table 3.1 Application of OD in Waste Management
Application of OD in Waste Management
a.
b.
c.
d.
e.

Reduce resistance and adopt new waste management practices
Deal with changes in power structures
Design context sensitive systems and processes
Changing attitude towards waste and environment and organizational culture
Value alignment across all levels, functions and locations in terms of waste management

Application of OD in Social Entrepreneurship
a.
b.
c.
d.
e.
f.
g.

Defining vision, values and purpose
Top management team building, value clarification, aligning of members
Aligning stakeholders with vision and values
Facilitating change in organizational culture
Building stakeholder management competencies
Enhancing managerial, functional and leadership competencies
Creating systems and processes relevant for the organization, business and stakeholders
Differentiating OD In Social Enterprises

Feature

1. A clear public or community mission
that is part of the governing
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Social Enterprise

Yes

Non-profit charity
For-profit business
which raises some
which sells socially
funds
through
responsible goods
selling goods
Yes

Yes

MGNCRE | HRM and OD

documents
2. Generates the majority of its
income through business activities

Yes

No

Yes

3. Reinvests the majority of profits
into achieving the public / community
mission

Yes

Yes

No

Example

An organisation that
sells soap at a profit
to generate income,
and reinvests all the
profits
into
handwashing
promotion activities
with a goal to
reduce deaths from
infectious diseases.

An organisation that
receives grants to
run
handwashing
programs and sells
subsidised soap to
local households as
part of the program.

An organisation that
sells soap at a profit
to generate income,
promotes
handwashing as part
of
its
marketing
activities, and pays all
the profits back to the
owner
of
the
company.

OD Challenges

-Balance economic
viability
with
wellbeing of all
stakeholders
-OD for economic
viability and survival
-OD for building
stakeholder
coalition,
participation
and
effective alternative
business practices

-Charity orientation
-Over Dependency
-“We know what
everyone needs”
-OD for stakeholder
mobilisation,
efficient use of funds
and achieve social
objectives

-Profit maximization
-OD for business,
market, productivity
and
efficiency
improvements
to
achieve shareholder
wealth

Source: Modified from http://www.tools4dev.org/resources/what-is-a-social-enterprise/

OD Process
An OD consultant usually follows the following steps and process
1. Gather objectives, expectations and scope from the client system who invited him/her
2. Designs a preliminary study and collects data to define the objectives and scope of the
intervention (interviews key people and checks internal reports if needed)
3. Give a detailed proposal on the types of intervention, objectives, scope, expected outcomes,
support required from client system and commercials
4. Collect all relevant data – through surveys, interviews, observation and so on
5. Collate and share the findings
6. Work with internal team to design intervention
7. Implement the OD Intervention with the support or through internal team
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8. Conduct periodic assessments and give feedback
9. Conduct final evaluation, share findings and exit
Gather
expectatio
ns & scope
Evaluation,
Share &
Exit

Initial Data
Collection

Proposal,
Committm
ents &
Contract

Implement,
Monitor &
Refine

Data
Collection
& Diagnosis
/
Assessment
Figure 3.1 OD Process

Design
Interventio
n

What Qualifies to be an OD Intervention?
TV Rao (2008) qualifies an OD intervention as
“1. It should be planned (unplanned activities and problem solving efforts are not OD).
19. It follows a sequential process. Burke (1982) presented eight steps of entry; start up, diagnosis
or assessment and feedback, action planning, interventions, evaluation including an
assessment of change and improvements, adoption and separation or disengagement.
3. It should be long term. Short term interventions, one time activities and specific time bound tasks
or problem solving experiences by themselves are not OD.
4. It should aim at the whole organization. The organization may be sub unit within the unit but the
whole of it must be dealt with. Tinkering with small unit of a unit can not be considered as OD. Can
improvements in delegation by the top management through a task force be considered OD? The
answer is No. the same may be considered as OD if it is initiated by a specialist
5. Should start form the top. This ensures seriousness and implementation.
6. Should be based on Behavioural science knowledge. Should be collaborative effort between the
organization and the facilitator (external or internal)
7. Should be value based – OCTAPACE or something similar
8. Aim at improvements in the organization which means change, effectiveness, vision any one or
more aspects of the organization functioning” (reproduced verbatim)
Levels of Focus in OD Interventions
▪
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▪

Groups / Teams

▪

Organization sub systems – Sub Units, Functions, Locations

▪

Organization

OD Competencies
T V Rao (2010) reviewed various list of OD competencies and identified the significance for OD
consultants (p21)
▪

Self Awareness

▪

Consulting process management competencies

▪

Ability to diagnose and understand the system, design and execute interventions, and work
with large systems

▪

Ability to transfer knowledge to client

▪

Academic knowledge and skills in organizational behaviour, management and organization
theory and specific knowledge and skills in OD

▪

Ability to stay current with technology

▪

Research methods competencies

▪

Interpersonal kills

▪

Systems thinking related competencies

▪

Integrating, balancing and applying theory and practice

Burke 1982 presents eleven competencies for OD practitioners.
1. The ability to tolerate ambiguity.
2. The ability to influence.
3. The ability to confront difficult issues.
4. The ability to support and nurture others.
5. The ability to listen well and empathise.
6. The ability to recognise one’s own feelings and intuitions quickly.
7. The ability to conceptualise.
8. The ability to discover and mobilise human energy.
9. The ability to teach or create learning opportunities.
10. The ability to maintain a sense of humour.
11. A sense of mission.
Roles of an OD Practitioners
▪

Expert Consultant

▪

Facilitator

▪

Coach

▪

Mentor

▪

Researcher

▪

Influencer

OD values
1. Development
2. Professionalism
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3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.

Helping people and organizations
Respect to all individuals
Inclusion, collaboration and participation
Open , honest and candid communications
Authenticity
Inquiry
Community
Diversity
Personal and organization awareness, growth and learning
Experimentation
Creating a realistic hope
Integrity
Confidentiality

Historical Perspective of OD
In India, OD and deliberate alteration trendy the initial 1960s. A group of Indian specialists skilled at
the National Training Laboratories (NTL) at Bethel, Maine, USA, taken a good deal of OD on the way
to India. Grid curriculums were cutting-edge the early 1960s in Larsen & Toubro. The T-group was
recruit and extensively used at the Small Industries Extension lead Training (SIET) Institute, Hyderabad,
State Bank of India and in the Indian Institute of Management (IIM) programmes in the mid-1960s.
Unfortunately, these endured actions and did not proceeds OD to its logical conclusions.
In the middle-1970s, OD was first popular India in Larsen & Toubro as an authorized and measure of
the HRD department. It was predictable that the alteration process would get recognized and more
OD specialists would be developed. Inappropriately, this did not occur as the corporate sector in the
country had a very sheltered and secure environment and there were few duties to change. Hence
OD typically in academic institutions— the strength of a few specialists and largely inadequate to Tgroup training and other training-based interfering’s. That it has had a slow development is by means
of the fact that even after 40 years of being, the Indian Society for Collaborative Science (ISABS), an
associate of NTL, produced less than 200 process specialists in this huge country.
There have been abundant energies to apply the OD method and associated techniques in India but it
has not formed the anticipated influence. According to Srinivasan (1994), one plausible explanation
for this is that OD as it has occurred to date is culture specific, that it simply cannot be practical to
locations outside the US. The issue of non-transferability of OD technology to values such as India has
arisen because of the 'fear' or 'distrust' of its procedures of hostility. The general (American) -or else
change agent style of familiarity and an attitude of plainness is also not suited to the Indian context.
However, a deeper examination of values embedded in Indian conviction and recommends that the
cultural values are indeed compassionate of organizational renewal also alteration. The rich cultural
heritage also contains a paradigm of modification, based on which new methods and designs of OD
might be possible. And such designs are likely to be added readily in the country.
The scenario has transformed thanks to an increasing number of applied behavioural scientists and Tgroup trainers, the HRD drive and presentation of HRD departments, influences of multinationals in
India, and the influence of Western education. Professional bodies such as the Indian Society for
Applied Behavioural Sciences (ISABS), Indian Society for Individual and Social Development (ISISD) and
its off-shoot Sumedhas, Indian Society for Training and Development (ISTD) and the National HRD
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System, and hypothetical institutions such as the IIMs have further assisted this. In the postliberalization period, everybody has been towards seek change. As a result, the solicitation of OD
technology has amplified.
3.2 Underlying Assumptions, Value theory and Nature of Change
Kurt Lewin’s Force Field Theory
B = (P, E)
Behaviour = Function of Person in their Environment
The above equation was created by Kurt Lewin, the father of social psychology, process labs and OD.
He proposed initially B = (L), where L is the life space. He said that an individual’s behavior manifest
within coexisting factors of ‘life space’ or ‘psychological field’. The life space is further divided into
person level factors and environmental factors B = (P, E).
He viewed organizations as systems and held that an issue is held in equilibrium by forces that
promote change and those that resist change. The force field analysis is

Figure 3.2 Underlying Assumptions,Value Theory and Nature of Change
Force Field Analysis
1. Describe the current situation
2. Describe the desired situation
3. List all forces driving change towards the desired direction
4. List all forces resisting the change
5. Analyse each of the forces and give a rating between 1 ( extremely weak) to 10 (extremely
strong) to each force
6. Draw the force field diagram
7. Identify the factors which are amenable to change
8. Disturb the equilibrium through strengthening the supporting force(s) or weakening the
resisting force(s) or both.
The forces of change or resistance can be from
▪
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▪

Power

▪

Technology

▪

Leaders

▪

Competitors

▪

Customers

▪

Regulatory authority

▪

Incentives – rewards and recognition

▪

Share holders

▪

Stakeholders – internal / external

▪

Legislation
Table 3.2 Amit’s New Business

Amit’s New Business
Amit is a passionate young entrepreneur. He has observed the difficulties faced by the artisan
communities in and around his village. Clay utensils and figurines is one of the handicrafts made by
families living in a near by village. These are known all over the state for their beauty and has a long
history going back t several hundred years, patronised by kings and the rich. In the last few decades
the production has come down due to many factors such a metal utensil and mass-produced curios as
well as change in customer preferences towards modern things. The families are facing economic and
psychological distress. They don’t have access to health or education. The varying demand puts lot of
stress on the household. There is no surety when the next order or sale would come. Most families are
heavily in debt. The raw material prices have gone up many times in the last twenty years but the
selling price has not increased proportionately. Young men cannot get brides as nobody wants to send
their daughter to this village and this form of work. Young women get married away into distant
villages, where ever they can find a match. Brought up from childhood with deficiency and low hope
youth get addicted to many things and have no interest in learning the skill of making the clay pottery
or figurines. Many of them go to work construction, tile making, etc. Many migrate to cities in search
of livelihood. The village is covered in gloom. Both state and central governments have provided
technical support for new technology, skill enhancement, and marketing support by showcasing the
product in fairs and in government handcraft shops. However, the quantum of orders is not sufficient
to support all the artisans in the village. Some interest in the product is from eco sensitive people who
want to use ecofriendly utensils and ethnically oriented who buy the handicrafts. This demand is again
limited. The mass manufactured goods are flowing the market with convenient and lasting products,
where traditional pottery have no chance of survival.
Amit’s market research found that there is a substantial demand for traditional cookware and artifacts.
The quality and design expectations are very high. He found an online shop who was willing to promote
and sell the products but only if the designs are contemporary and trendy. He searched and identified
a designer who was willing to work with the artisans for free. When Amit approached the elders of the
artisan community, they were not willing to meet with him to listen to his plans.
1. Do a force field analysis to identify the forces driving change and those resisting
2. Create an OD intervention which will ensure Amit is able to launch a new line of traditional
cookware within six months.
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3.3. The Nature of Planned Change
Burke-Litwin Model of Organizational Performance and Change
Basic Philosophy of the Model
1. The most dominant factor that triggers organizational change is the external environment. It
is the external environment that makes an organization to change its mission, culture,
leadership and its operating strategies.
2. The changes in the 12 key dimensions, as identified by the Burke and Litwin model, bring
about a series of changes in the structure, practices and the system of the organization.
3. All the affecting factors put together affects the motivation level of the individuals in an
organization, which in turn impacts the overall performance.
4. The 12 key dimensions of the change model interact with and affect each other. And
understanding the linkage between these supportive pillars is the key to effective and
smoother change.
Building Blocks of the Model
▪

The Transformational Factors

▪

The Transactional Factors and

▪

The Individual and Personal Factors

Figure 3.3 Building Blocks of the Model
Burke-Litwin Model of Organizational Performance and Change
Source: Burke, W. W., &Litwin, G. H. (1992). A causal model of organizational performance and change.
Journal of management, 18(3), 523-545.
The Factors
1. External Environment: The significant external factors that have an influence on the organization
must be recognized and their direct and indirect effect on the organization should be evidently
recognized.
2. Mission and Strategy: the vision, mission and the approach of the organization, as well-defined by
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the top management should be cutting-edge terms of the employees’ point-of-view about them.
3. Leadership: A study of the leadership structure of the organization should be passed out, which
clearly recognizes the chief role models in the organization.
4. Organizational Culture: An organizational culture training should seek evidence on the explicit as
well as the implied rules, guidelines, customs, principles and morals that stimulus the organizational
behavior.
5. Structure: The study of organization should not be restricted to hierarchical structure; rather it
should be a function based structure pointing on the responsibility, authority, communication,
decision making and control structure that occurs between the people of the organization.
6. Systems: Systems includes all types of policies and procedures with anxieties to both the people
and the operations of the organization.
7. Management Practices: This would involve a study of how well the mangers adapt to the
organization’s strategy when dealing with employees and the means.
8. Work Unit Climate: It is a combined study of how the employees think, feel and what do they
believe. The kind of relationships the employees share with their team members and members of
other teams is also asignificant aspect of work unit environment.
9. Tasks and Skills: This includes understanding what a definite job position demands and the kind of
kind of skills and knowledge that an employee must have in order to fulfill the task of that job position.
It’s important to see how well jobs and employees have been matched.
10. Individual Values and Needs: This pursues to explore the employee’s view about their work so as
to identify the quality factors that will result in job enhancement and better job satisfaction.
11. Motivation Level: Identifying the motivation level of the employees will make it informal to
determine how willingly they would put in their efforts to accomplish organizational goals. This would
also comprise identifying motivational prompts.
12. Individual and Overall Performance: This element takes into account the level of performance, on
individual and organizational levels, in key ranges like productivity, quality, efficacy, economical and
customer gratification etc.
Comparing OD with Strategic Change
Beer &Nohria(2000) reviewed evidence of change and development and found that there are two
broad approaches to change.
They call these two theories as Theory E and Theory O. These two theories are coherent and distinctive
and successful change organizational transformation use only one of the two. In some cases these two
are used one after the other. Theory O is similar to OD as its objective is developing capabilities, with
encouragement for participation from top management, focusing on building culture and employees
attitudes, use a process of experiment and evolve and motivation through fair exchange. This model
uses consultants to help management shape their own solutions.
The table given below differentiates the OD approach with strategic change approach, which is Theory
E. The objective of this approach is to maximise profits or shareholder value, typically top down
change management, focusing in change in structure and systems, follow a process of plan and
implement, motivating through financial incentives. Consultants diagnose and design change
interventions as experts.

377

MGNCRE | HRM and OD

Table 3.3 Comparing Theories of Changes

Image Source: https://hbr.org/resources/images/article_assets/hbr/0005/R00301_A.gif

3.4 Group Dynamics and Inter Group Dynamics
Teams have become an essential part of modern organizations and most organizations struggle to
create effective teams. And group interventions are one of most often used interventions and are built
on solid evidence in groups and inter group dynamics theory.
A group may be defined as a group of individuals who have come together to achieve a goal or
objective. Human beings are social beings and form groups so as to satisfy their need for affiliation, or
sense of identity or enhance their self-esteem.
Basic Needs of Group Formation
Identity - People’s self identity is based largely on affiliated groups
Inclusion - People have a basic need to be accepted by others and to accept others.
People want to be accepted by the people they accept.
Control - People who have a high need for control, want to control the members and directions of the
groups. People who are low need for control, want to be controlled by others.
Affection - People need to establish and maintain emotional relations. A desire to love others and be
loved by others.
Self Esteem - People’s sense of self esteem is enhanced through interactions and comparisons with
others
Group Development
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Stage model of group development

Figure 3.4 StageModel of Group Development

Figure 3.5 The punctuated Equilibrium Model of Group Development
Team Development
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▪

Getting started
o Crafting team
o Building commitment
o Leadership

▪

Getting to work
o Setting goals
o Establishing a working approach
o Influencing team culture
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▪

Reviewing / monitoring work
o Self-examination processes for continuous learning
o Actively managing midpoint
o Evaluating team’s effectiveness

Figure 3.6 Key Roles in Groups
Group Functions
There are three purposes which are continuously functioning within the assemblage that stimulus the
efficiency and productivity of groups. These functions are task functions, maintenance functions and
self-interest functions.
Task functions: This is one of the sources for the formation and establishment of a group. To ensure
that they accomplish their task the group must take members who can achieve some or all of the laidout roles:
Initiating: This demands the suggesting of tasks or aims, outlining concerns and suggesting techniques
to find a solution.
Information seeking: This is done by appealing proposed for facts, searching for relevant information
and imploring ideas and proposals.
Information giving: This is done by proposing facts, contributing information, uttering beliefs and
providing thoughts and proposals. Clarifying ideas: This is done using interpreting and making explicit
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inputs, giving substitutes and providing instances.
Bringing closure: This is done by providing a summary, reaffirming facts and providing elucidations.
Consensus testing: This is done by intended for agreements and sending trial balloons in the sky.
Maintenance Function: It is awell-known fact that to be vigorous each group requires socio-emotional
livelihood. Such socio-emotional support permits maintenance of the group in various circumstances
and stages the group moves over. Some members take the initiative in directing this support, which
includes:
Encouraging: This is done by screening respect for other members of the group and contributing
confidently towards their contributions.
Improving the group by initiating group response and feelings, sensing temper tantrums, the
environment and sharing feelings.
Harmonizing: This is done by unification differences within the group and also sinking tension in the
group.
Compromising: This is done by confessing to mistakes and looking for appropriate alternatives.
Gate-keeping: This is done by authorizing that there is a good flow of communication, involvement of
all group members and signifying sharing of discussion within the members.
Standard setting: This is done by placing down norms and rules within the group and set members
about it.
Self-Interest Function: Self-interest function activatestrendy the groups explicitly as well as secretly.
When individual members are more focused their individual interest than the group’s collective
interest then the self-interest is existence manifested. Such behavior from individual members takes
away from the performance of the group and affects job completion at the cost of the group.
Accomplishments that point towards self-interest behavior include:
Dominating and exhibiting a lack of concerns for the feelings of others, cutting them off, exhibiting
control, not exhibiting active listening and understanding the suggestions of other members
differently.
Blocking: This is academic by restricting a line of supposed and confirming that the topic revolves
around the individual’s self-interest.
Manipulating: This is done by providing information that is self-serving or if a point of view that is
intended to get a consent in his or her favor.
Belittling: This is done by putting-down others either by,sarcastic at their point of view, or cracking
jokes about another member’s contribution.
Splitting hair: This is achieved by fault-finding, looking for insignificant details that cause
anadjournment in solution.
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Table 3.4 Group Dysfunctionalities
Group Dysfunctionalities
Abilene Paradox
- Group Cohesiveness Not Central & Becomes Lower after Defective Decision
- Non-existent, Incompetent or ineffective Leadership
- No Salient External Enemies
- Committed to Private Views Bring about Pain/Suffering
- Feeling of Being Coerced / Not Responsible for the Decision
- Dissatisfaction with the Decision
- Blaming of Others in the Group
Groupthink
- Members wanting to be Accepted Most Powerful
- Overpowering or Laissez-Faire / Leadership Styles
- External Enemies Show Increased Group Solidarity
- Preoccupied with Shared Group Vision/Unanimity
- Feeling of Choice Being Made of Their Own Freewill
- Expressed Satisfaction with the Group Decision
- Protect the Leader/Others from Negative Information
Source: Adapted from Kim, Y., A Comparative Study of the ‘Abilene Paradox’ and‘Groupthink’, Public
Administration Quarterly, 25 (2), 2001: 168-189.
Symptoms of Groupthink
Illusion of Invulnerability–Creates excessive optimism that encourages taking extreme risks.
Collective Rationalization– Members discount warnings and do not reconsider their assumptions.
Belief in Inherent Morality– Members believe in the rightness of their cause and therefore ignore the
ethical or moral consequences of their decisions.
Stereotyped Views of Out-Groups– Negative views of “enemy” make effective responses to conflict
seem unnecessary.
Direct Pressure on Dissenters– Members are under pressure not to express arguments against any of
the group’s views.
Self-Censorship– Doubts and deviations from the perceived group consensus are not expressed.
Illusion of Unanimity– The majority view and judgments are assumed to be unanimous.
Self-Appointed ‘Mind Guards’– Members protect the group and the leader from information that is
problematic or contradictory to the group’s cohesiveness, view, and/or decisions.
How to identify Warning Signals?
o Mangers who publicly do not fear the unknown
o An organization with little to no conflict or debate on critical issues
o Overriding leaders and a strong organization culture
o Lack of diversity and pluralistic perspective in organization
o Recognition of a dysfunctional decision-making environment
o Indifference of employees to the organization
o The feeling of a ‘‘messiah’’ in the organization and action anxiety on the part of management
o The development of a ‘‘spiral of silence’’ in the organization
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Why Group Dynamics in OD
1. Group has a sense of identity as a group
2. Groups influence the thinking and behaviour of its members
3. Group membership leads to satisfaction and, increased self esteem
4. Groups can perform complex tasks which are not possible by individuals
5. Groups can have dysfunctionalities
Intergroup Relations
o Intergroup dynamics start with a sense of comraidaire with all members of the group
o Comparing an ingroup member and others
o leads to seeing all other as outsiders
o insiders are favoured compared to outsiders
o comparison of a member with an outsider

3.5 Organizations as Systems
Open Systems Theory
What's a System?
Amended from the Field Director to Accessing and Organizational Development: Collaborative and
Systems Approach to Enactment Modification and Learning.
One of the biggest cutting-edge how we comprehend and guide change in organizations is systems
theory and systems thoughtful. To comprehend how they are used trendy organizations, we first must
understand a system. Many of us have an automatic understanding of the term. However, we need
to make the considerate explicit in order to use systems thoughtful and systems outfits in
organizations.
Merely, a system is an organized gathering of parts (or subsystems) that are highly integrated to
accomplish an inclusive goal. The system has numerous inputs, which go through definite processes
to produce definite outputs, which together, accomplish the overall anticipated goal for the system.
So a system is regularly made up of countless smaller systems, or subsystems. For example, an
organization is made up of many executive and management functions, products, facilities, groups
and individuals. If one part of the system is rehabilitated, the nature of the overall structure is often
changed,
As well -- by explanation then, the arrangement is general, significance involving to, or affecting, and
the perfect system. (This is not to be disorderly with systematic, which can uncaring merely that
something is methodological. Thus, operational thinking -- systematic thinking -- does not essentially
malicious systems thinking.)
Schemes range from unassuming to multifaceted. There are varieties of systems. For instance, there
are biological systems (for example, the heart), mechanical systems (for example, a thermostat),
human/mechanical schemes (for example, riding a bicycle), ecological systems (for example,
predator/prey) and social systems (for example, groups, supply and demand and also friendship).
Complex systems, such as social systems, are comprised of numerous subsystems, as well. These
subsystems are arranged in chain of command, and incorporated to accomplish the overall goal of the
overall system. Each subsystem has its own restrictions of sorts, and includes various inputs,
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processes, outputs and outcomes geared to accomplish an overall goal for the subsystem.
Multifaceted systems usually interact with their environments and are, thus, open systems.
A high-functioning system continually exchanges feedback among its various parts to ensure that they
remain closely aligned and focused on achieving the goal of the system. If any of the parts or activities
in the system seems weakened or misaligned, the system makes necessary adjustments to more
effectively achieve its goals.
A pile of sand is not a system. If you remove a sand particle, you have still got a pile of sand. However,
a functioning car is a system. Remove the carburetor and you no longer have a working car.
What Is an Open System?
An open scheme is a system that frequently interactions feedback with its external atmosphere. Open
systems are systems, of course, so inputs, procedures, outputs, goals, valuation and estimation, and
Learning are all important. Aspects that remain unfavorably important to open systems include the
boundaries, external environment and equifinality.
Healthy open systems continuously exchange feedback with their environments, analyze that
feedback, adjust internal systems as required to achieve the system’s goals, and then convey
necessary information back out to the situation.
Boundaries
All systems have limitations, while the boundaries can be difficult to identify because systems
can be very vibrant. Open systems have absorbent boundaries through which useful feedback can
stands wapped and understood.
Closed systems, unlike open systems, have hard boundaries through which tiny information is
exchanged. Organizations that have closed boundaries often are unhealthy. Examples include
bureaucracies, monopolies and stagnating systems.
External Environment
The external environment includes a wide-ranging variety of needs and stimuli that can affect the
organization, but which the organization cannot unswervingly control. Influences can be political,
economic, ecological, societal and technological in nature.
A highly active organization is often response feedback with its external environment – it is
an open system. Healthy organizations regularly try to comprehend their environments through use
of environmental skimming, market research and evaluations. These organizations often try to
stimulus their external environment, as well, for example, through use of public relations, advertising
and promotions, lobbying besides advocacy, and enlightening industry and local leaders.
Outcomes
Outcomes are critically significant to the success of an organization. Consequences are in esteem to
the changes, or welfares, that customers realize as a result of using a particular product or service.
Outcomes are usually identified in terms of changed:
1. Knowledge (typically short-term outcomes).
2. Behaviors, bizarrely those that encompass useful skills (often intermediate outcomes).
3. Attitudes, values and conditions, such as augmented security, stability or superiority (usually long-
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term outcomes).
Some examples of consequences from a product or service are when customers learn to read from
attending a training, attain a recovering body by using a health club’s amenities or have a cleaner
house from using the company’s vacuum cleaner product. Notice the difference between outcomes
(measures of changes in customers) and outputs (measure of activities in an organization).
Equifinality (More than One Way to Accomplish the Same Result)
Equifinality means that the same or comparable results can be achieved by using a variety of different
Processes. For example, management can achieve the same results by using different inputs or by
using different processes with the same inputs. Equifinality suggests that there is no one right way to
accomplish important results in an organization.
In contrast, closed systems have one right way to do things. For example, in heavily bureaucratic
organizations, a person must finish the necessary procedures regardless of how useful an intended
result will be for the organization – the focus is on doing things right, rather than doing the rightthings.
The concept of equifinality elucidates why there is no one accurate way to lead or manage
organizations. It explains why there is no one right way to guide organizational change. You should
keep this in mind when adopting several solutions-based best practices, diagnostic models and
assessment tools.
Overview of the Open System of an Organization
The graphic on the following page depicts the overall open system of an organization. In the following
depiction, remember that the all-purpose flow of happenings in the system is in a large loop or cycle.
Each time exchanges feedback (for evaluation and learning) with other phases and, as a result, some
phases are changed and/or repeated in the overall cycle. Remember that the following graphic is a
model of the workings of a system. Do not confuse the graphic to be the actual system of an
organization.
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Figure 3.7 Overview of the Open System of an Organization
Questions
1. What is an open system? Give examples of open systems.
2. What is the advantage of viewing organizations as open systems? What are the assumptions of
considering organizations as closed systems?
3. What are the broad types of OD? How can you differentiate one from another?
4. Why is group dynamics important in OD?
To Do Activity
1. Map a waste management plant you visited as an open system. Clearly demarcate inputs, outputs,
processes, sub systems, and boundaries.
2. Search online for examples of successful implementation of new technologies and policies of waste
management. Identify to what extent OD values, processes and techniques were used (knowingly or
unknowingly).
3. Identify a community which is suffering because of competition from big players and are not able to
survive. Diagnose the problems preventing them from becoming competitive using force field
analysis.
4. Identify a local product which is on the verge of extinction. Do a force field analysis to understand
why it is not competitive.
5. Interview people and identify real life examples of Abilene Paradox.
Watch any group sports-based movie and map the various group concepts.
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Table 3.5 Additional Resources
Additional Resources
Indian Institutions Of Relevance in OD
• Indian Society for Applied Behavioral Science - www.isabs.org
• Sumedhas Academy for Human Context – www.sumedhas.org
• Barefoot Academy of Governance – www.barefootgovernance.org
• Aastha Foundation www.aasthafoundation.com
• Bhoomi College www.bhoomicollege.org
Online Resources
Rao, T. V. (2008). Organization Development Experiences-A Case for Enriching HRD through OD. NHRD
Network Journal, 2(3), 71-80.http://vslir.iima.ac.in:8080/jspui/bitstream/11718/10843/1/2010-0101Rao.pdf
Parikh, I. J., &Jeyavelu, S. (2002). New trends in sensitivity training in organizations. Vikalpa, 27(4), 514.http://journals.sagepub.com/doi/pdf/10.1177/0256090920020402
Rao, T. V. (2012). Organizational development and human resource development in India: A historical
perspective.
Indore
Management
Journal,
11-17.http://www.iimidr.ac.in/wpcontent/uploads/Organizational-Development-and-Human.pdf
Singh, G (2011) The Tensegrity Mandala: A Model for Organization Design. Integral Leadership Review.
Online: http://integralleadershipreview.com/595-the-tensegrity-mandala-a-model-for-organizationdesign/
Indian Books on OD
Ramnarayan, S., Rao, T. V., & Singh, K. (1998). Organization development: interventions and strategies.
Response Books: New Delhi.
Ramnarayan, S., & Rao, T. V. (2011). Organization development: Accelerating learning and
transformation. Sage.
Singh, G., &Ananthanarayanan, R. (2013). Organizational development and alignment: The tensegrity
mandala framework. SAGE Publications India.
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Chapter 4 OD Interventions
Introduction
Success of any organization that may include right from a grocery shop to a multinational company,
greatly depend on various environmentally sensitive issues that directly or indirectly depend on
various Social enterprise demands and changes. The first and foremost step towards overcoming the
growing demand lies on effective strategic planning that will kick start not only the required changes
in a strong Social Enterprises framework but will also exhibit an open system approach that can adapt
well with the changing culture. Further the strong Social Enterprises culture is so well framed such
that it simultaneously handles both the demands and the associated problems with prompt and
effective solutions that lie within the institutional regulations or norms. All the above said criteria can
be met successfully only by recruiting the right candidates who are flexible with the changing needs
of the organization and further the employees are so well educated about the organization that
actively enable them to mold according to the organizational demands. Hence, to put forth a wellorganized enterprise, the ultimate solution depends on the basic principles of Organization
Development (OD). OD is an exclusive scheme in the betterment of any organization. Further, the
various predesigned agendas that aim at in the development of organization either planned by groups
or individuals are recognized as OD techniques before OD interferences (ODI). “ODI are sets of
structured activities in which selected organizational units (target groups or individuals) engage in a
task or sequence of tasks with the goals of organizational improvement and individual development.”
ODI basically refers to plans or programs that aim in improving the outlook of the organization.
OD is a methodical approach towards organizational improvement that implements behavioral
science theory and research in order to upsurge individual and organizational well-being. Further, OD
also incorporates a collection of deliberate change interferences aiming to deliver both organizational
growth and operative wellbeing.
ODI primarily intents to show innovation right from individual, team or even the system as such. OD
process solely depends on the firm groundwork of OD values and expectations that make it more
reliable and genuine. The main contents of the OD include analysis, practical research, survey
comment, association and involvement and re-education altogether contribute to the organizational
change. ODI not only establishes a culture for meeting up the challenge pertaining to sustainability,
but also maintains the momentum for the potential needs of an organization ODI are preset programs
that are intended to resolve a problem and thereby enabling a Social Enterprise to reach its
destination. Yet another objective of ODI activities includes progressing the organization’s functioning
and also facilitating the managers and leaders to effectively handle their team and business cultures.
The numerous criteria addressed by the ODI to resolve the issues in an organization includes process,
performance, awareness, talent, spirit, expertise, assessment, career development, attrition, top
talent retention, and so on.
Objectives
In the modern world social enterprises encounter several challenges so as to run their shows, and it is
the HR department that needs to be so keen in building a team that can readily face the upcoming
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challenges and also in forming a good organization.
4.1 Team Interventions
4.2 Inter-group Interventions

4.3 Personal, Interpersonal and Group Process Interventions

4.4 Comprehensive Interventions

4.5 Structural Interventions

The features that stands as great concern in implementing ODI programming so as to create
organizational change includes: • Educating the employees about the possible alteration
• Motivating personnel for change
• Explaining need for modification to employees
• Tie-Up with OD mentor either internal or external
• Contract with OD consultant for detailed OD program
• Play a intermediary between top management and OD consultant
• Determining OD interventions with consultant
• Implementation of OD interferences
• Involving employees and their response for effectiveness of applicability of ODI
The HR plays a major role in successful implication of ODI and also in effective management of the
social Enterprises change pertaining to organization’s corporate and business strategies. Therefore,
the HR team in an organization is successful when it effectively implements ODI and closely manages
the organizational change.
So, the primary duties of any social enterprise depend on identifying the right ODI and plan accordingly
to approach the issue and solve the issue in an effective manner.
The Various Interventions Dealt by ODI in an Organization Include:
Establishing: It is the first and foremost step of the organization to implement ODI to address an issue.
• Analyzing: In this process the organization analyses the intervention and identifies the exact
cause of the issue.
• Resolving Intervention: In this process the organization plans and designs several ways to
overcome the issue as well as sort the issue so as to promote the business.
• Leading and Managing Change: In this process the HR team with the consent of the
management procures and implements the designed intervention. The ODI is so well designed
to cover all the employees right from the upper to the lower levels.
• Calculating and Institutionalizing Interventions: In this process the HR team in the organization
evaluates the various parameters taken during the implementation of ODI and also takes
necessary measures in case of any set back in ODI implementation.
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ODI Classification
Classification of ODI is generally performed on several criteria such as functions, respective groups for
which they are intended, or based on the sectors for which they are implemented.
W.L. French identified 13 major "families" of interventions based on the type of activities they
perform, such as teambuilding, survey feedback, structural change, and career-planning.
In general ODI is clarified based on group size and inter-relationship, preferably interpersonal
relationships, group processes, intergroup systems, and the entire organization.
A well planned change can rightly be called as the primary tool for any intentional change within the
organization. Depending on the demands of society the organizations or the client approaches an OD
consultant and the efforts or techniques taken by the consultant to change the ODI may depend on
respective individuals, teams and the entire organization.
Specific Intervention Techniques that are suggested by the OD consultant includes:
• Sensitivity Teaching
• Investigation Feedback
• Progression Consultation
• Team Edifice
• Intergroup Enlargement
Sensitivity Training
Sensitivity training is a psychological procedure that comprehends intensive group discussions and
interactions intended to increase individual awareness of the self and others. Further, this training is
practiced in a variety of forms under the names such as T-group, encounter group, human relations,
and group-dynamics isometrics. These groups are usually small and unstructured besides choose to
have their own goals.
Sensitivity training is often offered by organizations and works as a method provided for the members
of a given community to learn how to comprehend and appreciate the differences of opinion in other
people. It intents the participants to put themselves in others place so that they will be able to
understand and relate the view of others which is frequently different.
Sensitivity training specifically addresses concerns such as gender sensitivity, multicultural sensitivity,
and sensitivity toward physically challenged people. The goal in this type of training is more oriented
near the growth of individuals. Sensitivity training can also be used to study and enhance group
relations, especially how groups are formed and how members interact within the groups.
The origins of sensitivity training can be traced back to 1914, when J.L. Moreno created
"psychodrama," a indication of the group encounter (and sensitivity-training) movement. This concept
was later expanded by Kurt Lewin, a gestalt psychologist from Central Europe, who is accredited for
organizing and leading the first T-group (training group) in 1946. Lewin offered a summer workshop
on human relations in New Britain, Connecticut. The T-group itself was molded accidently when
workshop participants were invited to attend a staff-planning meeting and give feedback about the
meeting. The results were successful and significantly helped in understanding both the individual and
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group behavior.
An integral part of sensitivity training is sharing within of his or her own unique perceptions about
everyone present among each member of the group. This, in turn, clearly reveals information about
individual participant’s personal qualities, concerns, expressive issues, and also about things that are
common with other members of the group. A group trainer who refrains himself from acting as a
group leader or lecturer, attempts to illuminate the group processes using incidents as examples to
clarify general points or afford feedback. The group action, overall, is the goal as well as the process.
Sensitivity training resembles group psychotherapy (also known as psychodrama) in many respects,
including the exploration of emotions, personality, and relationships at an intense level. Sensitivity
training, however, usually restricts its focus to matters that can be reasonably handled within the
stipulated time. Also, sensitivity training does not include among its objectives therapy of any kind,
nor does it pass off trainers/facilitators as therapists of any sort. Groups usually focus on here-andnow issues; those that arise within the group setting, as opposed to issues from participants' pasts.
Exercise does not explore the roots of behavior or delve into deeper thoughts such as subconscious
motives, beliefs, etc.
Sensitivity training aims to educate the participants besides lead them to more constructive and
beneficial behavior. It regards insight and corrective emotional or behavioral experiences as more
important goals than those of genuine therapy. The feedback section of the training helps to facilitate
this because the participants in a group can identify individuals' purposes, motives, and behavior in
certain situations that arise within the group. Each group member can help other participants to
conclude whether exhibited behavior is meaningful and/or effective, and the feedback loop operates
uninterruptedly and extend the opportunity to study more appropriate conduct.
Another primary principle of sensitivity training is that of feedback; the breakdown of inhibitions in
contradiction of socially repressed assertion such as frankness and self-expression are expected in
place of diplomacy. Meets that take place during sensitivity training serve to help people practice
interpersonal relations to which they are likely not accustomed. The purpose is to help people develop
a genuine closeness to each other in a relatively short period of time. Training encounters are not
expected to take place without difficulty. Many trainers view the encounter as a confrontation, in
which two people meet to see things through each other's eyes and relate to each other through
common understanding.
Survey Feedback
Survey feedback is one of the means that is used for evaluating the attitudes of the employees in the
organizations, identifying discrepancies among the member perceptions, and solving the identified
differences.
Everyone in an organization can contribute in the survey feedback, but the main focus is on the
organizational family – specially the manager of any given unit and those employees who report
directly to him or her. A questionnaire is usually finished by all members in the organization.
Organization members may be asked to propose or may be interviewed to determine what issues are
relevant. The questionnaire typically asks members for their perceptions and attitudes on a broad
range of topics, with decision making practices, communication effectiveness, coordination between
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units, and satisfaction with deference to organization, job, peers, and their immediate supervisors.
The data from this questionnaire are tabulated with data relating to an individual’s specific ‘family’
and to the entire organization and distributed to employees. These data then become the springboard
for identifying problems and clarifying issues that might create difficulties among employees. In some
cases, the manager may be encouraged by an external change agent in accordance to the responses
given in the questionnaire and may be given adequate guidelines for leading the organizational family
in group discussion based on the results. Particular attention is given for encouraging discussion and
ensuring that negotiations focus on the issues and ideas and not on attacking individuals.
Finally, group discussion fashionable the survey feedback approach enables member identification for
possible implications of the questionnaire’s findings. Are people listening? Are new ideas being
generated? Can decision making, interpersonal relations, or job projects be improved? Answers to
these questions will result in the group approving upon commitments to various actions that will
provide remedy the recognized problems.
Process Consultations
Process Consultation has been described as “the central discipline for helping professionals to build
strong client-consultant relationships that result in sustained change and improvement.” This model
has enormous practical significance, not just for OD consultants, but for counselors, managers,
therapists, social workers, and others involved in building and maintaining “helping relationships.”
Edgar Schein defined the technique of process consultation as “the set of activities on the part of the
consultant which help the client to observe, understand, and act upon the process events that occur
in the client’s environment.’ Process consultation concentrates on certain specified areas such as
communication, functional roles of members, group problem solving and decision making, group
norms and growth, leadership and authority and intergroup cooperation and competition.
Schein’s process consultation model has following underlying assumptions:
• Managers require special diagnostic help in knowing what is wrong with the organization.
• Most managers have constant aspiration to increase organizational effectiveness, but they
need help in deciding ‘how’ to achieve it.
• Managers can be effective if they learn to diagnose their own strengths and weaknesses
without exhaustive and time-consuming study of the organization.
• A freelance consultant cannot learn enough about the culture of the organization, to suggest
reliable new course of action. He should, therefore, work jointly with the members of the
organization.
• The client must learn to see the problem for himself, understand the problem and find a
remedy. The consultant can efficiently provide new and challenging alternatives for the client
to consider. However, the decision-making authority on these alternatives about
organizational changes remains with the client.
• It is essential that the process consultant is an expert in diagnosing and establishing effective
helping relationships with the client. Effective process consultation involves passing those
skills on to the client.
Steps in Process Consultation
According to Schien, the process discussion normally proceeds with the following tasks:
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i.
ii.

iii.

iv.

v.

vi.

Initial Contact - Here the client comes in contact with the consultant and specifies the
problem that cannot be solved by normal organizational procedures or resources.
Define the relationship - After identifying the specific problem areas, the consultant and the
client enters into a formal contract. The formal contract spells out the services, time and
the fees assured to the consultant. Actually there is also a psychological contract because both
parties are elaborate in satisfying mutual expectations.
Select the method of work - It involves the clear-cut thoughtful of where and how the
consultant would perform the job. Each individual employee in the organization is made
mindful of the consultant, so that he can help the consultant by equipping the required
information.
Collection of Data and Diagnosis - The consultant invests a great deal of time in collecting the
relevant information. Normally, he gathers records through questionnaires, observations,
personal interviews, etc., and then makes an in-depth diagnosis of the problems.
Intervention – The consultant makes various interventions, such as agenda setting,
feedback, coaching and structural suggestions. During this phase, the solutions designed by
the consultant will be translated into action in the organization.
Reducing Involvement and Termination - When the goals of ODI have been successfully
achieved, the consultant leaves the organization by concluding the formal contract with the
client.

ODI Process
Some of the ODI processes include:
i.
Human Process
This human process relates to the following happenings within the group, such as
a. Job Analysis.
b. Team Building Activities.
ii.
Strategic
This includes activities related to organizational approaches and policies affecting to employees.
iii.
Human Resource Management
This includes human resource related activities such as
a. Reward and Recognition. b. Appraisal.
c. Career Development.
iv.Techno Structural
This includes activities relating to technology.
These are some of the aspects of ODI that act as operative mechanisms to identify and address the
issues in an organization. These interventions are obvious in totality; however, a vigilant and matured
organization should be able to apprehend these issues much before it erupts off on a bigger scale and
also should be able to address at the very initial stage with minimum efforts. The outcome of
negligence can have adverse influence in terms of cost, delivery besides wide spread agitation
succeeding in loss of image, reputation and branding.
ODI Classification in Term of Activities
The inventory of ODI is quite extensive. There is a need to explore several classification schemes here
to help us comprehend how interventions “clump” together in terms of the objectives of the
interventions, the targets of the interventions, becoming accustomed with how interventions relate
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to one another is useful for planning the overall OD strategy.
Diagnostic Happenings
This fact-finding activity are designed to determine the state of the system, the “way things are”.
Available methods range from projective devices such as “build a collage that represents the place of
a Social organization” to the more old-fashioned data collection methods such as interviews,
questionnaires, surveys, meetings, and inspecting organizational records.
Team building Activities
These happenings are considered to enhance the effective operation of teams. These activities focus
on task issues such as the way things are done, the skills and resources needed to achieve the tasks,
the quality of relationship among the team members or between members and the leader, and how
well the team gets its job done. In addition, one must consider different kinds of teams such as formal
work teams, temporary errands force teams, newly established teams, and cross-functional teams.
Intergroup Activities
Activities designed to improve the effectiveness of interdependent groups that must work together
to produce a mutual output. They focus on joint activities and the output of the groups is considered
as a single system rather than two subsystems. When two groups are involved the activities are
designated as intergroup or interface activities; and when more than two groups are involved, the
activities are designated as organizational emulating.
Survey Feedback Activities
These include activities that rely on questionnaire surveys to generate information that is then used
to identify problems and opportunities available in the Social organization. Groups investigate the
data concerning their performance and design action plans to correct the analyzed problems.
Education and Training Activities
These include activities that are intended to improve individual’s skills, aptitudes and knowledge.
Several activities are available and several methods are also possible. For example, the individual can
be educated in segregation from his or her own work groups (for e.g., a T-group consisting of only
strangers), or one can be educated in relation to the work groups (for e.g., when a work team learns
how better to manage interpersonal conflict). The activities may be directed towards technical skills
that are required for performing the tasks or may be directed towards improving interpersonal
competence. These activities may also be directed towards leadership issues, responsibilities and
functions of group members, decision-making, problem solving, goal setting and planning, and so
forth.
Process consultation activities
These include activities that “help the client to perceive, understand, and act upon process events
which occur in the client’s environment.” These activities perhaps more correctly describe accurately
designate an approach, a consulting mode in which the client gains insight into the human processes
in the Social organizations and also learn skills in identifying and managing them. Primary emphasis is
on processes such as communications, role of leader and member in groups, problem solving and
decision making, group norms and group growth, leadership and specialist, and intergroup assistance
and competition.
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Grid Organization Development Activities
Third Party Peacemaking Activities
Such activities are conducted by a skilled mentor (third party) and are designed to help two members
of an organization manage their interpersonal conflict. These happenings are based on skirmish tactics
and an understanding of progressions involved in conflict and conflict resolution.
Coaching and Counseling Activities
These include activities that necessitate the consultant or other organization members or working
individuals to acquire the following criteria:
• Define learning goals.
• Learn how others see their behavior.
• Learn new performances to help them better achieve their goals.
• A central feature of this movement is none valuation feedback others give to an individual.
• A second feature is the second examination of alternative behaviors.
Life and Career Planning Activities
These include activities that enable individuals to focus on their life and career objectives and how to
go about achieving them. Structured activities include making life and career inventories, discussing
goals and objectives and evaluating capabilities, needed additional training, and areas of strength and
insufficiency.
Planning and Goal-Setting Activities
These include activities that comprise both theory and tests in planning and goal setting, problemsolving models, planning paradigms, ideals organization versus real organization “discrepancy”
models, and the like. The goal is to progress these skills at the levels of individual group as well as total
organization.
Strategies Management Activities
These include activities that help the key policy makers to imitate systematically on the organization’s
basic assignment and goals and conservational demands, threats, and opportunities, and to engage in
long-range action development of both reactive and proactive nature. These activities direct attention
in two important directions: outside the organization to a deliberation of the environment, and away
from the present to the future.
Activities developed by Robert Blake and Jane Mouton, which constitute a six-phase change involving
the total organization. Internal resources are developed to conduct most of the programs, which may
take about three to five years to complete. The model starts with upgrading individual managerial
skills or leadership abilities, moves to team improvement activities, then to intergroup relations
activities. Later phases include corporate planning for improvement, developing implementation
tactics, and finally, an evaluation phase assessing change in the organization culture and looking
towards future directions.
Organizational Transformation Activities
These include activities that involve large-scale system changes, especially actions that are designed
to fundamentally change the nature of the organization. All most everything about the organization
is changed rather structure, management philosophy, reward systems, the design of work, mission,
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values, and cultures. Total quality curriculums are transformational and the objective of these
programs is to create high performance organizations or high performance work systems. Socio
technical systems theory and open systems planning afford the basis for such activities.
4.1 Team Building Interventions
Team Building
"Teamwork doesn't happen routinely, and it doesn't result just from the exhortations of a single
leader. It results from members paying consideration to how they are working together, issues that
block collaboration and working them through, and deliberately developing patterns of working
together that all members find challenging and satisfying." (Peter Vail, managing as a Performing Art,
1989) Periodically a team's ability to rally around goals is gridlocked by simple group dynamics, and
the team gets stuck, dropping morale, productivity and job satisfaction. Group process facilitation is a
powerful tool introduced to break this cycle. During ongoing meeting with a team, group change
activities, including insight-oriented performs and experiential exercises, are used by an OD specialist
to promote awareness among group members in their own unique personal styles in communication,
collaboration, group roles and conflict resolution. Members develop increased sensitivity and
enhanced perspective-taking skills as well as in sympathetic different communication styles among
group members. All these skills encourage superior group cohesiveness and an ability to work
productively towards a common goal. As individuals develop greater interpersonal awareness,
qualitative changes occur within the group as a whole.
Team building directly focuses on documentation of problems relating to task performance and lays
down concrete plans for their elimination. A team building program deals with new problems on a
going basis. It is an effective practice by which members of an organizational group identify how they
work together and plan changes that will progress their effectiveness (Michael Beer).
Team building challenges to improve effectiveness of work groups by allowing the group members to
concentrate on:
• Setting goals or urgencies for structural groups.
• Analyzing or allocating the way the work is performed.
• Exploratory the way the group is working.
• Examining the relationships among the people doing the work. (R. Bechard)
Thus, the fundamental aim of team building is to help the group members in examining their own
behaviors and developing action plans that foster task achievement.
Necessary Conditions for the Success of Team Building Programme
• There are certain fundamentals to be fulfilled previously making a challenge towards
undertake the team building exercises. These prerequisites have been recognized by
Hellriegel, Slocum & Woodman. They recommend that management has to ensure the
following:
• The group members understand the stated goals clearly.
• The group members unanimously agree with the objectives.
• Basic interdependence among the members of the group exists.
• The group is capable of taking remedial action on the problems identified or at least will be
able to tackle some reasonable percentage of them.
A team is defined as a form of group with minimal participants having complementary skills and who
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are dedicated to a common purpose, set of performance, goals and approach which they hold
themselves mutually accountable” (Jon Katzenbach& Douglas Smith). This definition gives an idea
about what is expected from an effective team. Team building refers to broad range of planned
activities that help teams to improve the way they complete task and also help the team members
enhance their interpersonal and problem-solving skills. In the multifaceted environment team building
interventions can be effective in enlightening teamwork and team accomplishment. With the
increased effect of globalization, cross cultural teams are formed and team building interventions can
effectively solve issues in such teams and their impact on decision making and problem solving. In the
situation of mergers and procurements where different teams from different organizations work
together, team building interventions can be of great help to find cohesiveness in teams. Team
building can contribution in expansion of group goals and norms that support high productivity and
quality of work life.
Team Building Process starts with Diagnostic Meeting of Team Members.
This process is common for permanent, temporary or special groups existing in an organization. The
diagnosis represents collecting data about the current presentation of the team. This data gathering
stage is initiated only after manager or team leader and team members have agreed upon team
development and improvement. Data can be composed through questionnaire. Once the data is
composed it is fed back to the team members.
Then this information is characterized by major themes and team creates an agenda by placing
priorities of these themes. With the consultant’s reflection and with the information received further
action plans are developed. These action tactics are team building interventions. As it is a collaborative
besides participative method of team members, team leader, consultant and top management. The
results of team building interventions are high.
Gestalt Approach to Team Building
This approach is focused on the thought individual person. Each person holds positive or negative
characteristics and is permitted to express his or her feelings. People feel as a problem when they are
not total self and when they are compelled to live others demand than their own. Gestalt approach is
aimed to achieve awareness, integration, maturation, authenticity, self-regulation and behavioral
change. In Gestalt therapy the consultant facilitates the employee to express his positive or negative
feelings, encourage transactions and design movements to help them to understand what they expect
from others.
The various exercises and technique used in team building interventions are:
a. Role Analysis Technique
Role analysis technique intervention is designed to explain expectations of team members to enhance
team effectiveness. Many times, the role obligatory (team members) may not have clear idea of the
behavior expected from him /her and also what others can do to help incumbent to fulfil his/her role.
The concept was developed by Ishwar Dayal and John M. Thomas while working for a new organization
in India. It helped the organization to clarify roles of various incumbents.
The technique works successfully for new teams but if there is role ambiguity in the existing team then
also it can help in clarifying roles. The process is about deliberating the role with the team members
to redefine it for team building. The role being defined is called as focal role.
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It includes scrutinizing the focal role with specific duties and behaviors and discussing with the entire
team and accordingly duties and behaviors are altered until the group and individual are satisfied. Also
expectations in terms of others role in a team is discussed by obligatory. Role profile is prepared. Thus,
each role in a team is discussed and role summary is prepared. This collaborative effort helps to clarify
roles and to gain commitment from team members.
b. Role Negotiation Technique
It was developed by Roger Harrison and involves a series of controlled negotiations among group
members. The steps of the role negotiation which includes contract setting the list of various things
with issue diagnosis, where master list is prepared by all. It is followed by role negotiation. This step
involves improving effectiveness by changing behaviors with written agreement. This intervention
helps to improve team effectiveness where power and influence issues create unacceptable status
quo. Thus, this intervention helps in better team functioning.
c. Interdependency Exercise
This intervention is useful if team members have expressed a desire to improve cooperation among
themselves and among their units. This intervention helps to get acquainted, to surface problems and
to provide information. This further helps to clarify inter dependable nature of the job and improves
cooperation among the team members such that the interdependencies can efficiently be more
productive and effective.
d. The Appreciations and Concern Exercise
If the diagnosis suggests that one of the insufficiencies in a team is lack of expression of appreciation
and not dealing with concerns of a group. Then, this intervention can be of help. The exercise
starts when facilitator inquires the lineup members to list down two to three appreciations for
each member and two to three concerns too. The face to face discussion is carriedout on the
same. This exercise thus helps to understand reasons for inadequacy of team members.
e. Responsibility Charting
The technique was developed by Richard Beckhard& Reuben Harris. This technique helps to clarify
who is responsible for various decisions and actions in a team.
Many times what looks simple on the paper may be complex in reality. Different tasks are carried out
by a team and every team member would have different responsibility in those tasks. Someone would
be leading one task, the other may be favorable the task, and still others contribute in a task but not
at a responsible position.
If roles are not clear then it can lead to ambiguity and ineffective team functioning. The process of
responsibility charting starts with a grid - where decisions for entire work area is listed on left hand
side and actors who might play some or other role is recorded on top of the grid.
There are five types of behavior marked on the grid are
• R = Responsibility to pledge action.
• Approval required or right to veto = A −V
• S = Support the action
• )1 = Inform but not important
• Non contribution
f. Visioning
The perception was developed by Ronald Lippit and it characterizes an intervention where team
members develop or describe their apparition of what they want their organization to be like in future,
may be in a detailed time frame.
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4.2 Inter-Group Interventions
Intergroup interventions are integrated into OD programs to facilitate cooperation and efficiency
between different groups within an organization. For instance, departmental interaction often
deteriorates in larger organizations as different team’s battle for limited resources or become
detached from the needs of other departments.
Conflict resolution meetings are one common intergroup intervention. First, different group leaders
are brought together to get their commitment to the intervention. Next, the teams meet separately
to make a list of their feelings about the other group(s). Then the groups meet and share their lists.
Finally, the teams meet to discuss the problems and try to develop solutions that will help both
parties. This type of intervention helps to gradually diffuse tension between groups caused by lack of
communication and misunderstanding.
Rotating membership interventions are used by OD consultants to minimize the negative effects of
intergroup rivalry that generally result from employee allegiances to groups or team. The intervention
basically entails temporarily putting group members into their rival groups. As more people interact
in the different groups, greater understanding results.
OD joint activity interventions serve the same basic function as the rotating membership approach,
but it involves getting members of different groups to work together towards a common goal.
Similarly, common enemy interventions achieve the same results by finding an adversary common to
two or more groups and then getting members of the groups to work together to overcome the threat.
Examples of common enemies include competitors, government regulation and economic conditions.

Figure 4.1 Inter-Group Interventions
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4.3 Personal, Interpersonal and Group Process Interventions
There are three types of interventions that an organization should be able to identify and plan to
implement, they are:
i.
Individual Interventions pertaining to an individual.
ii. Group Interventions pertaining to a group.
iii. Organizational Interventions related to the organization’s strategy and policy.
Individual (Personal) Effectiveness
Each organization consist of individuals possessing unique values, attitudes and motivations. When
the organization seeks a change in an individual’s behavior then use of ODI pertaining to individual
development can be of great help. Interventions for individual development range from empowering
them to counseling and mentoring. The assumption of such efforts is mainly for developing better
employees so as to build an effective organization.
Team (Interpersonal) Efficiency
Teams form fundamental unit of the Social organization. Teams or work groups play very important
role in organizational effectiveness. There are operative teams which may increase work motivation,
improve performance and efficiency. The team building interventions mainly attention on improving
problem solving capacity, resolving conflicts and also on enhancing efficiency and effectiveness.
Organization (Group Process) Effectiveness
OD also focuses on system extensive change. There are ODI which relate to rearrangement of
organizations and there are also ODI that change entire system with the emphasis on all type of
interventions, i.e., individual, team and structural. Thus, every Social Initiative should have open
systems to accommodate change. The organization or a system need to maintain its equilibrium and
if that equilibrium is troubled by both internal and external forces, change occurs. If organization is
not able to plan the change process efficiently it may lead to failure. The plan change efforts can help
an organization to achieve desired results. These plan change efforts are OD programs consisting of
ODI.
Personal Intervention
Individual interventions mainly focus on training or if educational experiences which are aimed for
bringing change in individuals. Many of these interventions include training, workshops, seminars or
addresses including behavior and technical aspects.
Individual OD interventions mainly include:
T-Groups
T-group (T = training) T-groups have its origin from NTL experiments and this technique was invented
by Kurt Lewin and his colleagues. A T-group is a fundamentally unstructured, agenda less group
session of about 10-12 members and a professional trainer who acts as a facilitator for the group
actions, reactions and connections and also act as data for group discussion. The group meets for
three days to two weeks. Learning’s from T-group differs from learning about oneself, understanding
other’s behavior and group dynamics. T-group acts as powerful laboratory training tool. It gives an
individual an insight to identify the behavior and to improve interpersonal relations.
Behavior Modelling This is a training technique used to improve relational capability it is based on
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Albert Bandura’s social leaning theory which believes in
1) Individuals should perceive the link among behavior and certain outcomes
2) Must need positive consequences
3) Must believe that they can do it.
Life and Career Planning These approaches help the individuals to analyze and balance life and career
simultaneously.
Coaching and Mentoring
In an organization, individuals seek to have feedback on their behavior and look forward for
developing more qualities. The OD consultant and the supervisor both can guide an employee to
achieve it. Coaching generally focuses on guiding an individual to enhance the performance.
Mentoring focuses on guiding an individual for general career and personal development. Mentoring
is generally a one-to-one session.
Instrumented Training
It consists of self-analytical surveys. The selection of suitable instrument for the diagnostic purposes
is based on the expertise and knowledge of an OD consultant. There are wide varieties of such
instruments which are based on information of behavioral science, e.g., Myers Briggs Type Indicator
(MBTI) questionnaire) or Grid OD. Such instruments help to diagnose, evaluate and improve
individual’s behavior to be more effective.

4.4 Comprehensive Intervention
Wide-ranging interferences are those in which the total Social Enterprise is involved and depth of the
cultural change is addressed.
Beckhard’s Confrontation Meeting
• The confrontation meeting was industrialized by Richard Beckhard, it was a one-day meeting
of the entire management of an organization, in which they took a reading of their own
organizational health.
• In a series of activities, the management group were allowed to generate information about
their main problems, analyzes the important causes, develop action plans to correct the
problems, and set a schedule for complete corrective work.
• This involvement is an important one in OD. It is quick, simple and reliable way to generate
data about an organization and to set the action plans.
The Steps Involved in Confrontation Meeting are as Follows:
• Climate Setting (45-60 min). The top manager statements the session by stating his or her
goal for the meeting, citing the requirement for free and open discussion of issues and
problems, and making it clear that individuals will not be punished for what they say.
• Information Collecting (1 hour). Small groups of 7-8 members are formed on the basis of
heterogeneity of structure that is supreme mixture of people from different functional areas
and working situations compose each team. The only rule is that bosses and subordinates
cannot be put together on the same team.
• Information Sharing (1 hour). Reporters from each small group report the group’s complete
findings to the total group, which are placed on newspaper on the walls. The total list of items
is categorized usually by the meeting leader, into few major categories that may be based on
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type of problems (e.g., communication problems), type of relationships (e.g., troubles with
top management), or type of area (e.g., problems with the accounting department).
Priority Setting and Goal Action Planning(1 hour and 15 min). This step classically follows a
break during which time the items from the lists are reproduced for distribution to everyone.
In a 15 min universal session, the meeting leader goes to the list of items. The groups are
asked to do three tasks. First, they are to identify the problems they think should be the
precedence issues for top mgt. Second to find the solutions to the problems. Third, they are
to Determine How They will Communicate the results of the conflict meeting to their
subordinates. This activity completes the hostility meeting for all the managers except for the
top management group.
Immediate Follow up by Top Team (1 to 3 hours). The top management team meets the rest
of the participants who have left to plan the first follow-up actions steps and to determine
what actions should be taken on the basis of what they have educated during the day. These
follow-up action plans are connected to the rest of the management group within several
days.
Progress Review (2 hours). A follow up meeting with the total management group is held,
preferably 4-6 weeks after the report progress, to appraisal the actions resulting from the
confrontation meeting.

Strategic Management Activities
This is defined as the expansion and implementation of the organization’s grand design or overall
strategy for relating to its current and future environmental demands. The concept is described by
Schendel and Hofers and it comprises of six major tasks such as:
i.
Goal Formulation-Defining Mission and purpose
ii. Environmental analysis- SWOT Analysis
iii. Strategy formulation
iv. Strategy evaluation
v. Strategy implementation
vi. Strategic control
Stream Analysis
Stream analysis developed by Jerry Porras is a valuable model for thinking about change and for
managing change. It is a system for graphically exhibiting the problems of an organization, examining
the interconnections between the problems, recognizing core problems and graphically tracking the
corrective actions taken to solve the problems. Porras categorized organization work into four classes
such as:
i.
Organizing arrangements like goals, structure, policies, etc.
ii. Social factors like culture, management style, interface process, etc.
iii. Technology like tools, equipment, job designs, technical systems, etc.
iv. Physical setting like- space configuration, physical ambience, interior design, etc.
A thorough diagnosis of the organization’s problems and barriers is effectively performed via
brainstorming sessions, interviews, surveys and other methods. Each problem is categorized in
one stream. The interconnections between the problems are noted. Problems that have many
interconnections are identified as core problem. Further action plans are developed to correct the
core problems. In stream analysis, OD programs change the work setting, which leads to
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organizational development.
Survey Feedback
The survey feedback includes:
• Collecting data about the system and nourishing back the data for individuals and groups
at all levels of the organization to analyze, interpret meanings, and design corrective
action steps.
• These are having two apparatuses namely the use of Attitude Survey and the use of
Feedback workshops.
• Survey feedback has been shown to be an effective change technique in OD.
• A well designed survey helps organization members to develop valid models of how
organizations work and also provide feedback about growth towards goals.
Further, the various steps for optimal survey includes
• Top management members are involved in the preliminary planning.
• Data are collected from all organizations.
• Facts are fed back to the top policymaking team and then down through the hierarchy to
the functional teams.
• Each superior supervises at a meeting with their subordinates in which the collected data
are discussed.
• Most feedback meetings include a consultant who has helped to prepare the superior for
the meeting and who serves as a resource person.
Grid Organizational Development
This is intended by Robert R. Blake and Jane S. Mouton. It has six segment program lifelong about 3-5
years. An organization can move systematically from the stage of examining managerial behavior and
style to the development and implementation of an ideal strategic corporate model. It enable
individuals and groups to assess their own strengths and weaknesses. Further, it is based on two
dimensions namely a) Concern for people and b) Concern for production.
The phases in Grid OD include:
Phase 1: The Managerial Grid - Grid seminar is conducted by the company manager. Attention is given
to assessing individual’s managerial styles, problem solving capability, communication skills, etc.
Phase 2: Teamwork Development - The goal involves achieving teamwork in the organization through
analysis of team culture, traditions, etc. Feedbacks are given to each manager about their individual
team behavior.
Phase 3: Intergroup Development - The goal is to move groups from their ineffective ways towards an
ideal model. The phase includes building operational plans for moving the two groups.
Phase 4: Developing an ideal strategic corporate model - The focus swings to commercial planning.
Top management designs an ideal tactical corporate model that would define what the corporation
would be like.
Phase 5: Implementing the Ideal Strategic Model - The organization instrument the model developed
in phase 4. Each constituent appoints a planning team whose job is to scrutinize every phase of the
component’s operation. After the planning and calculation steps are completed, conversion of the
organization to an ideal condition is implemented.
Phase 6: Systematic Critique - Systematic evaluating, measuring, and evaluating lead to knowledge of
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what progress has been made, what obstacles still exist and must be overcome.
Large Scale Change and High-Performance Systems
When a number of OD and other interventions are collective to create major changes in the total
nation of an organization, the term large scale is used.
The creation of high-presentation systems, high-performance organizations, high-involvement
organizations, or self-designing organizations frequently involves a broad array of involvements, and
typically extensive member participation and involvement.
Changes in areas such as job design and work flow, staffing procedures, training and compensation
are usually mutual with such interferences.

4.5 Structural Intervention
These activities are designed to improve the effectiveness of Social Enterprises structures and job
designs. The activities may take the form of experimenting with new Social Enterprise structures and
evaluating their effectiveness in terms of specific goals or devising new ways to bring technical
resources to bear on problems. Also called as techno structural interferences refers to range of
interventions that are aimed at refining organizational efficiency through changes in the task,
structural, technological and goal procedures of an organization.
Socio Technical System (sts)
This theory was developed by Eric Trist, Fred Emery and others at the Tavistock Institute in the 1950’s.
According to this theory organizations are encompassed of two interdependent systems, a social
system and a technical system and any change in one system can affect the other system. To achieve
high efficiency and employee satisfaction, an organization must enhance both systems. These
optimization efforts have led groundwork to efforts of work restructure and organization
restructuring.
Self-Managed Work Teams
It is also otherwise called as self-regulating work groups, cross-functional teams, autonomous work
groups, high performance teams, etc. Self-managed work team is an independent group whose
members decide how to holder and manage their tasks. The team comprises of members from
different parts of an organization and with different expertise and backgrounds. Top management
gives authority to such teams to handle their group processes. Various nature of team helps to work
effectively. There is increased responsibility on such teams as they have to set working schedules,
prepare budget, create job projects, develop performance goals, hire and select team members,
assess the performance and have control on all group processes. Most companies may not use selfmanaged teams’ organization wide but it can be used only for specific projects.
The characteristics of self-managed teams are:
• Team participants are dedicated to team and organizational visualization.
• Team members are highly trained in their areas.
• Evidence in openly shared.
• High participation and enablement is required.
• There is simplicity about roles in a team.
• Assessments are made based one compromise.
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Work Redesign
This model was established by Richard Hackman and Greg, the features of self-managed teams are
Old tam. This model is an OD approach as it contains of diagnosis, participation, and feedback and
group development by redesigning the jobs. Model recommends analyzing jobs using five core job
characteristics which are skill variety, task identity, task significance, autonomy and feedback from job
enhancing motivation, job satisfaction and work effectiveness. But some factors can minimize or
moderate these outcomes. One such factor is knowledge and skill, however deficiency in it can lead
to less performance. Growth need strength which is yet another factor, if this need is low i.e.,
individuals need to learn and develop and so this can also lead to less motivation and job satisfaction.
The third factor is ‘Context’ satisfactions i.e., dissatisfaction with pay, job security, co-workers,
supervisors, etc., can also lead to less motivation. Thus, if the core job dimension is present in a job,
the job characteristics model predicts certain positive effects in an employee’s psychological state.
This can thus lead to high individual and team development throughout the organization.
(iii) Survey Research and Feedback
Surveys are directed for improvement. It is also measured as a communication device that helps to
enable dialogue between staffs and top management. Reviews help to evaluate the current state of
an organization and it can also recognize various problems that lead to less inspiration or
dissatisfaction. Survey research and feedback is a development in which OD consultant and members
of an organization collaboratively collect the data and analyze them for positive organizational change.
With the participation of top management, a preliminary planning of survey questionnaire is done.
The survey questionnaire is then filled by organizational members. Data collected are brief and fed
back from top to lower level. Based on feedback and problems diagnosed an action plan is decided.
This organization wide survey research helps to comprehend problems and feedback which results in
changes for necessary performance.
(iv) System for Management
This system wide intervention was designed by Rensis Likert. He acknowledged four systems they are
as follows:
1) System 1 - Exploitative Authoritative (autocratic, top down approach)
2) System 2 - Benign Authoritative (top down, less corrective)
3) System 3 - Consultative
4) System 4 - Participative (based on participative methods ofverdict making and supervision,
emphasis on employee involvement and participation)
Likert devised a measurement device i.e., questionnaire to specify perceptions of employees of the
organization which investigates the system 4 parameters. The results are plotted as profile which
explains the difference that can occur in organization to be least effective whereas system 4 has most
effective organization. OD practitioner must divert his/her efforts to move towards system 4
organization which involves contribution, participations and empowerment of employees
(v) Stream Analysis
The model was developed by Jerry Porras and is appreciated to understand change and managing
change process thoroughly. He classified organizational work setting (the environment in which
people work) into four variables, namely:
1. Organizing arrangements that include goals, strategies, systems policies and procedures.
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2. Technology that includes tools, apparatus, machinery, work flow project and technical
systems.
3. Social factors that includes culture, interaction, process, network characteristics and informal
patterns.
4. Physical setting that includes space configuration and ambience architectural design.
5. The process starts with thorough diagnosis through interviews, brain storming sessions and
questionnaires. A task force of representative from all parts of an organization reviews
problems and categorizes these problems into four streams, as discussed above. Then
interconnections between the problems are identified, more
Interconnections symbolize core problems. Action plans are established which are various OD
interventions based on core problems. Thus, OD interventions help to correct dysfunctional aspects
and change job behavior of employees and leads to organizational enhancement.
(vi) MBO
Management by objectives is a process of goal setting. It integrates individual goals with
organizational goals. This approach includes better-quality performance, operative communication
and participation which augment morale and job satisfaction. MBO believes that if people are involved
in setting goals, they will work harder and perform better. Participation on in goal setting process
allows managers to control and display performance by measuring performance and results based on
two objectives which were decided by subordinate also.
(vii) Total Quality Management (TQM)
It is a continuous quality improvement method that involves enactment of number of organization
improvement techniques like quality circles, statistical quality control, statistical process control, selfmanaged teams, quality management systems and general use of employee participation. TQM and
OD shares common values i.e., system wide presence depends on planned change, believes in
empowerment and involvement, and both are continuous in nature. It is found that TQM can be
realistic as one of the methodologies along with other interventions for actual change efforts. Thus,
TQM brings desirable benefits such as improved quality, higher productivity and enhanced employee
development.
(viii) Quality Circle
Quality circles aim at inherent problem solving and goal setting characteristics that purpose to
enhance product quality. It was devised as Japanese Management perception which was initiated by
W. Edwards Deming, Joseph Juran and A. W. Feigenbaum. Quality circles consists of a group of seven
to ten employees, across the units, who meet regularly to investigate and suggest quality
improvement plans.
These suggestions are forwarded to navigation committee for further action plan. The steering
committee approves it and then action plan is implemented. The follow up meeting is conducted
thereafter. Many organizations have implemented QC’s efficaciously and achieved desired results. QC
believes in continuous improvement by authorizing teams.
(ix) Quality of Work Life (QWL)
This is considered to be a wide application of organizational improvement efforts. It attempts to
restructure various dimensions of an organization. QWL is also characterized by employee
participation and it also acts as a problem solving mechanism. QWL projects differ from organization
to organization. But the features of QWL project remains constant.
(x) Reengineering
Also called Business process reengineering (BPR) is a system wide change method focusing on basic
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processes of an organization. It can be defined as fundamental rethinking or redesigning of processes
to achieve improvement or change in performance. Thus, reengineering is more of restricting and is
of continuous nature. For successful implementation of BPR, it requires an effective team.
(xi) Learning Organization
It is a system wide change program that emphasizes on continuous self-directed learning that will lead
to positive change and growth of individual, team and organization. In the age of globalization,
competition and new internet technology, organizations that are flexible and able to adapt according
to challenges can also sustain. Learning organizations are responsive constantly and can develop own
knowledge or products according to changing competition.
Characteristics of learning organizations include:
• Constant readiness for change and to take advantage of new opportunities.
• Learning organizations unremitting plan with integration of all levels of an organization.
• Improvised implementation of learning organizations believe in experimentation rather than
implementing stiff plans.
• Association and influence by each level of an organization is critical in learning organization.
• Commitment towards unremitting learning is key component of learning organization.
• Continuous revaluation of various policies, procedures and plans is required for learning
organization.
In short, learning organizations do not wait for problems to arise but continuously undergo
re-examination of goals for sustainability.
(xii) Large Scale System Change and Organization Transformation
Various interventions discussed earlier are part of large scale system change. It covers all the
interventions i.e., individual, team, inter group, etc. Structural interventions as large scale system is a
massive change concerning number of organizational units, affect number of people andmodify
various organizational subunits. The period of large scale change is long.
Physiognomies of large scale system changes are:
• A re-conceptualization of nature of business.
• Use of Parallel Learning Structures.
• Reduction or restructuring of categorized levels
• Team building interventions.
• Survey advice and research.
• Extensive use of assignment forces.
• Thorough leadership training.
Thus, large scale system change can only be probable if assortment of interventions is executed in a
specified time frame.
(Xiii) Strategic Intervention
Social development is more than ever before linked to entrepreneurship. Institutions and individuals
promoting social development now see entrepreneurship as a strategic development intervention
that could accelerate the social development process. Furthermore, institutions and individuals seem
to agree on the urgent need to promote social enterprises. Development agencies see social
entrepreneurship as an enormous employment potential; politicians see it as the key strategy to
prevent social unrest; farmers see it as an instrument for improving farm earnings; and women see it
as an employment possibility near their homes which provides autonomy, independence and a
reduced need for social support. To all these groups, however, entrepreneurship stands as a vehicle
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to improve the quality of life for individuals, families and communities and to sustain a healthy
economy and environment.
The entrepreneurial orientation to social development accepts entrepreneurship as the central force
of economic growth and development, without which other factors of development will be wasted or
frittered away. However, the acceptance of entrepreneurship as a central development force by itself
will not lead to social development and the advancement of social enterprises. What is needed in
addition is an environment enabling entrepreneurship in social areas. The existence of such an
environment largely depends on policies that promote social entrepreneurship. The effectiveness of
such policies in turn depends on a conceptual framework about entrepreneurship, i.e., what it is and
where it comes from.
Role of ODI In Overcoming the Challenge of Sustainability of The Social Organization
Organizational sustainability is defined by means of “an organization’s aptitude to attain its goals and
increase long term stakeholder worth by assimilating economic, environmental and social
opportunities hooked on strategies’’(David Alman – 2011 - conference on sustainability-profiles in
leadership - NYC 2001). Sustainability is not about today but the actions of today should assistance for
the years to come.
The social enterprises must have following deliberations for sustainability:
• A well-adjusted focus on long term and short term goals of an association to adapt challenges.
• Organization’s treatment to employees as an asset.
• An organizational enterprise is to fulfil the future needs and to enhance the capability of the
social organization.
• Organizations must identify the stride of change.
• Organization must invest in knowledge determined imitative
Organizational sustainability can be introduced with clarity in vision, assignment and plans which are
environment delicate i.e., which either changes or gets changed with the environmental demands and
changes. It is also to be noted that the operative strategic planning regarding these can recruit the
required changes within a strong organizational framework with open system approach for
incorporating the adaptive culture. The organizational culture is marked with how well proficient the
demands and problems related to it are considered and solutions can easily come up with scope for
creative culture efficiently institutionalized within. This can only be possible with operative hiring of
right people according to changing needs of an organization and permitting all the employees to
participate and get complex in it. If these principles are put through the organization with proper and
long term approach then surely an OD can be an active solution for it because the principles stated
above are fundamental foundations of OD.
ODI focuses mainly on individual need for variation or team related need of change or even the system
wide need of change. The OD process is based on the firm substance of OD values and assumptions
which make it more authentic and genuine. The features of OD like analysis, action research, survey
feedback, participation and involvement and re-education confirms the all-inclusive approach
towards organizational change. ODI creates culture for coping up the challenge of sustainability and
also the operative application of ODI sustains the impetus for future demands of an organization.
Benefits Of ODI
The various benefit of ODI includes:
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i.

The ODI are range of tools and systems used to manage changes effectively. The organization
can select appropriate ODI as per the need.
ii. The ODI are based on OD values and assumptions so focus on behavioral, technical and
structural aspect of change.
iii. ODI promote individual well being and improved performance.
iv. The team building interventions creates the team effectiveness for organizational
effectiveness.
v. The conflict is effectively resolved through the inter group or confrontation ODI.
vi. ODI help not only to understand the job of the obligatory but also the role and responsibility
in the process.
vii. Effective implementation of ODI creates a approachable and adaptive culture in an
organization.
The range of ODI offers large scale transformational tools and techniques for sustainability of an
organization. The ODI involve permission of employees. The process of implementation of ODI helps
in selecting appropriate ODI for shared vision, encouraging the change, enhanced presentation and
organizational effectiveness.
Problems Faced in Implementation of OD Interventions
• The objectives of change if not clear and communicated towards the change targets can lead
to misunderstanding of OD efforts.
• Lack of trust and support from top management can also be hurdle in the implementation of
ODI.
• The expertise of OD mentor either internal or external is crucial in the entire process of
implementation of ODI.
• The selection of appropriate ODI is also important, if it is not done through proper diagnosis
and research can lead to letdown of entire process.
• The change targets need clear vision and announcement for the entire process of
implementation of OD process, deficient this can give rise to resistance to change.
• Resistance to change is one of the critical aspects in the application process of ODI.
• The feedback loop if missing in the entire process can mislead the real objectives of OD
process.
• The implementation of ODI cannot be measured as quick fix but it needs continuous updation
as per changing demands.
• Lack of proper evaluation method can also be a critical issue in the implementation of ODI.
• ODI cannot be implemented in parts but it needs all-inclusive approach.
Parameters for Ideal ODI
• Application of OD interference needs systematic approach.
• ODI should be practical based on the need or problem of an organization.
• Application of ODI is different for dissimilar organizations.
• Implementation of ODI needs know-how of internal or external consultant.
• The process of application of ODI is unremitting.
• Employees must be well aware of application of ODI and should know the motive behind
application of particular ODI.
• The entire process of implementation should follow the values and assumptions of OD i.e.,
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action research, survey feedback, teams and teamwork, parallel learning structure,
normative and re-educative strategy, open systems, involvement and participation, etc.
• Evaluation of ODI should be done systematically.
• Application of behavior science in designing and implementation of ODI enhances the
effectiveness.
• Selection of appropriate ODI needs careful diagnosis which enhance the success of
application of ODI.
Role of HR in Implementation of OD Interventions for Managing Change
HR department is responsible for developing the most important asset of a social enterprise and good
HR applies delivers organizational performance that achieve organizational objectives successfully. HR
aims to develop manpower conferring to the observed entrepreneurship drill intervention.
Examples
The EQUAL Initiative is funded concluded the European Social Fund and its undertaking is to promote
a more inclusive work life through ﬁghting judgment and exclusion based on sex, racial or ethnic origin,
religion or belief, disability, age or sexual orientation. In the framework of EQUAL under the umbrella
of the long-term objective of equal occasions for men and women, a knowledge-based learning
intervention with the aim of guaranteeing the viability and stimulating the development and growth
of social female co-operatives was planned. The entrepreneurship drill program, evaluated in the
present paper was part of a wider framework of interventions. Besides, training, this framework
included the creation of networking between co-operatives (at national level). The target was a
synergy creation through the exchange of ideas, experiences and best practices (mainstreaming). In
addition, ﬁnancial incentives were given for streamlining the co-operatives through their participation
in e-commerce. Moreover, one of the fundamental purposes was to improve the quality of life and
social integration of the co-operative members through work-family balance attainment. The training
program was lectured to the members of social women co-operatives and targeted to foster
entrepreneurial skills and attitudes and refinement to help them to be more effective in achieving a
work family balance. The design of the training intervention was based on an extensive training needs
analysis (Petridou and Spathis, 2001). In addition to studying the appropriate published material, a
survey was conducted in order to trace the training gap. This way the training intervention would
address the real needs of the entrepreneurs (women members of the co-operatives) in terms of skills
and attitudes, an issue that can be measured as a major feature in order to increase the program’s
effectiveness (Jennings and Hawley, 1996). The co-operative members perceived they were lacking
knowledge in management, marketing, accounting and computing, emphasizing their
underdeveloped entrepreneurial, communication, decision making, team working and IT skills. This
knowledge improved their skills as well as their defiance referring to their self-conﬁdence, inner
control, commitment to succeed goals, risk taking, etc., were well identiﬁed so as to meet the
requirements of their commercial activities. The training program was accomplished in May-June 2006
over a period of four weeks and included 120 hours of in-class training. The training course included
topics such as deliberate management, marketing, accounting, internet, advertising, communications,
effective time scheduling, personality establishment, etc. A total of 20 co-operatives throughout the
country (167 women) participated. During this period the participants were full members of the
program.
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The present study is accumulated by anonymous surveys and was collected in September 2006, three
months after training. They were mailed to all the 167 women who participated in the program whom
were usually members of the administration board of the co-operative. A total of 104 usable
questionnaires were collected.
The study examined training intervention has succeeded in improving assistances and reinforcing
attitudes related to entrepreneurship as both elements positively affect the performance of the cooperatives and determine its eventual success. This is most probably a result of the fact that the
program was not only task oriented, focusing on speciﬁc services for small business management,
another aspect that entrepreneurial programs have been criticized for, but also managed to
incorporate creativity, innovation and problem solving abilities too (Chen et al., 1998; Pyysiainen et
al., 2006). Further it cultivated arrogances that are closely associated with higher levels of motivation
for entering and remaining in free enterprise activities (Sari and Trichopoulou, 2005; Lee, 1996).
The current study is an evaluation research of a training involvement on social women entrepreneurs,
who participate in co-operatives, and highlights the effects on the participants’ entrepreneurial
behavior and on their co-operatives viability. The results have designated that the training support
seems to have had optimistic effects mainly on skills related to IT skills such as:;
• Identiﬁcation and apprehending of business opportunities;
• The association of resources;
• Personal communications; and
• Monetary negotiations.
As far as the effects on women’s entrepreneurial attitudes they feel more self-condense, more
achievement motivated, and more capable in representative control over circumstances. Cooperatives’ survival and expansion prospects as well as their product promotion both at national and
European level, are the main effects on the co-operative’s viability. Furthermore, the evaluation
research results have designated that social female entrepreneurs are motivated to participate in
entrepreneurial activities, as members of co-operatives, by their personal needs for achievement and
economic independence. This suggests that undertaking entrepreneurial roles is closely related to the
need for improvement of the social status of women from lower socio-economic classes located in
social areas. Thus, the conservation of the co-operations is linked not only to the overall improvement
of local resources and development but also to social changes in the quality of life of social women
and the creation of equal service opportunities. Further, participation in the co-operatives permits
women to undertake entrepreneurial roles and action and thus, to ﬁnd a professional identity,
occupational consolidation and gratitude as a self-determined working force. Based on the
participants’ perceptions, the speciﬁc training interference has been evaluated to be effective as far
as its impact on entrepreneurial skills and attitudes, co-operatives’ viability and work-family balance
is concerned. Elements of the enterprise of the project that seem to have affected its effectiveness
include:
• It was intended based on training needs analysis to address speciﬁc skills gaps and problems
faced by the co-operatives and its members.
• It was not only task oriented, concentrating on speciﬁc skills for small business management
but also incorporated creativity, innovation and problem solving abilities.
• It took into deliberation the barriers that face women entrepreneurs in terms of work – family
balance.
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•

It was supported by other forms of interventions such as: the facilitation of network creation
between the co-operatives and ﬁnancial incentives for streamlining the co-operatives through
their participation in e-commerce.

Case Study
Questions
1. What is OD Intervention?
2. State the significance of OD Intervention.
3. Describe OD Intervention.
4. List the Problems confronted in implementation of OD interventions.
5. List the classifications of Interventions.
6. Describe Intervention Techniques.
7. Explain the types of interventions.
8. Describe the role of OD interferences in overwhelming the experiment of sustainability of
social Enterprises.
9. Explain Team Intervention.
10. Discuss Personal and Group process Intervention.
11. Demonstrate Structural Intervention with suitable example.
12. What is comprehensive Intervention?
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Chapter 5
Implementation of OD and its Effects
Introduction
The concept of OD can be equated by Total quality management concept which talks about the overall,
continuous improvement or Change in the organisation Culture, structure, value systems, beliefs and
the mindset of all in a holistic manner. This is being done to make the organisation effective in terms
of better outputs based on Technology, market, turnover, sustainability etc .Ultimately the individual,
functional, organization and societal objectives are met .The broader idea of organizational
effectiveness
is
applied
for non-profit
organizations towards
making
funding
decisions. Foundations and other sources of grants and other types of funds are interested in
organizational effectiveness of those people who seek funds from the foundations. Foundations
always have more requests for funds or funding proposals and treat funding as an investment using
the same care as a venture capitalist would in picking a company in which to invest. organizational
effectiveness captures organizational performance plus the myriad internal performance outcomes
normally associated with more efficient or effective operations and other external measures that
relate to considerations that are broader than those simply associated with economic valuation (either
by shareholders, managers, or customers), such as corporate social responsibility.

Objectives
•
•
•
•

To understand the ways and means to implement OD and Change Process
To find the factors influencing the success and failure of OD Implementation
To observe the role of OD Consultant and his relationship with client
To know about the organisation effectiveness due to OD
5.1 Implementation of OD

5.2 Assessment of OD

5.3 Issues in Consultant, Client Relationship

5.4 Future of OD and some Indian Experience
5.5 Effects of OD Interventions Leading to Organizational
Effectiveness

5.1 Implementation of OD, Conditions for Success and Failure During the Implementation
Process
The success of OD interventions are much more sensitive to contextual factors as the implementation
is dependent on process, participation/involvement, commitment and change in power dynamics.

414

MGNCRE | HRM and OD

Considerations for Choosing the Interventions
• Maximize diagnostic data
• Maximize effectiveness
• Maximize efficiency
• Maximize speed
• Maximize relevance
• Minimize psychological & organizational strain
Outcomes of OD Interventions
• Feedback
• Awareness of changing socio cultural norms or dysfunctional current norms
• Increased interaction / communication
• Confrontation
• Education
• Participation
• Increased accountability
• Increased energy and optimism
Structuring OD Activities
Include relevant people
• Problem or opportunity oriented, and oriented to problems and opportunities generated by
client themselves
• Goal is clear and the way to goal is also clear
• Ensure high probability of success
• Ensure experiential & conceptual learning
• Ensure individuals are freed up than anxious or defensive
• Ensure participants learn how to problem solve & learn how to learn
• Ensure learning of both content & process
• Ensure individuals are engaged as whole persons and not segmented persons
Key Success Factors for OD Interventions
• Leadership Buy-In
• Context sensitivity and skills of the OD consultant
• Clearly defining the objectives and scope of the OD intervention
• Designing the interventions based on evidence
• Participation, involvement of the people who are affected the most
• Flexibility in implementation based on the needs of the situation
• Periodic assessment and feedback
Reasons for Failure of OD Interventions
• Hidden agenda
• Misalignment between OD values and client organizational culture or leadership styles
• Lack of commitment of leaders
• Affected parties do not have a say in the changes, and are treated as recipients OD consultant
takes a position as an expert
• Blue print interventions
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Table 5.1 Waste Source Segregation – Success & Failure
Waste Source Segregation – Success & Failure
Few years back, Bengaluru Municipal Corporation made source segregation mandatory.
Subsequently effluent treatment and rain water harvesting was also made mandatary.
ABC apartments is a large apartment complex in Bengaluru with more than thousand apartments
catering to upper middle class and upper-class residents. Mr Ashok the apartments resident
association president was an avid environmentalist and an OD consultant by profession. Ms Anita the
manager, was a soft spoken, detail and result oriented person. The resident association is effective
and takes an active interest in the wellbeing of the residents, elderly and children. Various get
together, leisure and educational events are organised all the year round. The residents and the
employees are happy with the management. When source segregation was introduced Mr Ashok and
Ms Anita took personal interest in the implementation, organised training program for the
employees, awareness workshop for residents, and special workshop for the maids & cooks. They
also created colour coded posters and stickers and distributed to every flat. New garbage collection
system was introduced with different coloured bins for different types of garbage and a weekly
schedule was created. The posters were put up in all the lifts and notice boards.
The residents were provided one month to get learn and fines were levied after three mistakes of
mixing up the waste. A quiz competition was organization for the children and a separate one for
home makers, maids and cooks. Winners were given prizes. Within three months all residents and
their servants were adept at waste segregation and very rarely mistake happen.
XYZ Community is similar to ABC but the resident’s association was not very effective in managing.
When the new rule was introduced, the president of the association called for a meeting of the
management committee but only two people turned up. The manager Mr Alok was not very efficient,
he was more interested in brokering apartments for buyers, sellers. The waste segregation program
did not take off at all. When the authorities issued notice and threatened with fines, a general body
meeting was called. A few ecologically oriented residents attended the meeting and volunteered to
introduce the source segregation. They designed a new schedule for waste collection, created posters
and sent email to all residents. Initially around sixty percent of the households adopted source
segregation and there was a huge resistance from the rest. The employees of the apartment complex
did not understand the importance and many times mixed up the collected waste. The maids and
cooks also resisted the new procedure as it meant more work for them. The volunteers were not able
to overcome the resistance and had to employee an agency to segregate the waste collected so as to
avoid huge fines and punishment for non-adherence.
How to ensure OD implementation is successful?
An OD consultant and the client manager can use the following to ensure that implementation is
smooth and resistance is managed appropriately
a. Use opinion makers
b. Tackle low hanging fruits first
c. Give incentives for participation / involvement
d. Use symbolic actions and change in language in communication
e. Do a pilot before going for full implementation
f. Create a transparent communication channel to those who will affected the most
g. Isolate the distance the internal OD team along with integration and proximity to leaders

416

MGNCRE | HRM and OD

5.2 Assessment of OD and Change in Organization Performance, Impact and Issues in OD
Measuring OD effectiveness can follow any one or a combination of the following approaches. Usually
goal approach, i.e. objectives of the OD intervention is the first and along with-it metrics from other
approaches may also be used.
Approaches to Measuring Organizational Effectiveness
- Stakeholder approach
- Goals approach
- External resources approach
- Internal systems approach
- Technical approach
Table 5.2 Approaches to Measuring Organizational & OD Intervention Effectiveness
Approaches to Measuring Organizational & OD Intervention Effectiveness
S No

Approach

Metrics

1

Stakeholders
approach

Internal stakeholders - Success is measured in terms of the employee
satisfaction, commitment, engagement
External stakeholders - Measured as stakeholder satisfaction and
involvement in organizational affairs

2

Goals approach

Success is measured as achievement of the goals within the
constraints such as the time and resources used

3

External resources Measured in terms of increase in market share, increased demand,
approach
lower cost of raw materials or support of key external agencies such
as government, local community, or statutory bodies.

4

Internal systems Measured in terms of innovation in products and services,
approach
improvement in outcomes of various business processes, increased
motivation and coordination amongst employees, groups,
departments or sub units.

5

Technical approach Success is measured in terms of increase in efficiency, improvements in
productivity & quality, reduction in cost, time and resource utilization.

Source: Modified from Jones and Mathew, Organization Theory & Design
How to Assess or Evaluate the Effectiveness of OD Interventions?
One can use direct and indirect methods to evaluate the OD effectiveness.
Some of the direct methods are
• Questionnaire surveys
• Interviews
• Participant observation
Indirect methods may also be used by tracking the following before and after the intervention
• Financial ratios
• Employee / customer satisfaction studies
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• Productivity & efficiency metrics
• Financial performance
• Market performance
Other than those mentioned above, many objective and subjective variables may be assessed based
on the OD objectives and type of intervention.

5.3 Issues in Consultant, Client Relationship
Due to its values and process centric approach, the OD consultant can face many dilemmas in the
engagement process. Some of the critical issues in Client –Consultant Relationship are
• Defining the Client System
• Building Trust
• Matching Consultant Expertise
• Internal Power Struggles
• Ethical Issues
Some of the criticisms against OD consultants and interventions are
a. Fudging - expertise, team size & billable hours
b. Incompetency
c. Collusion
d. Coercion
e. Over promise and under deliver
An OD consultant need to ensure that he/she does not end up falling prey to the above-mentioned
criticisms. Some of the key issues OD consultant need to be aware is
• What is the agenda of the inviting person / group?
• What are the power struggles and which coalitions are involved?
• What is the purpose and use of this OD intervention?
• Are the affected groups involved in the process?
• Is the requirement of the situation within my competency set?
• What am I promising as outcomes?
Any client who is planning to use OD consultants need to be aware that OD would not work
• Under crisis situations
• When time is a constraint
• If participation / involvement of whole system or people is not possible or
• The intervention is supposed to impact an aspect or part of the organization and rest of the
organization is supposed to be immune
What should a manager with in a client organization do be best prepared to use OD?
• Become familiar with the OD values
• Attend workshops to experience the OD approach
• Be clear about the conditions when you can use OD consultants effectively
• Be aware of alternatives to OD
• Track industry and cross section best practices in organizational effectiveness and
performance
• Use those OD consultants who have experience in hybrid intervention situation such as
restructuring, ERP / new tech implementation, or Mergers & Acquisitions
Process Consultants Role
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•
•
•
•
•
•

Process consultant intervenes in how two or more individuals or groups or units are
operating.
PC may or may not posses substantive expertise on the problems.
PC does not solve problems or offer solutions. The focus is on facilitating identification of
alternatives and critically evaluating them. Client takes the decisions.
PC’s focus is on improving effectiveness of organizational processes.
PC is an expert on diagnostic and problem solving skills and in establishing helping
relationships.
The objective is not only to assist in problem solving but also to pass on process
observation skills.

5.4 Future of OD and Some Indian Experience
OD interventions are expected these outcomes (not limited)
• Higher health & wellbeing
• Collaboration and participation within teams
• Cooperation and collaboration between teams
• Increased engagement & ownership
• Improved work climate
• Development of relevant competencies
• Change organizational culture
• Change in management and leadership styles
• Improvement in productivity & efficiency
The impact of interventions may be at the following levels
• Individual
• Group
• Function
• Department / Process
• Location
• Business
Even though the intervention might target one level the outcomes will be at many levels. For example
individual focused interventions such as leadership labs / workshops, mentoring, etc will impact all
other levels. Culture or climate interventions are focused on the organization, the impact can be seen
on productivity & efficiency, leadership styles, etc.
What should a manager or internal consultant do to ensure effectiveness of OD?
• Reduce insecurities and anxieties
• Increase participation / involvement of key internal stakeholders
• Use metrics before and after to track OD effectiveness
• Use multi modal approach to target complex issues
• Keep track of time and resource consumption
• Ensure transparency of OD objectives
Impact of OD – Indian Experience
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Table 5.3 Examples of OD Interventions
Examples of OD Interventions
Organizational Climate Survey Feedback to Build Team Culture in a Company
The Vice Chairman of a company observed that in spite of his repeated efforts to build them as a team
the various unit heads of his conglomerate are not Seeing Eye to eye and are working in various
directions. His monthly management team meetings have resulted in show down by some of his
Directors, and discussion of small matters like dress code, tea breaks etc, rather than substantial
business mat It was felt that units with various cultures need to collaborate, work like a team, think
together and align with each other as there are a lot of business synergies between them. A climate
survey to bring out similarities and differences among the various units and using it for discussion may
result in more working together. The consultant was introduced as a HRD consultant to survey the
organization climate and give feedback of the survey. The consultant went round meeting various
heads and their managers. The consultant had meetings with cross section of managers to discuss
areas of concern to be included in the survey. A hundred item questionnaires was developed and
finalized with the help of the top team. The survey was administered to all employees and anonymous
data were conducted surveying their perceptions of the organization climate. The data were presented
in two day top management meet which aimed at examining the data and preparing action plans to
improve the status. The workshop resulted in their thinking together, discovering common issues, and
preparing action plans to improve. The workshop also resulted in a series of role negotiation exercises
and more structuring of the future meetings. Subsequent to the team building workshop some
structural changes were initiated and the meetings were redesigned. The consultant withdrew after
the team building workshop. The intervention lasted across six months. Many changes were made to
improve the efficiency and effectiveness of the team working and various other HR issues. The CEO
used the survey data to initiate many changes in the system. The CEO went round presenting the data
along with his top team and used it to initiate changes. (Consultant: T. V. Rao)
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Bringing Process Sensitivity to Build problem Solving, Team Work and Other Capabilities in a
Construction Company
The company wanted to grow and develop its own internal process sensitivity, initiative, and problem
solving capabilities. A consultant was brought in. Initial diagnosis was done using participative methods
involving the top team. The top team then collected more information on many issues. They identified
some of the issues like lack of rewards, lack of accountability, team work, performance planning and
development and appreciation of each other. It was decided to meet every quarter for two days to
become more process sensitive after a five day T-group intervention. The group continued to meet
every quarter for the next five years or so during which period several of them sent their juniors for
sensitivity training or process labs by ISABS, conducted role analysis and clarity exercises, redesigned
their appraisal system and made many other interventions. Over the next few years the meetings
continued and the organization is considered as having robust processes and interpersonal sensitivity
and internal problem solving capabilities. Even after the CEO changed the new CEOs who were largely
from within valued this experience and continued the same. The changing of the Performance
appraisal system and introduction of the new incentive system was an outcome of these interventions
though other consultants were called in for specific projects. (People involved: Somnath
Chattopadhyay, UdaiPareek, and Deepankar Roy and TV Rao in redesigning the PMS and select
workshops)
Source: Rao, T. V. (2008). Organization Development Experiences-A Case for Enriching HRD through
OD. NHRD Network Journal, 2(3), 71-80.

5.5 Effects of OD Interventions Leading to Organizational Effectiveness
Table 5.3 Examples of OD Interventions
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Organization Development Process Model
OD has played a phenomenal role in shaping how organizations are managed and changed. For
examples many new models of change and techniques used have their foundation in OD.
For example, all of the following have taken foundational constructs and tools from OD.
• Total quality management- Six sigma
• Reengineering
• Large group interventions
• Strategic change
• Learning organizations
• Diversity & Inclusion
As of now there is no coherence in the way OD is practiced or researched. Largely, except in some
cases it has become a tool kit for change implementation. The time frame of OD interventions has
been detrimental to its adaptation and has led to use of its techniques in modified forms for short
term and narrow focus interventions. The time for skill development as it is prescribed and accepted
with in OD community is another hindrance to its growth. There are fewer and fewer professionals
entering the field and most take the route of educational qualification, of which there is a plethora of
diplomas and certifications available now.
OD Now and Challenges
• Results/outcome based
• narrow focus
• short term focus
• emphasis on tools & techniques
• training of facilitators is time consuming
• did not live up to the promise
The emerging trends such as artificial intelligence and robotics (as an example) indicate the need for
managing the human, social and technological issues in an integrated manner. OD is poised with the
requisite conceptual models, research & practice evidence and tools to play a significant role in the
future of management and organizations. However, the practices may not be held under the umbrella
of OD and may take many new names and forms.
Trends of future
• Changing nature of organizations, work and careers
• Virtual office, virtual teams, virtual organization
• More time spent on job & career
• Redundancy of jobs through automation & robots
• Craving for human touch
• Demand for people skills & emotional labour
What Does Future Hold for OD?
a. OD will help organizations bridge the gap between high tech and high touch requirements of
organizations
b. OD will provide an opportunity for organizations to maintain health and wellbeing of all
stakeholders
c. OD can reduce the impact of isolation and psychological stress due to changing technologies
d. OD can help design better organizations where rapidly changing technology, physically &
psychologically isolated
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e. OD can help in making organizations ecologically sensitive as its values encompass an holistic
view of organizations and its stakeholders
Summary
However, scholars of non-profit organizational effectiveness acknowledge that the concept has
multiple dimensions and multiple definitions. For example, while most non-profit leaders define
organizational effectiveness as 'outcome accountability, or the extent to which an organization
achieves specified levels of progress toward its own goals, a minority of non-profit leaders define
effectiveness as 'overhead minimization,' or the minimization of fundraising and administrative costs.
Hence, Organizational effectiveness is typically evaluated within non-profit organizations using logic
models. Logic models are a management tool widely used in the non-profit sector in program
evaluation. Logic models are created for specific programs to link specific, measurable inputs to
specific, measurable impacts. Typically, logic models specify how program inputs, such as money and
staff time, produce activities and outputs, such as services delivered, which in turn lead to impacts,
such as improved beneficiary health.
Caselets on OD
Table 5.4 Caselets on OD
Caselets on OD
Caselet 1
• Medium size, electronics components
• On verge of sickness, no improvement on actions taken
• OD consultant brought in
• He went through minutes of meetings
• Identified the preoccupation of management with internal issues
• Consultant raised the issue of marketing environment – management had no answer
• Further probing revealed that the company has not been in touch with the latest developments in
the industry and market conditions
• Management addressed these problems and there was result within a few months.
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Caselet 2
• An OD consultant was invited to explore the reasons for low collaboration and delays in
implementing decisions
• He was invited to attend a meeting called by GM sales.
• Consultant noticed that GM R&D was passive in the meeting and was wondering at the level of
R&Ds commitment to the plans
• GM R&D raised the issue of sharing of market research data
• GM Sales remarked only those issues on agenda will be discussed
• GM R&D walked out, stating it was a waste of time to attend these meetings
• Consultant probed and found that the two were not interacting professionally
• GM R&D thought GM Sales was young and inexperienced
• GM Sales thought GM R&D was rigid and inflexible
• Consultant called GM Sales and GM R&D for a meeting
a. They were asked to write down their role description, their expectations on other persons
role
b. They also wrote down their Key Result Areas (as part of the existing performance
management system) and where they need help from each other
c. Each shared the above
d. Each one stated what help he needs from the other
e. They identified markers (key words/phrased) to use while asking for help and for stating
discomfort with the behaviour of the other person
f. They stated how they have been blind to their inter dependencies and promised to work
closely with each other and articulate any problem as soon as it arises
• Based on this and other observations, the consultant proposed a role clarification exercise with
negotiated key result areas
• All managers went through this exercise. Each wrote his role and KRAs and refined the role
description based on group discussion in teams and negotiated the metrics for KRAs with his
manager
• The subsequent quarter saw improvements in the KRAs as well as employee satisfaction with the
organization and internal customers
Comment on the process followed by the OD consultant
Caselet 3
• Mid-size software company
• Technocrat founder CEO
• CEO wanted to do a reality check of the employees
• Consultant suggested organizational commitment survey
• Across organization, paper-based survey (~500)
• Findings
• Normative Affective commitment was high
• Continuance commitment was very low
• Employee satisfaction was high
• Work was challenging
• CEO initiated changes based on the survey findings
What is your Inference from Findings?
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Caselet4
A new CEO came in and turned around the company
• CEO felt that his and others’ style of management may not be adequate for the company in the
future, wanted to know employees perception
• External consultant had a series of discussion and finalized a questionnaire which included HRD
Climate Survey with bench march data
• Questionnaire sent to all employees, were returened by 75% to the consultant directly
• Analysis was done based on divisions, functions, levels and experience
• CEO went around sharing the findings to the total organization and clarified various issues arising
from misunderstanding
• Further an in depth interview study was commissioned from the same consultant
How Effective was this process?
Caselet 5
The average scores of a questionnaire survey is given below. What inferences can you make about the
organization?
The statements were rated on a scale
1 – Disagree very much
2 – Disagree
3 – Not sure
4 - Agree
5 – Agree very much
Statement
Senior Mgmt
Middle Mgmt
Employees
N = 11 N = 35 N = 220
Goal of the organization are clear cut 4
3.2
2
Decision making tends to be basically decentralized
3
2.8
Working conditions are good 3.5
2.7
3.2
The org is quick to improve work methods
2.5
3.4
2.1
There is coordination between key units and departments 3
3.8
There is great deal of open communication
3.3
3.6
2.9
Managers treat their employees well 3.6
3.9
2.4
Level of trust is very high
3.7
3.1
2.4
The organization is interested in the people as it is in the work to be done
This org is a good place to work
3.7
3.4
2.6

2.8

2.7

2.8

3.5

1.8

What is your Inference about the organization?
What OD Intervention do you suggest?
Caselets are composite portraits, written for educational purposes only and do not reflect on any
organization, Developed by -Dr.Dr.S.Jeyavelu ,IIM -A Fellow
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To Do Activity
1.Identify a social enterprise which is not performing and identify the reason?
2.Design a questionnaire survey and collect data on the ecological awareness, methods of waste
management and openness to change from your local community members.
3.Conduct three to five interviews of the members of your institution and identify the
organizational culture.
4.Search the Chairman’s speech of ten public listed companies and identify themes of ecological
awareness and waste management policies and practices.

Questions
1. What are the key success factors of OD?
2. How can a manager ensure he makes best use of OD interventions?
3. Can OD be used in new industries like social media?
4. Will OD be effective in new organizational forms such as virtual organizations?
5. How can you measure the effectiveness of an OD intervention?
6. What are the unique challenges in implementing OD in social enterprises?
Additional Resources
Institutions of Relevance in OD
• Indian Society for Applied Behavioral Science - www.isabs.org
• Sumedhas Academy for Human Context – www.sumedhas.org
• Barefoot Academy of Governance – www.barefootgovernance.org
• Aastha Foundation www.aasthafoundation.com
• Bhoomi College www.bhoomicollege.org
Online Resources
• Rao, T. V. (2008). Organization Development Experiences-A Case for Enriching HRD through
OD. NHRD Network Journal, 2(3), 7180. http://vslir.iima.ac.in:8080/jspui/bitstream/11718/10843/1/2010-01-01Rao.pdf
• Parikh, I. J., &Jeyavelu, S. (2002). New trends in sensitivity training in organizations. Vikalpa,
27(4), 5-14. http://journals.sagepub.com/doi/pdf/10.1177/0256090920020402
• Rao, T. V. (2012). Organizational development and human resource development in India: A
historical perspective. Indore Management Journal, 11-17. http://www.iimidr.ac.in/wpcontent/uploads/Organizational-Development-and-Human.pdf
• Singh, G (2011) The Tensegrity Mandala: A Model for Organization Design. Integral Leadership
Review.Online: http://integralleadershipreview.com/595-the-tensegrity-mandala-a-modelfor-organization-design/
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Indian Books on OD
• Ramnarayan, S., Rao, T. V., & Singh, K. (1998). Organization development: interventions and
strategies. Response Books: New Delhi.
• Ramnarayan, S., & Rao, T. V. (2011). Organization development: Accelerating learning and
transformation. Sage.
• Singh, G., &Ananthanarayanan, R. (2013). Organizational development and alignment: The
tensegrity mandala framework. SAGE Publications India.
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Editors’ Profile
Dr W G Prasanna Kumar
Dr.W. G. Prasanna Kumar, PhD in Education with basic degree in Social Work and Master’s Degrees
in Sociology, Public Administration and Political Science has professional education in Environmental
Economics, Public Relations, Communication and Training and Development. Presently Chairman,
Mahatma Gandhi National Council of Rural Education (MGNCRE) under the Ministry of Human
Resource Development, in Government of India strives to promote resilient rural India through
Higher Education interventions. The national initiative of reviving Mahatma Gandhi’s ideas of Nai
Talim, spearheaded by Dr. W G Prasanna Kumar, has met unprecedented success at both national
and state levels. The primary objective of this initiative is to promote Gandhiji’s ideas on Experiential
Learning, Nai Talim, Work Education and Community Engagement, and mainstreaming them in
School Education and Teacher Education Curriculum & Pedagogy. As Professor and Head Centre for
Climate Education and Disaster Management in Dr MCR HRD Institute, conducted several capacity
building and action research programmes in climate education, disaster management and crowd
management. He has handled many regional, national and international environmental education
programmes and events including UN CoP11 to Convention on Biological Diversity and Media
Information Management on Environmental Issues.
He was Director in National Green Corps in the State Government for over 11 years and Senior Social
Scientist in State Pollution Control Board for 6 years. Conducted various curriculum and noncurriculum related training programmes in environmental education.He was a Resource Person for
AP Judicial Academy, AP Police Academy, AP Forest Academy, EPTRI, Commissionerate of Higher
Education and Intermediate Education, State Council for Educational Research and Training and
National Council for Educational Research and Training New Delhi, CCRT, Bharathiya Vidyapeet
University Pune, CPR Environmental Education Centre Chennai and Centre for Environment
Education Ahmedabad.Dr W G Prasanna Kumar was trained in Community Consultation for
Developmental Projects in EPA Victoria Australia in 1997 trained as State Chief Information Officer
by IIM Ahmedabad and MCRHRDI Government of Andhra Pradesh in 2004 and trained in
Environmental Education and Waste Management Technique by JICA, Japan in 2011.
He was awarded Best State Nodal Officer of National Green Corps Award from Centre for Science
and Environment, New Delhi, 2008, Jal Mithra Award from Earthwatch Institute of India and Water
Aid New Delhi, 2014 and Certificate of Commendation for the services in UN Conference of Parties
to Convention for Biodiversity conducted at Hyderabad from 1-20 October 2012 by the Government
of Andhra Pradesh 2012.

Dr K N Rekha
Dr K N Rekha, is a PhD Graduate from IIT Madras. She has 13 years of experience in training and
education Industry. She works at Mahatma Gandhi National Council of Rural Education (MGNCRE),
Hdyerabad as Academic Consutlant. She is involved in curriculum development on Rural
Management and Waste Management. Prior to this, she worked as a Researcher at Indian School of
Business, Hyderaba, and has a short stint at Centre for Organization Development (COD), Hyderabad.
She has Co-authored a book on “Introduction to Mentoring”, book chapters, Peer reviewed research
papers, book reviews, casestudy, and caselets in the area of HR/OB. She also presented papers in
various national and international conferences. Her research areas include Mentoring, Leadership,
Change Management, Coaching, 360 Degree Feedback appraisal, etc. She was also invited as a guest
speaker at proiminent institutions like IIT Hyderabad.

Authors’ Profile
Dr Ananthavalli Ramesh
Dr. Ananthavalli Ramesh, is an alumnus of IIT Madras. Her research on ‘Patient Engagement and
Shared Medical Decision Making’ brings out the essence of patient concerns in developing
countries. Her research papers were presented in well renowned conferences like European Health
Management Association, Netherlands and International Shared Decision Making conference at
University of Sydney. She has published articles in Indian and International journals. Her research
outcomes are based on contemporary qualitative analysis called, Interactive Qualitative Analysis
(IQA). She coined the term ‘concept exploration’ as a part of her research work on NPD for her M.S
by research. It is part of new of product development process that reduces the fuzziness during new
product development. Her research identified the importance of concept exploration at the initial
stage, which brings out the clarity in terms of product manufacturing, packaging, strategic alignment
and most importantly knowledge management. For the purpose of research in NPD, she has
collected 140 data points from multiple industries like FMCG, Medical and automotive. Her research
of NPD stresses the importance of bringing out clarity in the ‘Fuzzy Front End (FFE)’ that works
closely with all stakeholders.
Dr. Ananthavalli Ramesh is a trained six sigma black belt. She executed business development
project applying the framework of DMAIC. She has totally 10 years of working experience in
business development process, new product development and innovation management. She has
associated with automobile companies like Caterpillar, Volvo, General Motors and Eicher. Her
contribution on Royal Enfield bullet to introduce self-starter and development of 500 cc engine
resulted in increased market share and product quality.

Dr Rex Sahayaraj
Dr Rex Sahayaraj is an Assistant Professor in the Subject of Social Work for the past Five Years. He is
specialized in the area of Community Development especially in Rural Community. He has an
experience of coordinating Programs in the Rural Community. He is the Project Coordinator at
college level for Unnat Bharat Abhiyan funded by MHRD and Nodal Officer for Swatch Bharat
Internship Program. He has 7 publications to his credit in various journals.

Dr Sivapragasam
Dr. P. Sivapragasam is an experienced Social Work Educator who specialices in Human Resource
Management/Industrial Social Work with related Corporate & NGO Work Experiences. Dr.P.
Sivapragasam is presently working in the Department of Social Work (Aided), Madras School of
Social Work (MSSW), Chennai. Prior to joining MSSW, he has completed PhD in Management (InterDisciplinary) from the Department of Management Studies, Pondicherry University as a UGC- JRF
scholar. Dr. P. Sivapragasam has published about 11 articles in peer-reviewed journals (3 Scopus
indexed and 7 UGC listed), both National and International. He has also published 8 articles/chapters
in edited volumes of Books and Conference Proceedings. He has also participated in 24 Academic
Learning Programmes such as Workshops, Refresher Course, Seminars, Consultation meetings, etc.
His academic credentials also include UGC-JRF in Social Work (June 2009), UGC NET in Social Work
(December 2008), Dr. D.C. Kothari Award for Research and Best Outgoing Student – II MSW (2008),
General Proficiency Award I MSW (2007). Dr. P. Sivapragasam is an affiliated member of Association
of Indian Management Scholars (AIMS) and HR Sangam, Chennai.

Dr Rajini G
Dr.G.Rajini, MBA.,Ph.D is Professor & Head / MBA (Integrated), School of Management Studies, VELS
Institute of Science ,Technology and Advanced Studies (Deemed to be University u/s 3 of UGC Act )

Pallavaram, Chennai, India with academic experience of 16 years and Industrial Experience around
five years. Dr G.Rajini has authored 4 Books on Strategic Human Resource Management,
Metropolitan Women on-line shoppers experience, Human Resource Analytics Key to Organizational
Development, Purchase Experiences of Indian Women with Facial Cream brands :A Contemporary
Research, published from Germany and Published 50 papers in International, National and Edited
volumes of Books indexed in Scopus, Elsevier ,Springer Nature ,ICI ,Google scholar, Ebsco & by
reputed publishers like Sage, Inder science ,IGI etc..
Dr.G.Rajini has received distinguished faculty award for performing unique, commendable,
resourceful and consistently significant contribution in the field of teaching by Indo Global Chamber
of Commerce ,Industries and Agriculture on 4th February ,2018 at Pune ; best faculty award in the 7th
International Conference on Healthcare Technology and Management jointly organised by Dhaka
International University ,International Engineering and Technology Institute ,Hong Kong at
Vivekananda College of arts and Science on 4th February,2019 and Best paper awards in three
International Level Conferences and one National Level conference.
Dr.G.Rajini is Editorial board member of seven journals, Occupied as Chairperson in 9 International
Conferences and 8 National levels Executive meet and conferences. Presented nearly 30 papers in
International and National conferences of repute. Attended FDP’s /MDP’s/Conferences in IIM, IIT,
Anna University, Madras University, Loyola, Sri Ramachandra University, PSG Tech, University of
Delhi, University of Kerala, VIT-University etc. Served as Resource person for ICSSR sponsored
workshop for Ph.D scholars at University of Mysore , Entrepreneurial Development programs
sponsored by ministry of HRD, India at DKM College for Women, Vellore (Autonomous) and
Academy of prison & correctional Administration, Vellore and Police Training College, Vellore,
Corporate Trainer and consultant for Coromandel International Limited (Murugappa Group) for Eight
years. She has Coordinated and Convened International and National Seminars, Conference,
Symposium, workshops etc. Bestowed with National merit certificate in recognition of high position
secured in the list of meritorious candidates qualifying for awards from Tamilnadu in SSLC. Feels
proud in mentoring future managers and entrepreneurs for the Well being of individual and society.
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