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INTRODUCTION

The purpose of this unit is to demonstrate understanding of the middle management role and to be able to
plan your own development.

The role of the management team and the managers employed within an organisation are pivotal to the
success or otherwise of the organisation. Within all organisations there are different levels of

management, demanding managers possess or acquire different skills sets to be
crucially, different organisational configurations which reflect either the cult

ctive in the role, and,
f the organisation or the

required to undertake will enable you to develop your capabilities as a ma eet the demands of
today and tomorrow.

It is important that you can differentiate between Leadership o0 sometimes
confuse Leadership and Management and understandably so. Th e jobs and gol€es in organisations that
carry the title of 'Manager' and, which also, in the persg need for Leadership
skills.

Warren Bennis, in his book On Becoming a Lea ared Leaders and Managers. He concluded
that leaders were the driving force in a busine on, innovating and initiating change, inspiring
people to high levels of performance and challeRgj guo. Managers, on the other hand, were

the people who organised, controlled
leaders. The table below illustrates t

res®urces available to achieve the tasks set by
served;

Leaders:

Inspire Control

Think Act

Motivate Organise

Initiate change Adjust to change

Challenge the at' and 'why' Accept current practice asking ‘how' and 'when'
Innovate Administer

Originate Imitate

Develop Maintain

Set the pace - the' Follow procedure
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GUIDANCE

This document is prepared to break the unit material down into bite size chunks. You will see the learning
outcomes above treated in their own sections. Therein you will encounter the following structures;

ial. Quite often learners
e relevant to a topic or
ifaig or theory you will

Explains why you need to study the current section of ma

Purpose
are put off by material which does not initially seem

Theory
in this section you are strongly advised t, ks, which may be

useful documents or applications on the

of the examples given r ment questions which will come your way, so
follow them through dili

time to tackle i lons, in the order in which they are presented.
r knowledge and confidence is built upon previous

Challenge

Video
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Organisations

An organisation can be defined as:

'A social unit of people, systematically structured and managed to meet a need or to pursue collective goals
on a continuing basis. 'Business Dictionary’

Characteristics of Organisations

While there are many ways of defining what comprises an organisation,

such as government legislation, and by local an
An organisation could be said, theref Ing characteristics:

e Defined purpose
Defined objectives anghgoals

While most org@inisatd larly large organisations and multi-national companies, emphasise the
sses, the role of middle managers continues to evolve. Where once, middle
managers were prim rned with 'getting the job done' - often seen as the people responsible for
organising and contro activity - many of today's organisations have, or are, moving to flatter structures.
This may be simply as an expedient to reduce cost, it may be to improve the speed and quality of decision-
making, or it might be to create a new culture, say, of innovation.

Whatever the reasons behind the changes in structure, there is more and more emphasis on how middle
managers manage, support and enable the workforce to perform to its optimal level. There is a significant
emphasis now on organisational values and how these reflect in the culture of the organisation. At the heart
of this is the middle manager. Senior management sets the direction, through vision and mission statements,
outlines its values and its strategy for delivery of results. Middle managers are expected to lead and inspire,
as well as manage.
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Goals and Objectives

Successful organisations will have clear goals and objectives, as they clarify their purpose and help identify
necessary actions. Goals are general statements of desired achievement, while objectives are the specific
steps or actions you take to reach your goal. Both goals and objectives should be specific and measurable.
Goals can involve areas such as profitability, growth and customer service, wi range of objectives that
can be used to meet those goals.

While recognising and understanding that organisations develop approp
of their business, or, in the public sector, to deliver the required level

purpose.

Vision and Mission statements are the inspiring words cj
convey the strategic direction of the organisation, co
people who have an interest in the organisation. T
organisation is 'stakeholder'.

the organisation. Vision Statements_define th jsati purpose, reflecting the values of the
organisation rather than bottom lin r employees, it gives direction about how they

For example, | ment of the largest fast-food company in the World, MacDonald's:

'McDonald's v
providing outstanding qualit
restaurant smile'

world's best quick service restaurant experience. Being the best means
ervice, cleanliness, and value, so that we make every customer in every

A Mission Statement typically defines the organisation's purpose and primary objectives. It’s prime function
is internal - to define the key measure or measures of the organisation's success - and its prime audience is
the leadership team and stockholders. The Mission Statement therefore focuses on what constitutes success
for the business.

For example, consider the Mission Statement for The Walt Disney Company:
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'The Walt Disney Company's objective is to be one of the world's leading producers and providers of
entertainment and information, using its portfolio of brands to differentiate it’s content, services and
consumer products. The company's primary financial goals are to maximize earnings and cash flow, and to
allocate capital profitability toward growth initiatives that will drive long-term shareholder value.'

A very popular way of setting objectives like this is the S.M.A.R.T model. Using this approach will help

ensure that goals are clearly understood and successfully achieved:

e Specific. Objectives should specify exactly what the individual/organisaig able to achieve.

There should be no vague or ambiguous language.

demotivates. However, this does not mean that they should be uld be challenging and
stimulating.
e Relevant. Objectives should have a clear purpos¢i@ e relevant to the individual’s

work role or learning aims.

limiting expenses. To reach this goal, 0 i consist of increasing annual sales by 10 percent or
landing three new accounts ctives could involve finding a new operating facility
that decreases your rent by g monthly utility bills by 15 percent.

Customer service goals could g complaints by 50 percent over one year or to improve
resolution times ints to @ minimum of one business day. To meet customer service goals,
objectives cou ur customer service staff from one to three workers by the end of the
year or imple customers are guaranteed to receive a return phone call before the
end of the busin

If you have experien lem with employee turnover, your overall goal could be to improve retention.
To make this goal specific, you could measure the current turnover rate, like one employee in five leaves
after three months, and decide to double this figure to six months. Objectives to meet this goal could include
implementing a training program that details new-hire activities for the first 90 days on the job. You also
could implement one-on-one bi-weekly meetings with your employees in an effort to build rapport and find
out what's on their mind.

Another goal could be to become more efficient in your business operation as a way to increase productivity.
To improve efficiency, you could set a goal of increasing shipping times from three days to two days.
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