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Introduction	
Write 2 to 6 paragraphs introducing the topics of this exam.
This exam is about managers. It describes the difference between efficiency and effectiveness in an organization. The ways in which managers at each of the three levels contributes to an organization’s efficiency and effectiveness. 

We will examine \the building blocks of competitive advantage. How important it is for managers to obtain a competitive advantage. The ways managers’ jobs have changed over the last 10 years. Reasons the managers’ jobs have changed.

There will be an interview of a Middle Manager for one of top Motor Dealer Company, entailing how he performs his managerial tasks of planning, organizing, leading and controlling. The amount of time he dedicates to perform each task. 








Answers to Exam Questions.
1. Describe the difference between efficiency and effectiveness, and identify real orgainzations that you think are, or are not, efficient and effective?

Efficiency is a measure of how productively resources are used to adhere a goal 5 whereas Effectiveness is a measure of the appropriateness of the goals that managers have selected for the organization to pursue and the degree to which the organization achieves those goals. 1

Efficiency is achieved when managers reduces the amount of input their resources or even the time that it will take to produce the targeted goals or services whereas to be effective the manager has to choose feasible targets or goals that can be achieved. Examples of efficient and effective organisations are Mc Donald’s, Apple, Home Depot and Walmart.






2. In what ways can managers at each of the three levels of management contribute to organizational efficiency and effectiveness?

There are three types of managers: Front-Line Manager, Middle Managers and Top   Managers. Each Manager at the varies levels have different roles but with similar responsibilities in using the organization’s resources to increase efficiency and effectiveness.3

Front-line Managers or supervisors are responsible for daily supervision of non-mangerial employees who perform the specific managerial employees who perform the specific activities necessary to produce goods and services. They are all departments of the organization. 1.

Middle managers supervises the Front-line managers. They are responsible for finding the best way to organize human and other resources in order to achieve the organization’s goals. To increase efficiency, Middle managers find ways to help Front-line mangers and non-managerial employees better use resources to reduce manufacturing costs or improve customer service. To increase effectiveness, Middle mangers evaluates whether the organization’s goals are appropriate and suggest to the Top-Managers how goals should be changed.

Top Mangers are responsible for the performance of all departments. They establish organizational goals such as goods and services the company should produce. They decide how the different departments should interact and they monitor how will Middle Managers in each department use resources to achieve goals. 4

2. In what ways can managers at each of the three levels of management contribute to organizational efficiency and effectiveness? Cont’d

Effective managers need all three kinds of skills – Conceptual, Human and Technical to help their organization perform more efficiently and effectively. The absence of even one type of managerial skill can lead to failure.1 

Increase efficiency and effectiveness by empowering lower-level employees and moving to self-managed teams. 1


3.  What are the building blocks of competitive advantage? Why is obtaining a competitive advantage important to managers?

There are building blocks of competitive advantage. They are superior efficiency, quality, innovation and responsiveness to customers.

It is important for managers to obtain a competitive advantage to outperform the competitors producing the desired goods or services more effectively and efficient. Managers must improve efficiency if they want to compete where employees are paid low wages. New methods must be devised either to increase efficiency or to gain some competitive advantage in higher goods. 1

Companies can win or lose the competitive race on their speed – how fast they can bring new products to market or their flexibility – how easily they can change or alter the way they perform their activities to respond to actions of their competitors. Companies that have speed and flexibility are agile competitors. Managers has to create an environment to empower employees
to be innovative, training staff to be responsive to customer’s needs which is quite vital for all organizations particularly service organizations, 

Achieving a competitive advantage requires that managers use all their skills and expertise as well as their companies’ other resources to find new and improved ways to improve efficiency, quality, innovation and responsiveness to customers.

4. In what ways do you think managers’ jobs have changed the most over the last 10 years?  Why have these changes occurred?

The reasons why managers’ jobs are have changed due to Global competition and advances in Information Technology. Stiff competition for resources from organizations both at home and abroad has put increased pressure on all managers to improve efficiency and effectiveness. Top Managers are encouraging lower-level managers to look beyond the goals of their department and take cross-departmental view to find new opportunities to improve organization performance. Modern Information Technology has given managers of all levels and in all areas access to more and better information and improve their ability to plan, organize, lead and control. It also gives employees more job related information and allows them to become more skilled, specialize and be productive. 5 






5. Ask a middle or top manager, perhaps someone you already know, to give examples of how he or she performs the managerial tasks of planning, organizing, leading, and controlling. How much time does he or she spend in performing each task?

I interviewed a middle manager from a leading Motor division in my country.  For him planning, organizing and leading goes more or less hand in hand. For him he involved his supervisors on all levels because you should not come off as  a dictator. Give them tasks to speak to their staff as well as encourage customer service in the way they speak to staff. The manager ask that staff should be asked for suggestions on how to improve their job and the organization, he gives them an listening ear, he involves them and he himself assist and fills in to assist in any tasks that is needed. He never shows that any job is below him. He ensures that the work atmosphere is comfortable so his staff is willing to achieve the tasks and goals of the organization.

The Middle Manager takes suggestions from his supervisors and staff on cost cutting, earning more revenues. The manager sits and analyzes what’s feasible whether it will bring in instant revenue earnings, instant impact, long term stand – budget needs to be looked at, the company’s  Global needs remembering that they operate as a body not one division.  Regard to the motor industry and the many pandemics that are popping up.  He has to be careful how much products are bought in these times.

As a manager, he has to be able to make adjustments, look at climate, research, procedures. Weigh the effect/cost/ savings effect on the company.  This manager has a vast knowledge on vehicles, the trend across the world regarding car’s, suv’s, etc.

In order to manage effectively, he must be able to perform the task of control. By this he has to view financials from month to month. Projections based on budget, investigate the over budget, the reason. Monitor monthly reports not loosing sight of the company’s goals.  Compare budget or monthly goal reports as of this compare this year’s performance to last year’s. Examine the budget to see how cost cutting can be done. In this time covid expenses are rising it has to be looked at, staffing request from Human Resources department based on work load or vacancies. A job description should always be given to Human Resources. In everything, this manager has to be able to adjust/have to adapt, understand the staff as well as new cultures.

Building Management Skills

1. Think about your direct supervisor. Of what department is he or she a member, and at what level of management is this person?

My direct supervisor is Mrs. Brown. She is in charge the Credit Card and Internet Banking, Merchant Services Department at one of our leading Banks in our country.

The level of management which Mrs. Brown falls is First-lined manager.







2. How do you characterize your supervisor’s approach to management?  For example, which particular management tasks or roles does this person perform most often? What kinds of management skills does this manager have?

It is hard to evaluate my supervisor’s approach to management because she is quite new to the department. When it comes to planning, organizing and controlling, she has not grasps those as yet and has not developed the conceptual, human and technical skills because she micro-manage and still operates as if she is still in her previous department, Operations. She follows and corresponds quite well with the Middle Manager.

Mrs. Brown has bachelor in Banking and Finance.  I am not sure if she has a Masters or the qualification. She has sales skills  and customer service because she spent a few years in our Loans Department.


3. Do you think the tasks, roles, and skills of your supervisor are appropriate for the particular job he or she performs?  How could this manager improve his or her task performance? How can IT affect this?

The tasks roles and skills of my supervisor is appropriate for the particular job she has to perform. It entails planning with subordinates, supervising that their tasks are done correctly daily, listening and coming up with better ways to enhance effectiveness and efficiency, therefore, raising high standard of customer service. She needs knowledge of each individual’s job in the department etc. To improve these jobs, my supervisor has to stop micro managing, allow the staff to do their daily tasks without unnecessary interruptions and delays from her. She also has to be educated in the individual jobs that are in the department. She has to start listening to her staff and discussing policy changes before and after its implementation.

IT can affect her task because of our work is through various applications. She has to be educated with the knowledge of the various applications to complete her tasks.


How did your supervisor’s approach to management affect your attitudes and behaviors? For example, how well did you perform as a subordinate and how motivated were you?

My supervisor micro manages or lacks the basic skills of management has not stopped me from performing my daily tasks, it has delayed some of my daily tasks but at the end of the day I have to ensure that our customers and colleagues at the various branches receive the best service and support needed.

To be honest, sometimes, I feel to let her fall on her face but then I have to remember this is my bread and butter, her lack of management skills doesn’t just affect and reflect on her but our department,





If you can give your manager one piece of advice or change one management practice in the organization, what would it be?

I will suggest that they empower their staff, using more of human skills. They also, have to remember that customer service starts internally. Make staff members feel that their input and suggestions are valid at the lower levels and not just at the management level.

Staff needs to feel that it is a team effort, everyone working together with the same goal or tasks to make the organization a success and not a dictatorship.  Communication is a great key, they have to learn to empathize with their staff. The list goes on and on.


Managing Ethically

Either by yourself or in a group, give three reasons why you think the behavior was unethical. For example, what rules or norms were broken? Who benefited or was harmed by what took place? What was the outcome for the people involved?

I heard of the  PTA President of a Private Primary School who is also the Loans Manager at a Credit Union, dictated that the parents of the school have to open accounts at the said credit union. They also have to purchase a compulsory tablet that is needed for ebooks because of this covid-19 pandemic.

This is unethical because the President is forcing parents to buy shares with the credit union, therefore raising their share capital. Offering loans to the parents is a way of increasing their assets but there’s no way he will turn down that loan as the Loans manager, therefore making it a conflict of interest. This benefits both the credit union and the poor parents that cannot afford. The parents are forced to use the credit union rather than the school. Some parents prefer not to use the credit union period, but they are mandated to there as to ensure that their child is equipped for the new school year.
One needs to divide their roles for instance, this Loans Manager is wearing two hats – a PTA president and Loans Manager, One needs to give persons options and not dictate or try to control the parents. People have to stand up to these unethical behaviors, sometimes the person may be operating unknowingly regarding ethics and it just cannot be encouraged. If necessary, this manager should be reported to the Credit Union League who governs all the credit unions. Be the Manager
What kinds of organizing and controlling problems is Achieva suffering from?

The Achieva managers did not structure a working relationship that allowed the workers to workers to work or feel that they were working as a team. They did not have a proper Organizational structure. The Managers did not evaluate how Achieva how a high performance can be achieved. They did not recognize the great performance of their employees, therefore made them disgruntled. They definitely did not accept ideas and suggestions from their employees.

What kinds of management changes need to be made to solve them?

They must first evaluate the performance of the employees and the organization. Listen to their employees’ suggestions and ideas to achieve goals and tasks. Make them feel that they are part of the team and organization.  Recognize great performances. Recognize the skilled employees. One needs show understanding and empathy to the their staff.


Conclusion 
After giving your answers, write 2 paragraphs summarizing what you learned in this exam.

I learnt about the different levels of managers – Front-lined managers, Middle managers and Top Managers.  The mangers’ roles are different but have similar responsibilities while using the organization’s resources to increase efficiency and effectiveness therefore becoming quite successful. The importance of each manager to have the knowledge of their services helps to achieve competitive advantage in order to out-perform the competitors.

So much can be achieved by  Managers that an organization can successful and achieve their goals by Planning, Organizing, Leading and Controlling. Managers have to remember to appreciate their staff, recognize their hard work and listen to their suggestions, making them feel as they are part of the team. Managers need to show empathy whenever it is necessary. Companies with these attributes have excelled.
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