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 Contemporary approaches:  

o The system approach- A set of interrelated and interdependent parts 

arranged in a manner that produces a unified whole.  

o The contingency approach- A management approach that says that 

organisations are different, face different situations (contingencies) and 

require different ways of managing.  

 Sustainability: combining social, environmental and economic.  

 Business stakeholders: employees, government (agencies), owners (shareholders), 

suppliers, unions, community, competitors, government, media and creditors.  

 Services: Any act, performance or experience that one party can offer to another. A 

service is soothing that is intangible. It cannot be touched or tasted however; it 

involves people, processes and physical evidence.  

o Intangibility- Services are intangible and do not have a physical existence. 

Hence services cannot be touched, held, tasted or smelt. 

E.g. incapable of being perceived by the senses. Servicing a car.  

o Simultaneity- The production and consumption happens at the same time. 

This may affect the quality and performance as you rely on them.  

E.g. personal trainer at the gym. 

o Perishability- Service can only be used once. Once used t cannot be reused, 

stored, saved or returned. 

E.g. attending a football match on the 29th Sep, tickets can only be used once. 

o Heterogeneity/variability- Meeting the individual needs and wants.               

E.g. Haircuts for males and females are different, treating both groups 

differently. Therefore, meeting the individual need or want. 

 

  
 

 To achieve success, services need to focus on: 

o People, process and physical evidence. 



 Employment relations: Relationship between employers and employees. 

o • HRM: ‘Attract, retain, motivate, develop’. 

o • IR: Rules that govern the employment relationship. 

o Unitarism- A core assumption of unitary approach is that management and 

staff, and all members of the organization share the same objectives, 

interests and purposes; thus working together, towards the mutual goals. 

E.g. if an employee feels that their lunch break is too short in comparison to 

the amount of hours they work, they can simply ask their employer for a 

longer break. 

o Pluralism- This approach sees conflicts of interest and disagreements 

between managers and workers over issues. Conflict happens all the time. 

The role of management would lean less towards enforcing and controlling 

and more toward persuasion and co-ordination. 3rd parties can get involved.  

E.g. where individuals within a business have different views.  

o Radicalism- It views industrial relations as a society. The basic assumption of 

this approach is that industrial relations under capitalism are an everlasting 

and unavoidable source of conflict according to this approach.  

E.g. paid parental leave- always changes, affects the whole economy.  

 WHS: Work Health and Safety Act 2011- physical, mental and social wellbeing. 

o Physical, mental (give examples of both), how it can be prevented or regulate 

a risk. Physical (aware of risks, proper training, regulate times for long shifts). 

Mental (counselling, continuous monitoring of employees).  

o WHS stakeholders- managers, supervisor and team leader.   

 The manager: omnipotent or symbolic 

o The omnipotent view- the view that managers are directly responsible for an 

organisation’s success or failure.  

o The symbolic view- the view that much of an organisation’s success or failure 

is due to external forces outside the manager’s control. 

 

 

 

 

 

 

 



 

 Industrial relations (IR): 

o IR- the relations between management and workers in industry. 

o Usually employed by private companies, government departments, not for 

profit organisations, unions and government agencies.  

o IR try to achieve the following objectives: 

 For employees and employers to establish and develop a framework 

for pay and working conditions.  

 Prevent and resolve disagreements that may result in industrial 

conflict. 

 Develop mechanisms for bargaining.  

 Preserve the rights and responsibilities of employers and employees 

for how work is organised.  

 Protect employees pay, working conditions, health and safety.  

 Employment relations (ER): 

o IR- the employment relationship is the legal link between employers and 

employees. It exists when a person performs work or services under certain 

conditions in return for remuneration (pay). 

o Employment relations encompasses all aspects of people at work whereas, 

historically, industrial relations and human resource management have 

focused on distinct aspects, with IR focusing more on collective approaches 

to employments and HRM on more individual approaches.  

o The study of ER serves the community in 3 ways: 

 It develops explanations of employment and work (why things are 

the way they are, how they can be changed, and the consequences).  

 It enhances the collection of skills, knowledge and understanding. 

 It assists people to solve problems at work and improve standards. 

 

 

 

 

 

 

 

 

 

 

 

 



 Current trends and issues: 

o Globalisation, ethics, workplace diversity, entrepreneurship and sustainability 

 Fortescue (Internal and external environment): 

o External- Environment, technological, political/regulatory (legal) and 

economical. 

o Internal- Competitors, stakeholders and customers  

 

 

 Wage structure- factors: 

o Age, loyalty, the effort made, performance, skill, education/qualifications.  



 Pay increase due to: 

o Business profitability, productivity improvements (individual), performance. 

 Enterprise Bargaining: 

o Negotiations between workers and management to establish their 

conditions. 

 Fair Work Act (2009) 

 

 What is Operations Management: 

o Volume  

o Visibility (of product to the customer) 

o Variation (number of items) 

o Variability (capacity and flow requirements at peak times etc.) 

   

 

 

 

 

 

 

 

 Business process reengineering (BPR): is the analysis and redesign of workflows 

within and between enterprises in order to optimize end-to-end processes and 

automate non-value-added tasks. Founder of BPR- Michael Martin Hammer.  

o Was sometimes used as a downsizing mechanism. Hallows out organisational 

knowledge. Short term gain. Core business needs to be solid for BPR to work. 

Disruptive innovations may sometimes be the trigger to BPR.  



 

 Multiple perspectives of a manager’s job: 

o Innovation- McDonald’s innovating with McCafe to access larger audience. 

o Sustainability- ANZ minimising global footprint by using non-coal energy. 

o Globalisation- Reduction of car tariffs for Holden. 

o Competitiveness- McDonald’s and KFC provide different value meals.  

 6 requirements for successful value chain management: 

o Technology investment, organisational processes, leadership, employees, 

organisational culture and attitudes, coordination and collaboration.  



 Henri Fayol- 14 principles of Management:  

o Division of work- specialisation 

o Authority- giving orders 

o Discipline- obey and respect the rules 

o Unity of command- should be only one supervisor 

o Subordination of individual interests 

o Remuneration- workers must be paid a fair wage 

o Centralisation- subordinates are involved in decision making  

o Scalar chain- from top management to the bottom 

o Order- people and materials should be in the right place at the right time 

o Equity- managers should be kind and fair to subordinates  

o Sustainability of tenure personnel- ensure replacement to fill vacancies 

o Unity of direction- single plan of action to guide workers  

o Initiative- carry out plans  

 Scientific management:  

An approach that involved using scientific methods to define the ‘one best way’ for a 

job to be done.  

 Ferdrick W Tayor: 

o Is known as the ‘father’ of scientific management, studied manual work using 

scientific principles- this is guidelines for improving production efficiency to 

discover the best way to perform these jobs.  

o His 4 principles of scientific management were: 

 Scientifically examine each part of a task to determine the most 

efficient method for performing the task.  

 Select suitable workers and train them to use the scientifically 

developed work methods. 

 Cooperate with workers to guarantee they use the scientific methods. 

 Allocate work and responsibilities to workers and managers.  

o To improve efficiency, Taylor attempted to systematise the way a job was 

done he believed that a poorly skilled workforce could be trained to perform 

simple repetitive tasks effectively.  

 Frank and Lillian Gilbreth: 

o The Gilbreth’s primary contribution was finding efficient hand and body 

motions and designing proper tools and equipment for optimising 

performance. 

o They invented a device called a’ microchronometer’, that recorded a worker’s 

body motions and the amount of time spent doing each motion. 

o Today’s managers use the concepts of scientific management when they 

analyse basic work tasks to be performed, use time and motion study to 

eliminate motions, hire the best qualified workers for a job and design 

incentive systems based on outputs.  



 General administrative theory: 

o Is an approach to management that focuses on describing what managers do 

and what constituted good management practice 

o Henri Fayol and Max Weber contributed to this approach.  

 Example of managerial decision affected by culture: 

 

Planning Leading Organising Controlling  

The degree of risk 
that plans should 

contain. 
Whether plans 

should be 
developed by 
individuals or 

teams. 
The engagement of 

environmental 
scanning which 

management will 
engage.  

Managers concerned 
with ↑ employee job 

satisfaction. 
What leadership 

styles are 
appropriate. 
Whether all 

disagreements 
should be 

eliminated- even 
constructive ones. 

 

How much 
autonomy should be 

designed into 
employee jobs.  
Whether tasks 

should be done in 
groups or by 
individuals.  

Degree in which 
department 

managers interact 
with each other. 

To impose external 
control or allow 

employees to control 
their own actions. 

What repercussions 
will occur from 
exceeding one’s 

budget. 
What criteria should 

be emphasised in 
employee 

performance. 

 

 Suggestions for managers to create a more ethical culture: 

o Be a visible role model. 

o Communicate ethical expectations. 

o Provide ethics training. 

o Visibly reward ethical acts and punish unethical ones. 

o Provide protective mechanisms so employees can discuss/report problems.  

 Innovation:  

o Innovation has improved significantly over the past century and during that 

time a variety of models of innovation has emerged. The strengths and 

weaknesses of these were examined and a conceptual framework has 

presented that stressed the linkages and overlaps between internal 

departments and external organisations.  

o $900 shipping containers used to construct Asia’s largest markets.  

o 3 university students came up with the idea of foldable shipping containers.  

 Creating effective teams: 

o Clear goals, relevant skills, mutual trust, good communication, negotiating 

skills, appropriate leadership, internal and external support.  

 Managing teams: 

o Planning, organising, leading and controlling.  



 Stages of group development:  

o Forming- The 1st stage of group development in which people join the group 

and then define the group’s purpose, structure and leadership.  

o Storming- The 2nd stage of group development, which is characterised by 

intragroup conflict.  

o Norming- The 3rd stage of group development, which is characterised by close 

relationships and cohesiveness.  

o Performing- The 4th stage of group development, when the group is fully 

functional.  

o Adjourning- The final stage of group development for temporary groups 

during which the group members are concerned with wrapping up activities 

rather than task performance.  

 Early theories of leadership: 

o Trait theories- leadership theories that tried to isolate characteristics that 

differentiated leader from non- leaders.  

o Behavioural theories- leadership theories that identified behaviours that 

differentiated effective leaders from ineffective leaders.  

 Contingency theories of leadership: 

o The Fiedler model- A leadership model that proposes that effective group 

performance depends upon the proper match between a leader’s style of 

interacting with his or her followers and the degree to which the situation 

allows the leader to control and influence.   

o Situation leadership model- A leadership contingency model that focuses on 

follower’s willingness. 

 External factors that affect the HRM process: 

o The economy effect on HRM 

o Labour unions 

o Industrial relations law and regulations 

o Demographic trends  

 Identifying and selecting competent employees: 

o Human resource planning 

o Recruitment and decruitment 

o Selection 

 Providing employees with needed skills and knowledge: 

o Orientation  

o Employee training  

 Retaining high performing employees: 

o Employee performance management  

o Compensation and benefits 

o Career development  

 



 Human resource management process: 

o Activities necessary for staffing the organisation and sustaining high 

employee performance.  

 Issues in HRM: 

o Managing downsizing  

o Managing workforce diversity and inclusion  

o Sexual harassment  

o Work life balance 

o WHS 2011 

 2 opposing views of social responsibility: 

o Classical view- the view that managements only social responsibility is to 

maximise profits.  

o Socioeconomic view- the view that management’s social responsibility goes 

beyond making profits to include protecting and improving society’s welfare.  

 Ecological sustainable management: 

The recognition of the close link between an organisation’s decisions and activities 

and its impact on the natural environment.  

 Improving ethical behaviour: 

o Employee selection 

o Codes of ethics and decision rules 

o Top management’s leadership 

o Job goals and performance appraisal 

o Ethics training  

o Independent social audits  

 Social responsibility and ethics issues in today’s world: 

o Managing ethical lapses and social irresponsibility 

o Social entrepreneurship- seeks out opportunity to improve society 

o Business promotion positive social change  

 The decision making process: 

1. Identifying a problem 

2. Identifying decision criteria 

3. Allocating weights to the criteria 

4. Developing alternatives 

5. Analysing alternatives 

6. Selecting an alternative 

7. Implementing the alternative 

8. Valuating decision effectiveness  

 Design requirements for operations management- Triggers for Innovation:  

o Gap analysis, quality circles and process improvement teams, total quality 

management (TQM), Quality function deployment (QFD), ISO 9000 

approach, European Foundation for Quality Management (EQFM). 



 Decisions in the management functions:  

Planning- 
What are the organisation’s long term 

objectives. 
What strategies will best achieve those 

objectives. 
What should the organisation’s short term 

objective be. 
How difficult should individual goals be.  

Leading-  
How do I handle employees who appear to 

be low in motivation.  
What is the most effective leadership style 

is a given situation. 
How will a specific change affect worker 

productivity. 
When is the right time to stimulate 

conflict. 

Organising-  
How many employees should I have report 

directly to me. 
How much centralisation should there be 

in the organisation. 
How jobs should be designed. 

When should the organisation implement 
a different structure. 

Controlling-  
What activities in the organisation need to 

be controlled. 
How those activities should be controlled. 

When is a performance deviation significant. 
What type of management information 

system should be organisation have.  

 

 Types of problems and decisions: 

o Well-structured problems and programmed decisions 

o Unstructured problems and non-programmed decisions 

o Integration  

 Decision making styles:  

o Linear thinking- a decision style characterised by a person’s preference for 

using external data and facts and processing this information through 

rational, logical thinking. 

o Non-linear thinking- a decision style characterised by a person’s preference 

for internal sources of information and processing this information with 

internal insights, hunches and feelings. 

 Decision making conditions:  

o Certainty  

o Risk 

o Uncertainty  

 Decision making biases and errors:  

o Overconfidence 

o Confirmation 

o Framing 

o Availability  

o Self-serving 

o Representation  

 



 

 

 


