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*HW�WKH�PRVW�IURP�WKLV�ERRN

Everyone has to decide his or her own revision strategy, but it is essential
to review your work, learn it and test your understanding. These Revision
Notes will help you to do that in a planned way, topic by topic. Use this
book as the cornerstone of your revision and do not hesitate to write in it
— personalise your notes and check your progress by ticking off each
section as you revise.

7UDFN�\RXU�SURJUHVV

Use the revision planner on pages 4 and 5 to plan your revision, topic by
topic. Make a note when you have:

  revised and understood a topic
  tested yourself
  practised the exam questions and gone online to check your answers and

complete the quick quizzes

You can also keep track of your revision by noting each topic heading in
the book. You may find it helpful to add your own notes as you work
through each topic.
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)HDWXUHV�WR�KHOS�\RX�VXFFHHG

([DP�WLSV

([SHUW�WLSV�DUH�JLYHQ�WKURXJKRXW�WKH�ERRN�WR�KHOS�\RX
SROLVK�\RXU�H[DP�WHFKQLTXH�LQ�RUGHU�WR�PD[LPLVH�\RXU
FKDQFHV�LQ�WKH�H[DP�

7\SLFDO�PLVWDNHV

7KH�DXWKRU�LGHQWLILHV�WKH�W\SLFDO�PLVWDNHV�FDQGLGDWHV�PDNH
DQG�H[SODLQV�KRZ�\RX�FDQ�DYRLG�WKHP�

1RZ�WHVW�\RXUVHOI

7KHVH�VKRUW��NQRZOHGJH�EDVHG�TXHVWLRQV�SURYLGH�WKH�ILUVW
VWHS�LQ�WHVWLQJ�\RXU�OHDUQLQJ��$QVZHUV�DUH�DW�WKH�EDFN�RI
WKH�ERRN�

'HILQLWLRQV�DQG�NH\�ZRUGV

&OHDU��FRQFLVH�GHILQLWLRQV�RI�HVVHQWLDO�NH\�WHUPV�DUH
SURYLGHG�ZKHUH�WKH\�ILUVW�DSSHDU�

.H\�ZRUGV�IURP�WKH�VSHFLILFDWLRQ�DUH�KLJKOLJKWHG�LQ�EROG
WKURXJKRXW�WKH�ERRN�

5HYLVLRQ�DFWLYLWLHV

7KHVH�DFWLYLWLHV�ZLOO�KHOS�\RX�WR�XQGHUVWDQG�HDFK�WRSLF�LQ
DQ�LQWHUDFWLYH�ZD\�

([DP�SUDFWLFH

3UDFWLFH�H[DP�TXHVWLRQV�DUH�SURYLGHG�IRU�HDFK�WRSLF��8VH
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WKHP�WR�FRQVROLGDWH�\RXU�UHYLVLRQ�DQG�SUDFWLVH�\RXU�H[DP
VNLOOV�

6XPPDULHV

7KH�VXPPDULHV�SURYLGH�D�TXLFN�FKHFN�EXOOHW�OLVW�IRU�HDFK
WRSLF�

2QOLQH

*R�RQOLQH�WR�FKHFN�\RXU�DQVZHUV�WR�WKH�H[DP�TXHVWLRQV�DQG
WU\�RXW�WKH�H[WUD�TXLFN�TXL]]HV�DW
ZZZ�KRGGHUHGXFDWLRQ�FR�XN�P\UHYLVLRQQRWHV
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0\�UHYLVLRQ�SODQQHU

  1 What is business?
Understanding the nature and purpose of business
Understanding different business forms
Understanding that businesses operate within an external environment

  2 Managers, leadership and decision-making
Understanding management, leadership and decision-making
Understanding management decision-making
Understanding the role and importance of stakeholders

  3 Decision-making to improve marketing
performance

Setting marketing objectives
Understanding markets and customers
Making marketing decisions: segmentation, targeting and positioning
Making marketing decisions: using the marketing mix

  4 Decision-making to improve operational
performance

Setting operational objectives
Analysing operational performance
Making operational decisions to improve performance: increasing
efficiency and productivity
Making operational decisions to improve performance: improving
quality
Making operational decisions to improve performance: managing
inventory and supply chains

  5 Decision-making to improve financial performance
Setting financial objectives
Analysing financial performance
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Making financial decisions: sources of finance
Making financial decisions: improving cash flow and profits

  6 Decision-making to improve human resource
performance

Setting human resource objectives
Analysing human resource performance
Making human resource decisions: improving organisational design
and managing the human resource flow
Making human resource decisions: improving motivation and
engagement
Making human resource decisions: improving employer–employee
relations

  7 Analysing the strategic position of a business
Mission, corporate objectives and strategy
Analysing the existing internal position of a business to assess
strengths and weaknesses: financial ratio analysis
Analysing the existing internal position of a business to assess
strengths and weaknesses: overall performance
Analysing the external environment to assess opportunities and threats:
political and legal change
Analysing the external environment to assess opportunities and threats:
economic change
Analysing the external environment to assess opportunities and threats:
social and technological
Analysing the external environment to assess opportunities and threats:
the competitive environment
Analysing strategic options: investment appraisal

  8 Choosing strategic direction
Strategic direction: choosing which markets to compete in and what
products to offer
Strategic positioning: choosing how to compete

  9 Strategic methods: how to pursue strategies
Assessing a change in scale
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Assessing innovation
Assessing internationalisation
Assessing greater use of digital technology

10 Managing strategic change
Managing change
Managing organisational culture
Managing strategic implementation
Problems with strategy and why strategies fail

Now test yourself answers

Glossary

Exam practice answers and quick quizzes at
www.hoddereducation.co.uk/myrevisionnotes
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&RXQWGRZQ�WR�P\�H[DPV

�̢��ZHHNV�WR�JR
��6WDUW�E\�ORRNLQJ�DW�WKH�VSHFLILFDWLRQ�ü�PDNH�VXUH�\RX
NQRZ�H[DFWO\�ZKDW�PDWHULDO�\RX�QHHG�WR�UHYLVH�DQG�WKH�VW\OH
RI�WKH�H[DPLQDWLRQ��8VH�WKH�UHYLVLRQ�SODQQHU�RQ�SDJHV���DQG
��WR�IDPLOLDULVH�\RXUVHOI�ZLWK�WKH�WRSLFV�
��2UJDQLVH�\RXU�QRWHV��PDNLQJ�VXUH�\RX�KDYH�FRYHUHG
HYHU\WKLQJ�RQ�WKH�VSHFLILFDWLRQ��7KH�UHYLVLRQ�SODQQHU�ZLOO
KHOS�\RX�WR�JURXS�\RXU�QRWHV�LQWR�WRSLFV�
��:RUN�RXW�D�UHDOLVWLF�UHYLVLRQ�SODQ�WKDW�ZLOO�DOORZ�\RX
WLPH�IRU�UHOD[DWLRQ��6HW�DVLGH�GD\V�DQG�WLPHV�IRU�DOO�WKH
VXEMHFWV�WKDW�\RX�QHHG�WR�VWXG\��DQG�VWLFN�WR�\RXU
WLPHWDEOH�
��6HW�\RXUVHOI�VHQVLEOH�WDUJHWV��%UHDN�\RXU�UHYLVLRQ�GRZQ
LQWR�IRFXVHG�VHVVLRQV�RI�DURXQG����PLQXWHV��GLYLGHG�E\
EUHDNV��7KHVH�5HYLVLRQ�1RWHV�RUJDQLVH�WKH�EDVLF�IDFWV�LQWR
VKRUW��PHPRUDEOH�VHFWLRQV�WR�PDNH�UHYLVLQJ�HDVLHU�

�̢��ZHHNV�WR�JR
��5HDG�WKURXJK�WKH�UHOHYDQW�VHFWLRQV�RI�WKLV�ERRN�DQG�UHIHU
WR�WKH�H[DP�WLSV��VXPPDULHV��W\SLFDO�PLVWDNHV�DQG�NH\
WHUPV��7LFN�RII�WKH�WRSLFV�DV�\RX�IHHO�FRQILGHQW�DERXW
WKHP��+LJKOLJKW�WKRVH�WRSLFV�\RX�ILQG�GLIILFXOW�DQG�ORRN�DW
WKHP�DJDLQ�LQ�GHWDLO�
��7HVW�\RXU�XQGHUVWDQGLQJ�RI�HDFK�WRSLF�E\�ZRUNLQJ�WKURXJK
WKH�þ1RZ�WHVW�\RXUVHOIÿ�TXHVWLRQV�DQG�þ5HYLVLRQ
DFWLYLWLHVÿ�LQ�WKH�ERRN��/RRN�XS�WKH�DQVZHUV�DW�WKH�EDFN
RI�WKH�ERRN�
��0DNH�D�QRWH�RI�DQ\�SUREOHP�DUHDV�DV�\RX�UHYLVH��DQG�DVN
\RXU�WHDFKHU�WR�JR�RYHU�WKHVH�LQ�FODVV�
��/RRN�DW�SDVW�SDSHUV��7KH\�DUH�RQH�RI�WKH�EHVW�ZD\V�WR
UHYLVH�DQG�SUDFWLVH�\RXU�H[DP�VNLOOV��:ULWH�RU�SUHSDUH
SODQQHG�DQVZHUV�WR�WKH�H[DP�SUDFWLFH�TXHVWLRQV�SURYLGHG�LQ
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WKLV�ERRN��&KHFN�\RXU�DQVZHUV�RQOLQH�DQG�WU\�RXW�WKH�H[WUD
TXLFN�TXL]]HV�DW
ZZZ�KRGGHUHGXFDWLRQ�FR�XN�P\UHYLVLRQQRWHV
��8VH�WKH�UHYLVLRQ�DFWLYLWLHV�WR�WU\�GLIIHUHQW�UHYLVLRQ
PHWKRGV��)RU�H[DPSOH��\RX�FDQ�PDNH�QRWHV�XVLQJ�PLQG�PDSV�
VSLGHU�GLDJUDPV�RU�IODVK�FDUGV�
��7UDFN�\RXU�SURJUHVV�XVLQJ�WKH�UHYLVLRQ�SODQQHU�DQG�JLYH
\RXUVHOI�D�UHZDUG�ZKHQ�\RX�KDYH�DFKLHYHG�\RXU�WDUJHW�

2QH�ZHHN�WR�JR
��7U\�WR�ILW�LQ�DW�OHDVW�RQH�PRUH�WLPHG�SUDFWLFH�RI�DQ
HQWLUH�SDVW�SDSHU�DQG�VHHN�IHHGEDFN�IURP�\RXU�WHDFKHU�
FRPSDULQJ�\RXU�ZRUN�FORVHO\�ZLWK�WKH�PDUN�VFKHPH�
��&KHFN�WKH�UHYLVLRQ�SODQQHU�WR�PDNH�VXUH�\RX�KDYHQÿW
PLVVHG�RXW�DQ\�WRSLFV��%UXVK�XS�RQ�DQ\�DUHDV�RI�GLIILFXOW\
E\�WDONLQJ�WKHP�RYHU�ZLWK�D�IULHQG�RU�JHWWLQJ�KHOS�IURP
\RXU�WHDFKHU�
��$WWHQG�DQ\�UHYLVLRQ�FODVVHV�SXW�RQ�E\�\RXU�WHDFKHU�
5HPHPEHU��KH�RU�VKH�LV�DQ�H[SHUW�DW�SUHSDULQJ�SHRSOH�IRU
H[DPLQDWLRQV�

7KH�GD\�EHIRUH�WKH�H[DPLQDWLRQ
��)OLFN�WKURXJK�WKHVH�5HYLVLRQ�1RWHV�IRU�XVHIXO�UHPLQGHUV�
IRU�H[DPSOH�WKH�H[DP�WLSV��VXPPDULHV��W\SLFDO�PLVWDNHV�DQG
NH\�WHUPV�
��&KHFN�WKH�WLPH�DQG�SODFH�RI�\RXU�H[DPLQDWLRQ�
��0DNH�VXUH�\RX�KDYH�HYHU\WKLQJ�\RX�QHHG�ü�H[WUD�SHQV�DQG
SHQFLOV��WLVVXHV��D�ZDWFK��ERWWOHG�ZDWHU��VZHHWV�
��$OORZ�VRPH�WLPH�WR�UHOD[�DQG�KDYH�DQ�HDUO\�QLJKW�WR
HQVXUH�\RX�DUH�IUHVK�DQG�DOHUW�IRU�WKH�H[DPLQDWLRQ�

0\�H[DPV

$�OHYHO�3DSHU����%XVLQHVV��

'DWH�ĂĂĂĂĂĂĂĂĂĂĂĂĂ

7LPH�ĂĂĂĂĂĂĂĂĂĂĂĂĂ
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/RFDWLRQ�ĂĂĂĂĂĂĂĂĂĂĂĂ

$�OHYHO�3DSHU����%XVLQHVV��

'DWH�ĂĂĂĂĂĂĂĂĂĂĂĂĂ

7LPH�ĂĂĂĂĂĂĂĂĂĂĂĂĂ

/RFDWLRQ�ĂĂĂĂĂĂĂĂĂĂĂĂ

$�OHYHO�3DSHU����%XVLQHVV��

'DWH�ĂĂĂĂĂĂĂĂĂĂĂĂĂ

7LPH�ĂĂĂĂĂĂĂĂĂĂĂĂĂ

/RFDWLRQ�ĂĂĂĂĂĂĂĂĂĂĂĂ
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��:KDW�LV�EXVLQHVV"

8QGHUVWDQGLQJ�WKH�QDWXUH�DQG
SXUSRVH�RI�EXVLQHVV

:K\�EXVLQHVVHV�H[LVW
Businesses exist in many shapes and sizes and for different purposes. The
opportunity for making profit is an important reason why they exist, but it
is not the only reason. Other reasons are:

  to provide goods and services; this includes public services, such as the
NHS and police and fire services

  to develop a good idea (enterprise)
  to provide help and support for others, most notably charities that raise

funds in various ways to help and support the lives of others
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0LVVLRQ�VWDWHPHQWV
A business mission statement, sometimes called a ‘vision statement’,
defines what an organisation is, why it exists and its reason for being. It is
a declaration of its core purpose and focus. Here are two examples:

7R�SDVVLRQDWHO\�FUHDWH�LQQRYDWLRQ�IRU�RXU�VWDNHKROGHUV
DW�WKH�LQWHUVHFWLRQ�RI�FKHPLVWU\��ELRORJ\�DQG�SK\VLFV�
�7KH�'RZ�&KHPLFDO�&RPSDQ\�

%ULQJ�LQVSLUDWLRQ�DQG�LQQRYDWLRQ�WR�HYHU\�DWKOHWH�LQ�WKH
ZRUOG���1,.(��,QF��

The purpose of the mission statement is to help bring focus and meaning to
a business and act as a guide when making critical decisions that may
affect the direction of a business.
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&RPPRQ�EXVLQHVV�REMHFWLYHV
When looking at the objectives of a business, it is important to remember
that they are quite complex and will vary according to circumstances and
the type of organisation. A charity will have different objectives to a
public limited company, but even different public limited companies may
have different objectives. Three key objectives of business are:

  survival
  growth
  profit

Over recent years the global nature of business and the intense competition
in many markets has meant that two other objectives have become
increasingly important, namely:

  customer service
  corporate social responsibility (CSR)

CSR refers to the commitment of business to behave ethically towards
their workforce, the local community and society at large, i.e. companies
take responsibility for their impact on society.

When looking at business objectives it is also important to recognise that
each functional area of a business will set objectives that should contribute
to the business achieving its overall objectives. This is illustrated in Figure
1.1.

7\SLFDO�PLVWDNH

'R�QRW�DVVXPH�WKDW�DOO�EXVLQHVVHV�KDYH�WKH�RQH�REMHFWLYH�RI
PDNLQJ�D�SURILW��RU�WKDW�WKH�REMHFWLYHV�ZLOO�DOZD\V�EH�WKH
VDPH�IRU�D�SDUWLFXODU�EXVLQHVV��7KH\�DUH�OLNHO\�WR�FKDQJH
RYHU�WLPH�
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7KH�UHODWLRQVKLS�EHWZHHQ�PLVVLRQ
DQG�REMHFWLYHV
The mission statement of a business outlines the bigger picture and
generally establishes the core values and principles that help guide the
conduct and action of staff. Objectives, however, are goals that are set to
achieve the overall mission of the business. They differ from the mission
in that they are actionable and measurable. Without the mission
statement, the objectives have no direction, but without the objectives, the
mission is unachievable. Putting together the mission and objectives
provides a balance that helps to shape a business’s operation and service.

In addition to being actionable and measurable, objectives should have the
following SMART characteristics. They should be:
Specific: objectives must be clear, precise and well defined.
Measurable: it must be possible to know when an objective has been
completed.
Achievable: objectives must be within capabilities and have sufficient
resources.
Realistic: an objective must be challenging but possible to achieve given
the capabilities and resources.
Time based: there must be a deadline to work to.

As an example, an objective for a new coffee chain entering the UK
market might be increasing market share by 2.5% a year for the next 5
years. This is a SMART objective as there is a clearly defined and
measurable goal, whereas simply aiming to achieve growth in market
share is not.

The relative importance of different objectives is likely to vary over time
depending on circumstances. In difficult economic times, survival is likely
to be more important than profit or environmental targets, whereas in a
booming economy, profit, growth and social issues will take on a far more
important role.
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:K\�EXVLQHVVHV�VHW�REMHFWLYHV
There are a number of reasons why businesses set objectives:

  The fact that objectives set will be measurable and time based means that
they can be used to evaluate performance.

  If they are realistic and achievable they can provide motivation for those
who are responsible. However, they should not be too easily achievable
and there should be an element of challenge.

  Objectives should also be specific and, as a result, will give meaning to
planning and ensure that a business remains focused on its mission.

([DP�WLS

2EMHFWLYHV�ZLOO�QRW�EH�WKH�VDPH�IRU�DOO�FRPSDQLHV�DQG�ZLOO
FKDQJH�RYHU�WLPH��5HDG�DQ\�VWLPXOXV�PDWHULDO�\RX�DUH�JLYHQ
LQ�WKH�H[DP�FDUHIXOO\�WR�DVFHUWDLQ�ZKLFK�REMHFWLYHV�DUH
LPSRUWDQW�DQG�ZK\�IRU�WKH�EXVLQHVV�LQ�TXHVWLRQ�
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7KH�PHDVXUHPHQW�DQG�LPSRUWDQFH�RI
SURILW
Profit is the reward that owners or shareholders of a business receive for
taking the risk of investing in the business. Profit therefore provides an
incentive for setting up in business. When measuring the level of profit
achieved it is first necessary to understand what is meant by revenue and
the various costs involved.

Revenue is the money received from sales and is calculated by
multiplying the units sold by the price of each unit. When considering
revenue, be aware that other terms might be used, such as turnover, sales
turnover and sales revenue — they all mean the same thing.

Variable costs are the costs that are directly related to output and, as a
result, vary directly with output. Examples include direct labour (workers
who are directly involved in the production process) and raw materials.

Fixed costs, as the name suggests, are costs that are fixed and will not
change in the short term. These costs will have to be paid whether or not
any production takes place, and include rent, rates and director salaries.

Total costs are the fixed costs and variable costs added together and
represent the total costs of production in a given time period.

Armed with figures for revenue and costs it is possible to calculate profit
for a business using the formula:

([DPSOH

$�EXVLQHVV�SURGXFHV��������XQLWV�ZKLFK�LW�VHOOV�IRU�ϗ�
HDFK��,WV�YDULDEOH�FRVWV�DUH�ϗ�������DQG�LWV�IL[HG�FRVWV
ϗ�������

21



7\SLFDO�PLVWDNH

0DNH�VXUH�\RXU�GHILQLWLRQV�DUH�FRPSOHWH�DQG�\RXU�H[DPSOHV
DUH�DFFXUDWH��:KHQ�GHILQLQJ�YDULDEOH�FRVWV�LW�LV�QRW�HQRXJK
WR�VD\�WKDW�WKH\�YDU\�ZLWK�RXWSXW�ü�WKH\�YDU\�GLUHFWO\
ZLWK�RXWSXW��,Q�WKH�VDPH�ZD\��LW�LV�QRW�ODERXU�WKDW�LV�WKH
YDULDEOH�FRVW�EXW�ODERXU�GLUHFWO\�LQYROYHG�ZLWK�RXWSXW�

1RZ�WHVW�\RXUVHOI
���/LVW�WKUHH�UHDVRQV�ZK\�EXVLQHVVHV�H[LVW�
���2XWOLQH�KRZ�D�PLVVLRQ�VWDWHPHQW�GLIIHUV�IURP�REMHFWLYHV�
���/LVW�ILYH�EXVLQHVV�REMHFWLYHV�
���'UDZ�XS�D�WDEOH�WR�LOOXVWUDWH�WKH�OLNHO\�REMHFWLYHV�RI

WKH�IROORZLQJ��D�SXEOLF�OLPLWHG�FRPSDQ\��D�SXEOLF�VHFWRU
RUJDQLVDWLRQ��D�FKDULW\�

���([SODLQ�EULHIO\�ZK\�D�EXVLQHVV�ZRXOG�ZULWH�D�PLVVLRQ
VWDWHPHQW�

���2XWOLQH�ZK\�LW�LV�QHFHVVDU\�IRU�DQ\�EXVLQHVV�REMHFWLYH
WR�EH�60$57�

���)URP�WKH�ILJXUHV�EHORZ��FDOFXODWH�WKH�H[SHFWHG�SURILW�RI
$%&�/WG�

����2XWSXW���������XQLWV
����3ULFH��ϗ��SHU�XQLW
����)L[HG�FRVWV��ϗ�����
����9DULDEOH�FRVWV��ϗ��SHU�XQLW

$QVZHUV�RQ�S�����
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8QGHUVWDQGLQJ�GLIIHUHQW�EXVLQHVV
IRUPV

'LIIHUHQW�IRUPV�RI�EXVLQHVV

3ULYDWH�VHFWRU�EXVLQHVVHV

Businesses in the private sector fall into two broad categories: corporate
and non-corporate, as shown in Table 1.1.

7DEOH�����7\SHV�RI�EXVLQHVV

&RUSRUDWH�EXVLQHVVHV 1RQ�FRUSRUDWH�EXVLQHVVHV

3ULYDWH�OLPLWHG
FRPSDQLHV

6ROH�WUDGHUV��RU�VROH
SURSULHWRUV�

3XEOLF�OLPLWHG�FRPSDQLHV 3DUWQHUVKLSV

&RUSRUDWH�EXVLQHVVHV

Corporate businesses have a legal identity that is separate from that of
their owners. Their owners benefit from limited liability. Limited liability
restricts the financial responsibility of shareholders for a company’s debts
to the amount they have individually invested. It means that a company
can sue and be sued and can enter into contracts. Limited liability has an
important implication for the owners (shareholders) of corporate
businesses because, in the event of such a business failing, the
shareholders’ private possessions are safe. Their liability is limited to the
amount they have invested.

There are two methods by which the liability of shareholders can be
limited:
By shares. In this case, a shareholder’s liability is limited to the value of
the shares that he or she has purchased. There can be no further call on the
shareholder’s wealth.
By guarantee. Each member’s liability is restricted to the amount he/she
has agreed to pay in the event of the business being wound up. This is
more common with not-for-profit businesses.
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There are two main types of corporate company:
Private limited companies. These are normally much smaller than public
limited companies. Share capital must not exceed £50,000 and ‘Ltd’ must
be included after the company’s name. The shares of a private limited
company cannot be bought and sold without the agreement of other
shareholders. The company’s shares cannot be sold on the Stock
Exchange. Private limited companies are normally relatively small and are
often family businesses.
Public limited companies. Their shares can be traded on the Stock
Exchange and bought by any business or individual. Public limited
companies must have the term ‘plc’ after their name. They must have a
minimum capital of £50,000 by law; in practice, this figure is likely to be
far higher. Public limited companies have to publish more details of their
financial affairs than do private limited companies.

7\SLFDO�PLVWDNH

'R�QRW�SURSRVH�VWDUWLQJ�D�QHZ�EXVLQHVV�DV�D�SXEOLF�OLPLWHG
FRPSDQ\�LQ�UHVSRQVH�WR�DQ�H[DPLQDWLRQ�TXHVWLRQ��7KH�KXJH
FRVWV�LQYROYHG�PHDQ�WKDW�WKLV�LV�PRVW�XQOLNHO\�WR�KDSSHQ�

Those forming a company must send two main documents to the Registrar
of Companies:
Memorandum of Association. This sets out details of the company’s
name and address and its objectives in trading.
Articles of Association. This details the internal arrangements of the
company, including frequency of shareholders’ meetings.

Once these documents have been approved, the company receives a
Certificate of Incorporation and can commence trading.

7\SLFDO�PLVWDNH

0DQ\�VWXGHQWV�DUJXH�WKDW�LW�LV�H[SHQVLYH�DQG�FRPSOLFDWHG�WR
VHW�XS�D�SULYDWH�OLPLWHG�FRPSDQ\��7KLV�LV�QRW�WUXH�DQG
WKHVH�DUH�QRW�YDOLG�UHDVRQV�WR�DUJXH�DJDLQVW�WKH�XVH�RI
WKLV�OHJDO�IRUP�RI�EXVLQHVV�

1RQ�FRUSRUDWH�EXVLQHVVHV
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Non-corporate businesses and their owners are not treated as separate
elements — an owner’s private possessions are all at risk in the event of
failure. Sole traders and partners are usually said to have unlimited
liability. However, since 2000 it has been possible to establish limited
liability partnerships (LLPs) which offer partners financial protection.

The different types of non-corporate business are:
Sole traders (or proprietors). These are businesses owned by a single
person, although the business may have a number of employees. Such one-
person businesses are common in retailing and services, e.g. plumbing and
hairdressing.
Partnerships. These comprise between two and 20 people who contribute
capital and expertise to a business. A partnership is usually based on a
Deed of Partnership, which states how much capital each partner has
contributed, the share of profits each shall receive and the rules for
electing new partners. Some partners may be ‘sleeping partners’,
contributing capital but taking no active part in the business. Partnerships
are common in the professions, e.g. dentists and accountants.

The advantages and disadvantages of the various legal forms of business
are shown in Table 1.2.

1RW�IRU�SURILW�EXVLQHVVHV

Not all businesses aim to make profits. A not-for–profit business is any
organisation, such as a charity, that has business objectives other than
making a profit. These businesses are also called ‘social enterprises’.

Social enterprises trade in a wide range of industries and operate with a
number of non-profit objectives:
To provide services to local communities. Some social enterprises may
remove graffiti or clean up beaches for the benefit of entire communities.
To give people job-related skills. The television chef, Jamie Oliver, runs
a chain of restaurants (called ‘Fifteen’) with the prime objective of
providing training in a variety of catering skills for young people from
disadvantaged backgrounds.
Fair-trading activities. Some businesses import products from less
developed countries but pay above the market price for the products. They
may also invest in facilities, such as education and healthcare, in the
exporting communities.
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([DP�WLS

5HPHPEHU�WKDW�D�VRFLDO�HQWHUSULVH�PD\�KDYH�D�ILQDQFLDO
WDUJHW�LQ�WKH�IRUP�RI�PD[LPLVLQJ�LQFRPH��7KLV�LV�WUXH�RI
PDQ\�FKDULWLHV��ZKLFK�WKHQ�XVH�PXFK�RI�WKLV�LQFRPH�WR
VXSSRUW�JRRG�FDXVHV�

0XWXDOV

Mutuals are generally private businesses whose ownership base is made up
of their clients and policy holders. They are characterised by the fact they
are run for the benefit of their members, e.g. cooperatives. Insurance
companies and building societies were traditionally organised in this way,
but many of the biggest have changed to become public limited
companies.

7DEOH�����7KH�DGYDQWDJHV�DQG�GLVDGYDQWDJHV�RI�GLIIHUHQW
OHJDO�IRUPV�RI�EXVLQHVV

7\SH�RI
EXVLQHVV

$GYDQWDJHV 'LVDGYDQWDJHV

6ROH�WUDGHUЬ��6LPSOH�DQG�FKHDS�WR
HVWDEOLVK�ZLWK�IHZ
OHJDO�IRUPDOLWLHV�

Ь��7KH�RZQHU�UHFHLYHV�DOO
WKH�SURILWV��LI�WKHUH
DUH�DQ\��

Ь��$EOH�WR�UHVSRQG
TXLFNO\�WR�FKDQJHV�LQ
WKH�PDUNHW�

Ь��&RQILGHQWLDOLW\�LV
PDLQWDLQHG�DV�ILQDQFLDO
GHWDLOV�GR�QRW�KDYH�WR
EH�SXEOLVKHG�

Ь��7KH�RZQHU�LV�OLNHO\�WR
EH�VKRUW�RI�FDSLWDO�IRU
LQYHVWPHQW�DQG
H[SDQVLRQ�

Ь��)HZ�DVVHWV�IRU
FROODWHUDO�WR�VXSSRUW
DSSOLFDWLRQV�IRU�ORDQV�

Ь��8QOLPLWHG�OLDELOLW\�
Ь��,W�FDQ�EH�GLIILFXOW
IRU�VROH�WUDGHUV�WR
WDNH�KROLGD\V�

3DUWQHUVKLSЬ��%HWZHHQ�WKHP��SDUWQHUV
PD\�KDYH�D�ZLGH�UDQJH
RI�VNLOOV�DQG
NQRZOHGJH�

Ь��3DUWQHUV�DUH�DEOH�WR

Ь��&RQWURO�LV�VKDUHG
EHWZHHQ�WKH�SDUWQHUV�

Ь��$UJXPHQWV�DUH�FRPPRQ
DPRQJ�SDUWQHUV�

Ь��7KHUH�LV�VWLOO�DQ
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UDLVH�JUHDWHU�DPRXQWV
RI�FDSLWDO�WKDQ�VROH
WUDGHUV�

Ь��7KH�SUHVVXUH�RQ�RZQHUV
LV�UHGXFHG�DV�FRYHU�LV
DYDLODEOH�IRU�KROLGD\V
DQG�WKHUH�LV�VXSSRUW�LQ
PDNLQJ�GHFLVLRQV�

DEVROXWH�VKRUWDJH�RI
FDSLWDO�ü�HYHQ���
SHRSOH�FDQ�RQO\�UDLVH
VR�PXFK�

Ь��8QOLPLWHG�OLDELOLW\�

3ULYDWH
OLPLWHG
FRPSDQ\

Ь��6KDUHKROGHUV�EHQHILW
IURP�OLPLWHG�OLDELOLW\�

Ь��&RPSDQLHV�KDYH�DFFHVV
WR�JUHDWHU�DPRXQWV�RI
FDSLWDO�

Ь��3ULYDWH�OLPLWHG
FRPSDQLHV�DUH�RQO\
UHTXLUHG�WR�GLYXOJH�D
OLPLWHG�DPRXQW�RI
ILQDQFLDO�LQIRUPDWLRQ�

Ь��&RPSDQLHV�KDYH�D
VHSDUDWH�OHJDO
LGHQWLW\�

Ь��3ULYDWH�OLPLWHG
FRPSDQLHV�FDQQRW�VHOO
WKHLU�VKDUHV�RQ�WKH
6WRFN�([FKDQJH�

Ь��5HTXLULQJ�SHUPLVVLRQ
WR�VHOO�VKDUHV�OLPLWV
SRWHQWLDO�IRU
IOH[LELOLW\�DQG�JURZWK�

Ь��3ULYDWH�OLPLWHG
FRPSDQLHV�KDYH�WR
FRQIRUP�WR�D�QXPEHU�RI
H[SHQVLYH
DGPLQLVWUDWLYH
IRUPDOLWLHV�

3XEOLF
OLPLWHG
FRPSDQ\

Ь��3XEOLF�OLPLWHG
FRPSDQLHV�FDQ�JDLQ
SRVLWLYH�SXEOLFLW\�DV�D
UHVXOW�RI�WUDGLQJ�RQ
WKH�6WRFN�([FKDQJH�

Ь��6WRFN�([FKDQJH
TXRWDWLRQ�RIIHUV�DFFHVV
WR�ODUJH�DPRXQWV�RI
FDSLWDO�

Ь��6WRFN�([FKDQJH�UXOHV
DUH�VWULFW�DQG�WKLV
HQFRXUDJHV�LQYHVWRUV�WR
SDUW�ZLWK�WKHLU�PRQH\�

Ь��6XSSOLHUV�ZLOO�EH�PRUH
ZLOOLQJ�WR�RIIHU�FUHGLW
WR�SXEOLF�OLPLWHG

Ь��$�6WRFN�([FKDQJH
OLVWLQJ�PHDQV�HPSKDVLV
LV�SODFHG�RQ�VKRUW�WHUP
ILQDQFLDO�UHVXOWV��QRW
ORQJ�WHUP�SHUIRUPDQFH�

Ь��3XEOLF�OLPLWHG
FRPSDQLHV�DUH�UHTXLUHG
WR�SXEOLVK�D�JUHDW�GHDO
RI�ILQDQFLDO
LQIRUPDWLRQ�

Ь��7UDGLQJ�DV�D�SXEOLF
OLPLWHG�FRPSDQ\�FDQ
UHVXOW�LQ�VLJQLILFDQW
DGPLQLVWUDWLYH
H[SHQVHV�
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FRPSDQLHV�

3XEOLF�VHFWRU�RUJDQLVDWLRQV

Some services and business in the UK are controlled and run by the
government or local authorities and are referred to as being in the public
sector. This includes services such as police, fire, the BBC and the NHS as
well as local council run services such as rubbish collection. This sector
used to include a number of key industries and utilities such as coal, steel,
water, telephone etc. that were known as ‘nationalised industries’. These
have largely been sold off to the private sector through a privatisation
process.

1RZ�WHVW�\RXUVHOI
�����,GHQWLI\�WKUHH�GLIIHUHQFHV�EHWZHHQ�D�FRUSRUDWH

EXVLQHVV�DQG�D�QRQ�FRUSRUDWH�EXVLQHVV�
�����8VLQJ�H[DPSOHV��GHILQH�WKH�SXEOLF�VHFWRU�
����/LVW�DQG�H[SODLQ�WKUHH�REMHFWLYHV�WKDW�D�QRW�IRU�SURILW

EXVLQHVV�PD\�KDYH�
����+RZ�GRHV�D�PXWXDO�RUJDQLVDWLRQ�GLIIHU�IURP�RWKHU

LQFRUSRUDWHG�EXVLQHVV�RUJDQLVDWLRQV"

$QVZHUV�RQ�S�����
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5HDVRQV�IRU�FKRRVLQJ�GLIIHUHQW
IRUPV�RI�EXVLQHVV
The key choice in terms of business structure is between unincorporated
and incorporated status. There are a number of factors that may be
considered here:
Formalities and expenses. Sole traders and partnerships are relatively
easy to set up with few formalities. This is an ideal form for small
businesses such as joiners, electricians and corner shops.
Size and risk. If a business is and intends to remain small and carries little
in the way of risk, then a sole trader or partnership may be the most
appropriate form of business. This is the reason many corner shops, joiners
and electricians remain as sole traders.
Objectives of the owners. If the objectives of the owners involve growth,
then forming an incorporated business might be more appropriate. This is
likely to give greater access to capital and limited liability would reduce
the risks involved for the owners.
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5HDVRQV�IRU�FKDQJLQJ�EXVLQHVV�IRUP
The main reasons for changing business form are as follows:
Circumstances. Due to changing circumstances, such as the growth of a
business, the owner/s may wish to become incorporated in order to benefit
from limited liability.
Capital. The owner/s of a business may find it easier to raise capital by
becoming incorporated or by becoming a public limited company if it is a
private limited company.
Acquisition or takeover. This may cause a change of structure, e.g. a
private limited company may be taken over by a public limited company.

Although businesses generally change from private limited to public
limited, it is also possible to move the other way, i.e. from public to private
limited. A business may do this to escape the constant scrutiny of the city
and the pressure of short-term shareholder objectives. A good example of
this is Richard Branson’s Virgin.

([DP�WLS

:KHQ�GHFLGLQJ�RQ�WKH�PRVW�DSSURSULDWH�OHJDO�VWUXFWXUH�IRU�D
EXVLQHVV��DOZD\V�EDVH�DQ\�UHFRPPHQGDWLRQ�RQ�WKH
FLUFXPVWDQFHV�RI�WKH�LQGLYLGXDO�EXVLQHVV��REMHFWLYHV��VL]H�
WKH�SURGXFW�RU�VHUYLFH�DQG�WKH�ULVN�LQYROYHG�

1RZ�WHVW�\RXUVHOI
����:K\�DUH�PRVW�QHZ�EXVLQHVVHV�VHW�XS�DV�VROH�WUDGHUV"
����/LVW�WKUHH�UHDVRQV�IRU�FKDQJLQJ�WKH�OHJDO�IRUP�RI�D

EXVLQHVV�

$QVZHUV�RQ�S�����
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7KH�UROH�RI�VKDUHKROGHUV�DQG�ZK\
WKH\�LQYHVW
Ordinary share capital is the money invested in a company by
shareholders entitling them to part ownership of the company. This
capital is permanent and will never have to be paid back to the owners by
the company. If the owners wish to get their money back, they can sell
their shares through the stock market. Private individuals can invest in
public limited companies, becoming shareholders and part-owners of the
business, but private individuals will only ever own a small fraction of the
shares of any one business. By far the biggest shareholders will be
financial institutions such as pension funds and insurance companies.

Shareholders have certain rights and a role to play in the running of a
business. Major decisions that will have an impact on shareholders are
required to be approved by the shareholders at a general meeting called by
the directors. The main role of shareholders therefore is to attend this
meeting and discuss whatever is on the agenda and to ensure the directors
do not go beyond their powers. There are also only certain actions that can
be done by shareholders, such as the removal of directors or changing the
name of a company.

There are two reasons why private individuals and financial institutions
invest in shares:
Income. Shareholders are entitled to a share of company profits known as
a dividend. The total amount given to shareholders is decided by the board
of directors and can vary, but investors hope that the return they get will
increase over time.
Capital growth. Shareholders hope that the value of their shares will
increase over time.

7\SLFDO�PLVWDNH

6WXGHQWV�RIWHQ�DVVXPH�WKDW�ZKHQ�D�VKDUHKROGHU�VHOOV�VKDUHV
WKH\�DUH�VROG�EDFN�WR�WKH�FRPSDQ\��7KLV�LV�QRW�WUXH��6KDUHV
DUH�VROG�WKURXJK�WKH�6WRFN�([FKDQJH�WR�D�QHZ�VKDUHKROGHU
ZKR�ZLVKHV�WR�EX\��7KLV�ZRUNV�LQ�WKH�VDPH�ZD\�DV�EX\LQJ�DQG
VHOOLQJ�XVHG�FDUV�
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,QIOXHQFHV�RQ�DQG�WKH�VLJQLILFDQFH
RI�VKDUH�SULFH�FKDQJHV
Both the level of dividend and the share price of a company can fluctuate,
and it is important to recognise that they can go down in value as well as
up. The price of an individual share is determined through the market. If
demand is greater than supply the price will go up; if there are more sellers
than buyers the price will fall. There are a number of reasons why shares
and dividend may fluctuate in value:
Performance. If there are worse than expected profits, e.g. if a retailer
reports a poor performance during the Christmas period, a time when
traditionally sales are good, shares will go down in value. If profits are
higher, then share values will increase.
Expectation of better or worse profit performance. This might be as a
result of a new product due to be launched on the market.
Changes within the market or competitive environment. For example,
the move of consumers from the mainstream supermarkets such as Tesco
to the discounters such as Lidl and Aldi will adversely affect the value of
Tesco’s shares.
World uncertainty. Conflict in the Middle East, for example, or an
economic downturn will cause share prices to fluctuate.

([DP�WLS

$Q�HFRQRPLF�GRZQWXUQ�PD\�EH�EDG�IRU�VRPH�EXVLQHVVHV��EXW
IRU�RWKHUV�LW�PD\�EH�JRRG��7HVFR�Y��$OGL���7KH�VDPH�FDQ�EH
VDLG�DERXW�FRQIOLFW�LQ�WKH�0LGGOH�(DVW�ü�WKLV�LV�EDG�IRU
VRPH�EXVLQHVVHV��EXW�DUPV�PDQXIDFWXUHUV�DUH�OLNHO\�WR
EHQHILW�

Market capitalisation is calculated by taking the share price and
multiplying it by the number of shares issued. This gives a valuation of a
company. Changes in the share price will therefore affect the valuation of
a business. A falling share price might provide an opportunity for
investment or even takeover, or it might be an indication of a business in
decline.
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7KH�HIIHFWV�RI�RZQHUVKLS�RQ
PLVVLRQ��REMHFWLYHV��GHFLVLRQV�DQG
SHUIRUPDQFH
Profit is a key objective of many private sector businesses, and for some
this may dominate the decision-making process.

Public limited companies are owned by shareholders who are often driven
by profit, which can lead to a short-term approach to business. Decision-
making will be made on the basis of achieving profit, and the philosophy
outlined in the mission statement may take a back seat. This emphasis on
profit has been demonstrated by Tesco. In 2014, Tesco saw falling profits
and made mistakes in reporting profits higher than they actually were.
These failings led to a big fall in its share price and the resignation of its
CEO.

Sole traders and private limited companies, however, will be less affected
by this need to achieve profits, and may be able to keep a closer focus on
their mission statement and objectives.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�JLYH�WZR�UHDVRQV�ZK\�SHRSOH�LQYHVW�LQ�VKDUHV�
����/LVW�IRXU�UHDVRQV�ZK\�VKDUH�SULFHV�PD\�IOXFWXDWH�
����;<=�SOF�KDV�D�VKDUH�SULFH�RI���S�DQG�������PLOOLRQ

VKDUHV��:KDW�LV�LWV�PDUNHW�FDSLWDOLVDWLRQ"

$QVZHUV�RQ�S�����
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8QGHUVWDQGLQJ�WKDW�EXVLQHVVHV
RSHUDWH�ZLWKLQ�DQ�H[WHUQDO
HQYLURQPHQW
The world businesses operate in is both unpredictable and uncertain, and
changes in this external environment will have an impact on the demand
for goods and services, costs and the way a business operates generally.
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+RZ�WKH�H[WHUQDO�HQYLURQPHQW�FDQ
DIIHFW�FRVWV�DQG�GHPDQG
The external environment refers to aspects that are out of the control of the
business and include competition, market conditions, economic factors
(such as incomes and interest rates), social and environmental issues and
demographic factors. These factors not only affect demand for a product or
service and the costs of operating a business, but also impact on its ability
to achieve its strategic goals and objectives. Some of these influences may
be predictable in that trends can be spotted in a particular market, but
others, such as the recession of 2008, are less predictable. Whether
predictable or not, a business is likely to have to take action to prepare for
or respond to the changing circumstances.

([DP�WLS

'R�QRW�DOZD\V�DVVXPH�WKDW�DQ\�FKDQJH�LQ�WKH�H[WHUQDO
HQYLURQPHQW�ZLOO�EH�QHJDWLYH��6RPHWLPHV�FKDQJHV�FDQ�EH
SRVLWLYH�IRU�D�EXVLQHVV��DQG�ZKDW�LV�QHJDWLYH�IRU�RQH�PLJKW
EH�SRVLWLYH�IRU�DQRWKHU�

&RPSHWLWLRQ

Almost all businesses operate within a competitive environment,
competing against other businesses that offer the same or similar goods.
The strategies adopted by competitor firms will therefore have an impact
on a business. For example, we have seen the impact of competition on the
grocery industry with the big four of Tesco, Asda, Sainsbury’s and
Morrisons all suffering lower demand as a result of the discount retailers
Aldi and Lidl. It is important, therefore, that a business tries to
differentiate its own products or services in order to encourage consumers
to purchase its products or services.

Furthermore, sometimes a competitor will come up with an innovative
product or service, such as Apple with the iPod and iPhone, which have
had huge impact on the markets they operate in. Some businesses have
also been quicker to use technology in their operations and have benefited,
whereas others, such as Morrisons, were slow to adopt internet selling and
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suffered as a result. HMV did not anticipate the rise in downloading of
music, films and books and almost went out of business.

Not only can competition have an impact on demand, but it can also have
an impact on costs. In a competitive environment, firms are likely to
compete on price, and this is likely to lead to pressure on costs with
individual firms looking to reduce costs wherever possible.

0DUNHW�FRQGLWLRQV

Market conditions refer to the characteristics of a particular market and
might include its size, growth rate, any barriers to entry, seasonal factors
and the amount and intensity of competition. All these factors will have an
impact on a business in terms of demand and costs. For instance, a market
with high market growth and a low intensity of competitiveness is likely to
present greater opportunities for higher demand than the opposite. A
market with high barriers to entry, such as the aeronautical engine market,
will protect operators in this market from new entrants.

(FRQRPLF�IDFWRUV

Economic factors include the stage of the economic cycle, interest rates,
inflation, and exchange rates. It is, however, interest rates and incomes that
are the focus of the AS specification.

,QWHUHVW�UDWHV

Changes in interest rates can have a big impact on both the demand for
goods and services provided by a business and its cost. This impact may be
positive for some businesses but negative for others. Rising interest rates
generally result in lower demand, as consumers are likely to have less
disposable income due to higher borrowing costs for loans and mortgages.
Other consumers might also be encouraged to save more as a result of
rising interest rates. Not all businesses will be affected negatively though
— discount retailers might actually benefit as consumers switch from
traditional grocery stores such as Tesco to ones such as Lidl. It has also
been shown that restaurants, such as Pizza Hut, have gained as consumers
have cut back on spending.

Costs will also be affected by changes in interest rates. A business with
high levels of borrowing will be faced by higher costs when interest rates
rise. This, coupled with any fall in demand, can be crippling for some
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businesses. Again, not all businesses will be affected in the same way —
those with little in the way of borrowing will be less affected by interest
rate rises. Should interest rates fall it is likely to have the opposite effect
on both demand and costs.

Interest rates can also affect a business in terms of decision-making: high
or rising interest rates may lead to a business postponing new capital
investment due to the costs involved. Low or falling interest rates will be
more conducive to capital investment. Finally, if a business has large cash
reserves, it could benefit from rising interest rates due to the higher interest
received.

([DP�WLS

:KHQ�ORRNLQJ�DW�LQWHUHVW�UDWHV�DQG�LQFRPH��EH�DZDUH�RI�WKH
LQWHUUHODWLRQVKLS�EHWZHHQ�WKHP��$�ULVH�LQ�LQWHUHVW�UDWHV
ZLOO�LQGLUHFWO\�FDXVH�D�IDOO�LQ�WKH�LQFRPH�DYDLODEOH�WR
FRQVXPHUV�WR�VSHQG��GLVSRVDEOH�LQFRPH���ZKHUHDV�D�IDOO�ZLOO
KDYH�WKH�RSSRVLWH�HIIHFW�

,QFRPHV

Demand in the economy will also be affected by the level of incomes.
Falling incomes, as in the recession of 2008, saw falling demand, whereas
as the economy has picked up and income has risen, demand has
increased. It should, however be recognised that not all businesses will be
affected to the same extent — demand for necessities will be less affected
by changes in income than demand for luxuries. This is discussed in more
detail in the section on income elasticity on pp. 38–39.

'HPRJUDSKLF�IDFWRUV

Demography is the study of human populations and includes factors such
as the age, gender, income and occupation of the population as well as the
birth and death rates, the level of public health and immigration. In the
UK, not only is the population growing with immigration making a large
contribution to this growth, it is also an ageing population. These factors
affect the level of demand and the nature of the goods and services
purchased. They also affect the structure of the working population itself.
As a result, workers are now facing the prospect of working longer before
they receive the state pension. Some businesses, such as B&Q, actively
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seek to recruit older workers, and the demand for holidays such as cruises
has increased over recent years. It is therefore important for businesses to
recognise and anticipate the demographic changes taking place.

(QYLURQPHQWDO�LVVXHV�DQG�IDLU�WUDGH

Businesses ignore environmental issues today at their peril. The influence
of the media and social media means that any misdemeanour in terms of
pollution and exploitation of people in less developed countries is quickly
brought to light. This can then have an impact on reputation, the sales and
the costs of a business.

In the UK, successive governments have introduced legislation to help
protect the environment from pollution. As a result, businesses have to
spend large amounts on measures to ensure that water, air and the
surrounding countryside are kept free of pollution. Some businesses have
located themselves overseas where legislation is less stringent, but even
there they are not always free from the public gaze.

Concern for the environment is being driven by factors such as global
warming. It is believed that carbon emissions are the major contributing
factor to global warming and that not just businesses but governments
should be doing more to cut these emissions. Sustainable development has
also become an issue due to the worry that certain resources are running
out and that we should try and conserve and sustain them wherever
possible, e.g. the fishing industry is subject to quotas and some paper
manufacturers now say they plant one new tree for every one cut down.

Fair trade has also become a concern. This is about achieving better prices,
decent working conditions and fair terms of trade for farmers and workers
in less developed countries. This is likely to mean higher costs for a
business, but could also lead to greater demand, better reputation and
could act as a selling point.

These external factors (see Figure 1.2) can have a significant impact on the
demand for products and services provided, the costs incurred and profit.
Although a business might sometimes be caught out by sudden changes in
the external environment (e.g. the recession of 2008 and its depth), it
should be able to anticipate and plan for some changes. For instance,
demographic changes can be identified, changes in interest rates
anticipated and new products and services provided in order to stay ahead
of competitors. As a result, any negative impact on cost and demand may
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be minimised and any positive impact maximised.

([DP�WLS

7KH�H[WHUQDO�IDFWRUV�DIIHFWLQJ�D�EXVLQHVV�FDQ�EH�HDVLO\
UHFDOOHG�XVLQJ�WKH�DFURQ\P�3(67/(��3ROLWLFDO��(FRQRPLF�
6RFLDO��7HFKQRORJLFDO��/HJDO�DQG�(QYLURQPHQWDO�

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�ZK\�LW�LV�LPSRUWDQW�IRU�D�EXVLQHVV�WR

GLIIHUHQWLDWH�LWV�SURGXFW�RU�VHUYLFH�LQ�D�FRPSHWLWLYH
PDUNHW�

����+RZ�PLJKW�D�PDQXIDFWXUHU�RI�OX[XU\�SURGXFWV�EH�DIIHFWHG
E\�D�ULVH�LQ�LQWHUHVW�UDWHV"

����/LVW�WKUHH�UHDVRQV�ZK\�D�VWXG\�RI�GHPRJUDSKLFV�PLJKW�EH
LPSRUWDQW�WR�D�EXVLQHVV�

����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þIDLU�WUDGHÿ"
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$QVZHUV�RQ�SS�����̢���

([DP�SUDFWLFH

;<=�SOF

:KHQ�;<=�SOF�FRQYHUWHG�WR�D�SXEOLF�OLPLWHG�FRPSDQ\�
HYHU\WKLQJ�VHHPHG�URV\��,W�KDG�D�PLVVLRQ�RI�EHLQJ�WKH�EHVW
LQ�WKH�EXVLQHVV�DQG�REMHFWLYHV�RI�ERWK�PDUNHW�JURZWK�DQG
JURZWK�RI�PDUNHW�VKDUH��7KUHH�\HDUV�RQ�DQG�WKLQJV�VHHPHG
YHU\�GLIIHUHQW��FXVWRPHU�FRPSODLQWV�KDG�LQFUHDVHG�DQG�WKH
FRPSDQ\�KDG�IDLOHG�WR�KLW�LWV�WDUJHWV�IRU�PDUNHW�JURZWK�DQG
VKDUH��8QGHUVWDQGDEO\��VKDUHKROGHUV�ZHUH�YHU\�XQKDSS\�ZLWK
WKH�VWHDGLO\�GHFOLQLQJ�VKDUH�SULFH�DQG�ODFN�RI�GLYLGHQGV�
$OWKRXJK�LWV�SUREOHPV�KDG�IRU�WKH�PRVW�SDUW�EHHQ�FDXVHG�E\
WKH�FKDQJLQJ�H[WHUQDO�HQYLURQPHQW�ZLWK�ULVLQJ�LQWHUHVW
UDWHV�DQG�DQ�LQFUHDVLQJO\�FRPSHWLWLYH�PDUNHW��LW�ZDV�DOVR
FOHDU�;<=�SOF�ZDV�LQDGHTXDWHO\�SUHSDUHG�IRU�WKH�FKDQJH�WR
SXEOLF�VWDWXV�

.H\�GDWD�RI�;<=�SOF

� $W�IORWDWLRQ 3UHVHQW

6DOHV ϗ��P ϗ����P

0DUNHW�VKDUH ���� ����

6KDUH�SULFH ��S ��S

1XPEHU�RI�VKDUHV ���P ���P

4XHVWLRQV

D��&DOFXODWH�WKH�FKDQJH�LQ�PDUNHW�FDSLWDOLVDWLRQ�RI�;<=
SOF�

>�@
E��([SODLQ�ZK\�DOWKRXJK�VDOHV�KDYH�LQFUHDVHG��;<=�SOF

PDUNHW�VKDUH�KDV�GHFUHDVHG�
>�@

F��$QDO\VH�WKH�IDFWRUV�VKDUHKROGHUV�PD\�KDYH�FRQVLGHUHG
EHIRUH�LQYHVWLQJ�LQ�;<=�SOF�

>�@
G��7R�ZKDW�H[WHQW�GR�\RX�EHOLHYH�;<=�SOF�ZDV�FRUUHFW�LQ�LWV
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GHFLVLRQ�WR�FRQYHUW�WR�D�SXEOLF�OLPLWHG�FRPSDQ\"
>��@

$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�

8QGHUVWDQGLQJ�WKH�QDWXUH�DQG�SXUSRVH�RI
EXVLQHVV
��ZK\�EXVLQHVVHV�H[LVW
��FRPPRQ�EXVLQHVV�REMHFWLYHV�DQG�WKHLU�SXUSRVH
��WKH�UHODWLRQVKLS�EHWZHHQ�PLVVLRQ�DQG�REMHFWLYHV
��WKH�PHDVXUHPHQW�DQG�LPSRUWDQFH�RI�SURILW�FRYHULQJ
UHYHQXH��IL[HG�FRVWV��YDULDEOH�FRVWV�DQG�WRWDO�FRVWV

8QGHUVWDQGLQJ�WKH�GLIIHUHQW�IRUPV�RI
EXVLQHVV
��WKH�UHDVRQV�IRU�FKRRVLQJ�GLIIHUHQW�IRUPV�RI�EXVLQHVV�DQG
IRU�FKDQJLQJ�EXVLQHVV�IRUP�LQFOXGLQJ�VROH�WUDGHUV��SULYDWH
DQG�SXEOLF�OLPLWHG�FRPSDQLHV��QRQ�SURILW�RUJDQLVDWLRQV�DV
ZHOO�DV�SXEOLF�VHFWRU�RUJDQLVDWLRQV
��OLPLWHG�DQG�XQOLPLWHG�OLDELOLW\
��RUGLQDU\�VKDUH�FDSLWDO��PDUNHW�FDSLWDOLVDWLRQ�DQG
GLYLGHQGV
��WKH�UROH�RI�VKDUHKROGHUV�DQG�ZK\�WKH\�LQYHVW
��LQIOXHQFHV�RQ�VKDUH�SULFH�DQG�WKH�VLJQLILFDQFH�RI�VKDUH
SULFH�FKDQJHV
��WKH�HIIHFWV�RI�RZQHUVKLS�RQ�PLVVLRQ��REMHFWLYHV�
GHFLVLRQV�DQG�SHUIRUPDQFH

8QGHUVWDQGLQJ�WKDW�EXVLQHVVHV�RSHUDWH�ZLWKLQ
DQ�H[WHUQDO�HQYLURQPHQW
��KRZ�WKH�IROORZLQJ�H[WHUQDO�IDFWRUV�DIIHFW�FRVWV�DQG
GHPDQG��FRPSHWLWLRQ��PDUNHW�FRQGLWLRQV��LQFRPHV��LQWHUHVW
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UDWHV��GHPRJUDSKLF�IDFWRUV��HQYLURQPHQWDO�LVVXHV�DQG�IDLU
WUDGH
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��0DQDJHUV��OHDGHUVKLS�DQG
GHFLVLRQ�PDNLQJ

8QGHUVWDQGLQJ�PDQDJHPHQW�
OHDGHUVKLS�DQG�GHFLVLRQ�PDNLQJ

:KDW�PDQDJHUV�GR
Peter Drucker, who some look upon as the creator of the modern study of
management, outlined five basic tasks of a manager:
1  Set objectives. The manager sets goals for a group and decides what

work needs to be done.
2  Organise. The manager divides the work into manageable activities and

selects the people to undertake them.
3  Motivate and communicate. The manager creates a team that works

together.
4  Measure. The manager not only sets targets but analyses and appraises

performance.
5  Develop people. It is up to the manager to develop people, who may be

looked upon as the most important asset of a business.

Henri Fayol also outlined five elements of management: planning,
organising, commanding, coordinating and controlling.

The role of a manager then is varied, but can be summed up in four key
tasks: they plan, organise, direct and control.
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7\SHV�RI�PDQDJHPHQW�DQG�OHDGHUVKLS
VW\OHV
Leadership style is the way in which a leader approaches his/her role of
planning, organising, directing and controlling. There are three basic styles
of leadership:
Autocratic leaders, who make decisions without consulting others.
Democratic leaders, who make the final decision but include others in the
process.
Laissez-faire leaders, who allow team members freedom if they do their
work and meet deadlines.

Other styles of leadership include charismatic leaders, who believe they
can do no wrong, paternalistic leaders, who consult and try to make
decisions in the best interest of all, and bureaucratic leaders, who do
everything exactly by the rules.

This range of leadership styles is illustrated by the Tannenbaum and
Schmidt continuum (see Figure 2.1). This classifies the style according to
how much a leader tells or listens to his/her staff.

The figure shows the relationship between the level of freedom in
decision-making a manager gives to a team of workers and the level of
authority retained by the manager. As the workers’ freedom increases, so
the manager’s authority decreases.
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A further study of leadership by Blake and Mouton portrays leadership
through a grid depicting concern for people on the y axis and concern for
production on the x axis with each dimension ranging from 1 to 9. This
results in five leadership styles as shown in Figure 2.2 and outlined below.
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Country club management. The emphasis is on people, with little
concern for the task. This style may hamper production as it relies on
workers being motivated.
Authority–compliance management. Leadership here is autocratic with a
clear emphasis on the task and little concern for people. It may increase
production, but employees are likely to be unhappy.
Impoverished management (produce or perish). Leadership will be
ineffective with little concern for either the task or the people.
Middle-of-the-road management. There is a compromise here with some
focus on people and some on the task, but it is likely to lead to average
performance.
Team management. This style focuses on both the task and the people. It
is likely to be the most effective, with emphasis on empowerment, trust
and team working.
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7KH�HIIHFWLYHQHVV�RI�GLIIHUHQW
VW\OHV�RI�OHDGHUVKLS�DQG�PDQDJHPHQW
DQG�LQIOXHQFHV�RQ�WKHVH
The effectiveness of different styles of leadership is summarised in Table
2.1.

7\SLFDO�PLVWDNH

'R�QRW�DVVXPH�WKDW�D�GHPRFUDWLF�VW\OH�RI�OHDGHUVKLS�LV
DOZD\V�WKH�EHVW�VW\OH�WR�DGRSW�ü�LW�ZLOO�GHSHQG�RQ�WKH
FLUFXPVWDQFHV�RI�WKH�LQGLYLGXDO�EXVLQHVV�

Different leaders adopt different styles of leadership and the style adopted
will vary according to the individual and the circumstances involved. Key
influences might be:
The individual. Some leaders feel they always have to be in control and
may lean more towards an autocratic approach, whereas others may feel
more comfortable discussing decisions and will be more democratic in
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their approach. In other words, the style adopted will depend on the
leader’s personality and skills.
Nature of the industry. Some industries require a high degree of
creativity, whereas with others safety might be paramount.

    The leadership style adopted is likely to reflect this with a more laissez-
faire approach adopted where creativity is needed and a more autocratic
approach where safety is of concern.
Business culture. If a business has a tradition of doing things in a
particular way, then this might determine the style adopted. It may have
always operated with a more laissez-faire or autocratic approach that might
prove difficult to change.

([DP�WLS

'R�QRW�DVVXPH�WKDW�WKHUH�LV�RQH�EHVW�VW\OH�RI�OHDGHUVKLS�
DV�WKH�VW\OH�DGRSWHG�LV�OLNHO\�WR�GHSHQG�RQ�DQG�HYROYH�ZLWK
WKH�FLUFXPVWDQFHV�D�EXVLQHVV�ILQGV�LWVHOI�LQ�

1RZ�WHVW�\RXUVHOI
���,GHQWLI\�IRXU�NH\�DVSHFWV�RI�D�OHDGHUÿV�UROH�
���6WDWH�WKUHH�LQIOXHQFHV�RQ�OHDGHUVKLS�VW\OH�
���,GHQWLI\�RQH�NH\�IHDWXUH�RI�D�GHPRFUDWLF�OHDGHU�DQG�RQH

NH\�IHDWXUH�RI�D�ODLVVH]�IDLUH�OHDGHU�
���+RZ�DUH�OHDGHUV�FODVVLILHG�LQ�WKH�7DQQHQEDXP�DQG�6FKPLGW

FRQWLQXXP"

$QVZHUV�RQ�S�����
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8QGHUVWDQGLQJ�PDQDJHPHQW�GHFLVLRQ�
PDNLQJ

7KH�YDOXH�RI�GHFLVLRQ�PDNLQJ�EDVHG
RQ�GDWD��VFLHQWLILF�GHFLVLRQ�
PDNLQJ��DQG�RQ�LQWXLWLRQ
Scientific decision-making is the systematic approach of collecting facts
and applying logical decision-making techniques, such as decision trees, to
the decision-making process. The alternative to this approach is trial and
error and intuition (gut feeling).

In business there are uncertainties involved with any decision. These may
stem from the market, the economy, the consumer, competitors and even
how the various functional areas within a business will react to a decision.
When making decisions, managers do so in the expectation that there will
be some reward in terms of achieving objectives. Any decision made,
however, will involve some risk, and it is for this reason that a scientific
approach to decision-making may be adopted — to reduce risk. This
involves the collection and analysis of data and the use of analytical tools
in the forming of decisions. Examples of analytical tools include the
Boston matrix, product life cycle, investment appraisal and ratio analysis
as well as decision trees, which are investigated below.

2SSRUWXQLW\�FRVW

Managers may also consider the opportunity cost when making a
decision. This is the cost of the next best alternative that will be missed by
making a particular decision. Business resources, particularly finance, are
limited and, as a result, a business will not be able to undertake everything
it would like: it will have to make a choice. For example, by investing in a
new fleet of vehicles it may miss out on a new computer system — the
computer system represents the opportunity cost.

,QWXLWLRQ
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Intuition refers to decisions that are made on a gut feeling rather than
based on evidence and rational processes. Data are not always correct. For
example, the decision by Coca-Cola to change its recipe in response to
taste tests proved to be a marketing disaster. For other innovative products
it may be impossible to judge consumer reaction if they have never seen
the product. If an analytical approach had been adopted, the Sony
Walkman and probably the MP3 player would never have been introduced
to the market. Intuition then will always be an important factor in decision-
making.
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7KH�XVH�DQG�YDOXH�RI�GHFLVLRQ�WUHHV
LQ�GHFLVLRQ�PDNLQJ
Decision trees are tree-like diagrams that can be used to determine the
optimum course of action in situations where several possible alternatives
with uncertain outcomes exist. They are a visual representation of the
various risks, rewards and potential value of each option.

'UDZLQJ�DQG�HYDOXDWLQJ�D�GHFLVLRQ�WUHH

Every decision tree begins with a square. This represents the decision to be
made:

At least two lines will come out of the square representing the possible
options. There will often be a third line — the do-nothing option:

Taking each line in turn it is now necessary to decide whether it is a result,
uncertain or another decision has to be made.

For a result there is no more to do, uncertain is represented by a circle and
a decision by another square. The do-nothing line is a result and for our
purposes we will assume there are no further decisions (note more
complicated decision trees are likely to have further decisions). The
resulting decision tree will be as follows:
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From each circle, lines will be drawn showing the possible outcomes:

In order to evaluate the decision tree, all lines need to be fully labelled.
This means indicating the following information on the decision tree:

  the cost of each option
  the potential outcomes
  the probabilities

This is shown in Figure 2.3. XYZ plc is considering whether to relaunch
an existing product that has been failing or whether to undertake the
development and launch of a completely new product. The data in Table
2.2 relates to each.

7DEOH�����;<=�SOF�UHODXQFK�DQG�QHZ�SURGXFW�GDWD

� 5HODXQFK�H[LVWLQJ�SURGXFW 1HZ�SURGXFW

&RVW ϗ���P ϗ�P
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2XWFRPH�VXFFHVV ϗ���P ϗ��P

2XWFRPH�IDLOXUH ϗ���P ϗ�P

3UREDELOLW\�VXFFHVV ��� ���

3UREDELOLW\�IDLOXUH ��� ���

Finally, it is necessary to calculate the expected values.

For each circle the outcomes are multiplied with the probabilities and
added together. The cost of that option is then subtracted. Each option can
then be compared to see which provides the highest return.

In the example above the calculation is as follows:

([DP�WLS

$OWKRXJK�WKH�$4$�VSHFLILFDWLRQ�GRHV�QRW�UHTXLUH�VWXGHQWV�WR
FRQVWUXFW�GHFLVLRQ�WUHHV��DQ�DELOLW\�WR�GR�VR�ZLOO
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FHUWDLQO\�DLG�XQGHUVWDQGLQJ�

From these calculations relaunch would be the most lucrative option.

Decision trees can be a useful analytical tool as they make managers think
and quantify decisions rather than just go by intuition. They do, however,
have limitations as managers may be influenced by their own bias towards
one decision rather than another. In other words, they may make the
returns for their favoured approach more attractive and thereby justify their
decision. There is also the problem with establishing probabilities: it may
be possible to base these on past experience, but even so they are likely to
be just guesstimates.

1RZ�WHVW�\RXUVHOI
���,GHQWLI\�WKUHH�NH\�SLHFHV�RI�LQIRUPDWLRQ�UHTXLUHG�IRU�D

GHFLVLRQ�WUHH�
���%ULHIO\�RXWOLQH�WKH�EHQHILWV�DQG�GUDZEDFNV�RI�GHFLVLRQ

WUHHV�

$QVZHUV�RQ�S�����
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,QIOXHQFHV�RQ�GHFLVLRQ�PDNLQJ
There are a number of influences on decision-making as outlined below.

0LVVLRQ�DQG�REMHFWLYHV

The mission of a business is its essential purpose and, to some extent, a
business will be guided in its decision-making by its mission and the
objectives it sets. For example, decision-making at Poundland will be
influenced by its pricing policy.

(WKLFV

Ethics is about making decisions that are morally correct. The growth in
fair trade products such as chocolate and coffee illustrates how some
businesses have been influenced by this in their decision-making.

([WHUQDO�HQYLURQPHQW

The external environment may have a big impact on decision-making. A
downturn in the economy or rise in interest rates could see decisions being
postponed or even totally abandoned, whereas an expanding economy or
fall in interest rates might see decisions being brought forward. Decision-
making will also be influenced by changing demographics, (e.g. the
growing elderly population), increased environmental awareness and by
changes in the law.

&RPSHWLWLRQ

All business operates within a competitive environment and decisions will
be influenced by this. Some business decision-making will be aimed at
first-mover advantage and getting ahead of competition, whereas other
decision-making will simply be responding to the action of competitors.
The major supermarket chains, for example, have all been forced to
respond to the actions of the discount retailers such as Aldi and Lidl.

5HVRXUFH�FRQVWUDLQWV

A business will only be able to do what it is physically possible to do.
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Production capacity, skills of the workforce and financial resources will, in
the short term, limit what a business can do. In the long term, it may be
possible to overcome these constraints, but a business needs to be certain
about any decision being made.

([DP�WLS

,Q�PDNLQJ�D�GHFLVLRQ�D�EXVLQHVV�LV�OLNHO\�WR�FRQVLGHU�WKH
RSSRUWXQLW\�FRVW�DQG�ZLOO�EH�OLPLWHG�E\�WKH�UHVRXUFHV
DYDLODEOH�

1RZ�WHVW�\RXUVHOI
���%ULHIO\�RXWOLQH�KRZ�WKH�H[WHUQDO�HQYLURQPHQW�PD\�LPSDFW

RQ�GHFLVLRQ�PDNLQJ�
���/LVW�IRXU�RWKHU�LQIOXHQFHV�RQ�GHFLVLRQ�PDNLQJ�

$QVZHUV�RQ�S�����
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8QGHUVWDQGLQJ�WKH�UROH�DQG
LPSRUWDQFH�RI�VWDNHKROGHUV

7KH�QHHG�WR�FRQVLGHU�VWDNHKROGHU
QHHGV�ZKHQ�PDNLQJ�GHFLVLRQV
The various stakeholders and their interests are outlined below:
employees: job security, good working conditions and pay
customers: good customer service and value for money
shareholders: capital growth and dividends
suppliers: regular orders and on-time payment
local communities: avoidance of pollution and congestion, employment
government: employment, payment of taxes

Decisions taken by business will have an impact on the various
stakeholders so it is important to consider and manage these needs.

6WDNHKROGHU�PDSSLQJ

Stakeholder analysis and management is important in decision-making and
to this end A. Mendelow drew up the matrix shown in Figure 2.4.

In this matrix (or stakeholder map), stakeholders are categorised according
to the amount of power they have and their level of interest. Those with
high power and high interest are key players, and management needs to
keep this group happy, perhaps by involving them in the decision-making
process.
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Those with low power and interest require minimal effort, perhaps simply
keeping them up to date with what is happening. Those with high power
and little interest need to be consulted and, if possible, have their level of
interest increased in order to avoid potential conflicts at a later date. Those
with high interest and little power need to be kept informed and up to date
in order to avoid potential conflicts and enhance the reputation of the
business as a considerate business.
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6WDNHKROGHU�QHHGV�DQG�WKH�SRVVLEOH
RYHUODS�DQG�FRQIOLFW�RI�WKHVH�QHHGV
The potential overlap and conflict of stakeholder interests are illustrated in
Table 2.3 below.

7DEOH�����3RWHQWLDO�RYHUODS�DQG�FRQIOLFW�RI�VWDNHKROGHU
LQWHUHVWV

'HFLVLRQ 2YHUODS &RQIOLFW

5HORFDWH
RYHUVHDV

Ь��6KDUHKROGHUV�
SRWHQWLDO�IRU�ORZHU
FRVWV�DQG�LQFUHDVHG
SURILW�

Ь��0DQDJHPHQW��DFKLHYH
REMHFWLYHV�LQ�WHUPV�RI
FRVWV�DQG�SURILW�

Ь��/RFDO�FRPPXQLW\�
LPSDFW�RQ�ORFDO
HFRQRP\�

Ь��(PSOR\HHV��ORVW
MREV�

Ь��*RYHUQPHQW��OHVV
WD[�

,QWURGXFH�QHZ
WHFKQRORJ\

Ь��6KDUHKROGHUV�DQG
PDQDJHPHQW��ORZHU
FRVWV�DQG�SRWHQWLDO
SURILW�

Ь��&RQVXPHU��PD\�UHVXOW
LQ�EHWWHU�TXDOLW\�DQG
UHOLDELOLW\�

Ь��(PSOR\HHV��PD\
ORVH�MREV�

Ь��/HVV�HPSOR\PHQW�
FRXOG�LPSDFW�RQ
ORFDO�FRPPXQLW\�

([SDQG
SURGXFWLRQ

Ь��6KDUHKROGHUV��KLJKHU
VDOHV�DQG�SURILW�

Ь��(PSOR\HHV��MRE
RSSRUWXQLWLHV�

Ь��&XVWRPHUV��JUHDWHU
DYDLODELOLW\�

Ь��6XSSOLHUV��PRUH
RUGHUV�

Ь��*RYHUQPHQW��WD[�
Ь��&RPPXQLW\��JUHDWHU
SURGXFWLRQ�

Ь��/RFDO�FRPPXQLW\�
JUHDWHU�FRQJHVWLRQ
DQG�SROOXWLRQ�
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SRWHQWLDO�SURILW
LQFUHDVH�

Ь��0DQDJHPHQW��LPSURYHG
SHUIRUPDQFH�

Ь��*RYHUQPHQW��PRUH
WD[�

PRUH�

&XW�FRVWV Ь��6KDUHKROGHUV�
SRWHQWLDO�SURILW�

Ь��0DQDJHPHQW�
DFKLHYLQJ�REMHFWLYHV�

Ь��(PSOR\HHV�
SRWHQWLDO�MRE�ORVV�

Ь��&XVWRPHUV��TXDOLW\
PLJKW�EH�DIIHFWHG�

Ь��6XSSOLHUV�
SUHVVXUH�RQ�SULFHV�

(QWHU�QHZ
PDUNHWV�SURGXFWV

Ь��6KDUHKROGHUV�
SRWHQWLDO�SURILW�

Ь��(PSOR\HHV��MRE
VHFXULW\�

Ь��6XSSOLHUV��LQFUHDVHG
RUGHUV�

Ь��&RPPXQLW\��JUHDWHU
HPSOR\PHQW�

Ь��/RFDO�FRPPXQLW\�
SROOXWLRQ�GXH�WR
LQFUHDVHG
SURGXFWLRQ�
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,QIOXHQFHV�RQ�WKH�UHODWLRQVKLS�ZLWK
VWDNHKROGHUV
There are a number of influences on the relationship with stakeholders,
one of which is the power and interest of individual stakeholders as
illustrated by stakeholder mapping. Other influences include:
Leadership styles. The style of leadership may have an impact: an
authoritarian leader may have little concern for individual stakeholder
groups and would be unlikely to consult them. A more democratic leader,
however, would be more likely to consult individual stakeholders when
making decisions.
Business objectives. Some businesses may be committed to an ethical
approach in their decision-making whilst others may be less concerned.
For example, The Body Shop is committed to not testing on animals and
therefore attracts less attention from pressure groups.
Government. Legislation introduced by the government (or EU) can affect
relationships with stakeholders. Examples include legislation regarding
employment, the environment or safety.
State of economy. When economic and market conditions are booming, it
is easier for a business to address issues related to stakeholders. In these
circumstances there is likely to be greater access to finance to improve
working conditions and environmental aspects. The opposite is the case
when the economy or market is in decline.

61



+RZ�WR�PDQDJH�WKH�UHODWLRQVKLS�ZLWK
GLIIHUHQW�VWDNHKROGHUV
Although there is always potential for conflict between stakeholders, this
can be significantly reduced if managed correctly. Stakeholder mapping
gives an indication of how this might be managed in terms of recognising
those stakeholders with the greatest power and interest in a decision. Key
to the management, however, is good communication, involvement and
participation in any decisions being made. If there is a culture of good
communication and consultation of stakeholder groups in decisions, the
likelihood of conflict can be minimised. Careful planning and introduction
of decisions may reduce the impact on individual groups. For instance, it
might be possible to phase in new technology, which might avoid the need
for redundancies.

([DP�WLS

:KHQ�HYDOXDWLQJ�WKH�FRQIOLFW�RI�LQWHUHVW�EHWZHHQ
VWDNHKROGHU�JURXSV�D�VKRUW��YHUVXV�ORQJ�WHUP�DSSURDFK�LV
RIWHQ�XVHIXO�

1RZ�WHVW�\RXUVHOI
�����'UDZ�XS�D�WDEOH�WR�VKRZ�IRXU�VWDNHKROGHU�JURXSV�DQG

WKHLU�LQWHUHVW�LQ�D�PDQXIDFWXULQJ�EXVLQHVV�
����+RZ�GRHV�0HQGHORZ�FDWHJRULVH�VWDNHKROGHUV�LQ�KLV

PDWUL["
����%HVLGHV�WKH�SRZHU�DQG�LQWHUHVW�RI�LQGLYLGXDO

VWDNHKROGHUV��LGHQWLI\�IRXU�RWKHU�LQIOXHQFHV�RQ�WKH
UHODWLRQVKLS�ZLWK�VWDNHKROGHUV�

����%ULHIO\�RXWOLQH�WKH�NH\�WR�PDQDJLQJ�VWDNHKROGHU
UHODWLRQV�

$QVZHUV�RQ�S�����

([DP�SUDFWLFH
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0F7DYLVKÿV�VKRUWEUHDG

+DPLVK�0F7DYLVK�ZDV�XVHG�WR�JHWWLQJ�KLV�RZQ�ZD\��DQG�DV�WKH
PDMRULW\�VKDUHKROGHU�LQ�WKH�IDPLO\�EXVLQHVV��WKLV�KDG�EHHQ
HDV\�WR�DFKLHYH��+LV�ODWHVW�LGHD��KRZHYHU��ZDV�UDWKHU�PRUH
FRQWURYHUVLDO�DQG�ZDV�OLNHO\�WR�VSOLW�WKH�ERDUG�RI
GLUHFWRUV�XQOHVV�KH�FRXOG�FRQYLQFH�WKHP�RWKHUZLVH��+H�KDG
EHHQ�YHU\�VXFFHVVIXO�LQ�GHYHORSLQJ�WKH�VKRUWEUHDG�ELVFXLW
EXVLQHVV�DQG�HVWDEOLVKLQJ�D�KLJKO\�UHVSHFWHG�EUDQG�QDPH
ZLWKLQ�6FRWODQG��+H�ZDQWHG�WR�GLYHUVLI\�LQWR�RWKHU�ELVFXLWV
DQG�FDNHV��EXW�WKH�RWKHU�GLUHFWRUV�ZDQWHG�WR�H[SDQG�WKH
FRUH�DUHD�WKURXJKRXW�WKH�8.��,Q�RUGHU�WR�VXSSRUW�KLV�FDVH�
KH�DGRSWHG�D�VFLHQWLILF�GHFLVLRQ�PDNLQJ�DSSURDFK�DQG�GUHZ
XS�WKH�GHFLVLRQ�WUHH�EHORZ�

:RXOG�WKLV�EH�HQRXJK�WR�FRQYLQFH�WKH�RWKHU�GLUHFWRUV�RU
ZRXOG�+DPLVK�MXVW�KDYH�WR�IROORZ�KLV�LQWXLWLRQ�DQG�IRUFH
WKLV�WKURXJK�DQ\ZD\"

4XHVWLRQV

D��+RZ�GRHV�LQWXLWLRQ�GLIIHU�IURP�VFLHQWLILF�GHFLVLRQ�
PDNLQJ"

>�@
E��8VLQJ�WKH�GHFLVLRQ�WUHH�DERYH�FDOFXODWH�WKH�GLIIHUHQFH

LQ�RXWFRPH�EHWZHHQ�H[SDQVLRQ�DQG�GLYHUVLILFDWLRQ�
>�@

F��$QDO\VH�WKH�SRWHQWLDO�SUREOHPV�+DPLVK�PLJKW�IDFH�LQ
IRUFLQJ�WKURXJK�WKH�GHFLVLRQ�RI�GLYHUVLILFDWLRQ�
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>�@
G��(YDOXDWH�WKH�H[WHQW�WR�ZKLFK�XVLQJ�WKH�VFLHQWLILF

DSSURDFK�WR�GHFLVLRQ�PDNLQJ�LV�WKH�ULJKW�DSSURDFK�IRU
+DPLVK�WR�WDNH�

>��@

$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�

8QGHUVWDQGLQJ�PDQDJHPHQW��OHDGHUVKLS�DQG
GHFLVLRQ�PDNLQJ
��WKH�UROH�RI�PDQDJHUV�LQFOXGLQJ�REMHFWLYH�VHWWLQJ�
DQDO\VLQJ��OHDGLQJ��PDNLQJ�GHFLVLRQV�DQG�UHYLHZLQJ
��W\SHV�RI�PDQDJHPHQW�DQG�OHDGHUVKLS�VW\OHV��WKHLU
HIIHFWLYHQHVV�DQG�LQIOXHQFHV�RQ�WKHP
��WKHRULHV�RI�PDQDJHPHQW�LQFOXGLQJ�WKH�7DQQHQEDXP�6FKPLGW
FRQWLQXXP�DQG�WKH�%ODNH�0RXWRQ�JULG

8QGHUVWDQGLQJ�PDQDJHPHQW�GHFLVLRQ�PDNLQJ
��WKH�ULVNV��UHZDUGV��XQFHUWDLQW\�DQG�RSSRUWXQLW\�FRVWV
LQYROYHG�LQ�GHFLVLRQ�PDNLQJ
��WKH�GLVWLQFWLRQ�EHWZHHQ�VFLHQWLILF�GHFLVLRQ�PDNLQJ�DQG
LQWXLWLRQ
��WKH�XVH�DQG�YDOXH�RI�GHFLVLRQ�WUHHV��LQFOXGLQJ�WKH
DELOLW\�WR�LQWHUSUHW�DQG�FDOFXODWH�H[SHFWHG�YDOXHV�DQG�QHW
JDLQV
��LQIOXHQFHV�RQ�GHFLVLRQ�PDNLQJ��PLVVLRQ��REMHFWLYHV�
HWKLFV��H[WHUQDO�HQYLURQPHQW�DQG�UHVRXUFH�FRQVWUDLQWV

8QGHUVWDQGLQJ�WKH�UROH�DQG�LPSRUWDQFH�RI
VWDNHKROGHUV
��WKH�FRQVLGHUDWLRQ�RI�VWDNHKROGHU�QHHGV�LQ�GHFLVLRQ�PDNLQJ
DQG�VWDNHKROGHU�PDSSLQJ
��WKH�SRVVLEOH�RYHUODS�DQG�FRQIOLFW�RI�VWDNHKROGHU�QHHGV

64

http://www.hoddereducation.co.uk/myrevisionnotes


��LQIOXHQFHV�RQ�DQG�PDQDJHPHQW�RI�VWDNHKROGHU�UHODWLRQV
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH
PDUNHWLQJ�SHUIRUPDQFH

Marketing is the business function that provides the link between the
business and the consumer. The Chartered Institute of Marketing defines
marketing as ‘the process responsible for identifying, anticipating and
satisfying customer requirements profitably’.

7\SLFDO�PLVWDNH

6WXGHQWV�VRPHWLPHV�DVVXPH�WKDW�MXVW�EHFDXVH�VDOHV�PD\�EH
JURZLQJ��PDUNHW�VKDUH�DXWRPDWLFDOO\�LQFUHDVHV��7KLV�LV�QRW
DOZD\V�WKH�FDVH��DV�LQ�D�JURZLQJ�PDUNHW�DQ�LQGLYLGXDO
EXVLQHVVÿV�VDOHV�PD\�EH�LQFUHDVLQJ�DW�D�VORZHU�UDWH�WKDQ
RWKHUV�LQ�WKH�PDUNHW�
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6HWWLQJ�PDUNHWLQJ�REMHFWLYHV
Marketing objectives should be a part of the overall corporate business
objectives and sit within the overall business plan and strategy. Objectives
might include:
Sales volume and sales value. Sales volume is the number of units sold
and sales value is how much the sales are worth, e.g. in pounds sterling.
Market size. In itself this is difficult to use as an objective, but a
knowledge of market size will give an indication of the potential market.
This would enable realistic targets to be set for sales, growth, and share.
Market and sales growth. This would involve targeting an increase in
overall sales in order to either maintain market share (in a growing market)
or improve it.
Market share. This is the proportion of a particular market that is
controlled by an individual business. Increasing market share is likely to
bring benefits for a business, such as brand loyalty and greater revenue.
Brand loyalty. Achieving sales is one thing, but what businesses want is
for customers to come back time after time. In other words, businesses
want to achieve brand loyalty.
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7KH�YDOXH�RI�VHWWLQJ�PDUNHWLQJ
REMHFWLYHV
The value of setting objectives might include the following:
Target setting. This gives the business a focus and sense of direction.
Motivation. Objectives can be motivating for those responsible.
Evaluation of performance. As with all objectives, they need to be
SMART: Specific, Measurable, Achievable, Realistic and Time based. All
of the marketing objectives outlined above are quantifiable and therefore
measurable. As a result, they can be used to judge performance.

3RVVLEOH�FDOFXODWLRQV
Market share: sales of firm/total market sales × 100
Sales growth: difference in sales/earliest year × 100
Market growth: difference in sales/earliest year × 100
Market size: (sales/market share) × 100

([DP�WLS

7KH�FDOFXODWLRQV�\RX�ZLOO�EH�DVNHG�WR�SHUIRUP�LQ
H[DPLQDWLRQV�DUH�QRUPDOO\�VWUDLJKWIRUZDUG�SURYLGHG�\RX�KDYH
OHDUQHG�WKH�IRUPXOD�DQG�SUDFWLVHG�WKHP�UHJXODUO\�
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([WHUQDO�DQG�LQWHUQDO�LQIOXHQFHV�RQ
PDUNHWLQJ�REMHFWLYHV�DQG�GHFLVLRQV
External influences include:
Market and competition. Marketing objectives are likely to vary
according to whether the market is growing or static, and depending on the
actions of competitors.
Economic factors. Factors such as the stage of the economic cycle and
interest rates will influence objectives as they will affect consumer
spending.
Social factors. Over time, consumer tastes and fashion change and this
needs to be reflected in marketing objectives.
Ethics. Since consumers are more aware of ethical issues, many businesses
have reviewed their marketing objectives to reflect this. This can be seen
in the move to promote fair trade products and the fact they do not exploit
workers in sweat shops.
Technology. This has had a big impact on the way businesses both
produce and sell their goods and services. Growth of online sales and the
facility for consumers to design their own products (mass customisation)
have had a major impact on marketing objectives.

Internal influences include:
Finance available. All marketing functions need to operate within the
budget allocated, although a business whose finances are in a healthy state
will be able to allocate larger amounts to marketing.
Production capacity. The marketing function must liaise with the
operations function in order to ensure that is it physically possible to
achieve any targets set for sales growth.
Human resources. Objectives set must also take into account the size and
capabilities of the workforce. Increasing market share might be difficult
without further recruitment and training.
Nature of product. Any objectives set need to reflect the nature of the
product. Innovative products might have considerable scope for growth,
whereas products such as bread and fuel will have little scope.

1RZ�WHVW�\RXUVHOI
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���%ULHIO\�RXWOLQH�WKH�GLIIHUHQFH�EHWZHHQ�VDOHV�YROXPH�DQG
VDOHV�YDOXH�

���+RZ�LV�LW�SRVVLEOH�IRU�VDOHV�WR�LQFUHDVH�EXW�PDUNHW
VKDUH�WR�IDOO"

���:K\�ZRXOG�D�EXVLQHVV�ZLVK�WR�DFKLHYH�EUDQG�OR\DOW\"
���,GHQWLI\�WKUHH�LQWHUQDO�DQG�WKUHH�H[WHUQDO�LQIOXHQFHV�RQ

PDUNHWLQJ�REMHFWLYHV�
���,I�;<=�SOF�PDUNHW�VKDUH�LV����DQG�LWV�VDOHV�DUH�ϗ��P�

ZKDW�LV�WKH�WRWDO�PDUNHW�VL]H"

$QVZHUV�RQ�SS�����̢���
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8QGHUVWDQGLQJ�PDUNHWV�DQG�FXVWRPHUV

7KH�YDOXH�RI�SULPDU\�DQG�VHFRQGDU\
PDUNHWLQJ�UHVHDUFK
A market is a place where buyers and sellers come together. All businesses
will sell their product or service within the relevant market. This might be
direct to the consumer, online or to distributors and retailers. It is very
important that a business fully understands the market in which it operates
and to help with this, market research will be undertaken. This may
involve one or more of the following:

  study of market trends and characteristics
  analysis of market shares and potential of existing products

sales forecasting for products
  analysis and forecasting sales of new products

Market research is separated into primary and secondary research.

3ULPDU\�UHVHDUFK

Also known as ‘field research’, primary research involves the collection
of information for the first time directly by or for a business to answer
specific issues or questions. Examples include:
Surveys: conducting questionnaires face to face, by post, telephone or
online.
Observation: watching people, reactions to displays or counting footfall.
Focus groups: using small groups of people to determine consumer
attitudes and opinions.
Test marketing: trying out products on a small group prior to a full-scale
launch.

The main advantage of primary research is that it is directly related to the
specific needs of a business, but it can be expensive to undertake.

6HFRQGDU\�UHVHDUFK

This is second-hand research involving the collection of data that already
exists. Examples include:
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Published reports. These might be reports published by trade associations
and journals, which may contain valuable information on markets and
trends.
Government and other agencies. A great deal of information is available.
A key publication is the Annual Abstract of Statistics.
Internet. Again, a great deal of information is widely available regarding
markets and consumer behaviour.

Market research can also be separated into qualitative and quantitative
research.

4XDOLWDWLYH�PDUNHW�UHVHDUFK

The aim of qualitative market research is to find out about attitudes and
opinions of consumers. It is collected from small groups of consumers
such as focus groups. It can reveal consumer reactions to the:

  product
  pricing
  packaging
  branding

This might enable a business to design products that are more appealing to
consumers.

4XDQWLWDWLYH�PDUNHW�UHVHDUFK

Quantitative market research is the collection of information on
consumer views that can be analysed statistically. It can be represented in
easy-to-read charts and graphs showing:

  sales and potential sales
  size of the market
  prices consumers are prepared to pay

0DUNHW�PDSSLQJ

Market mapping can enable a business to identify the position of its
product in the market relative to others. Two key features of a product or
service are identified, e.g. price and quality. A grid can then be established
and each brand in that market can be placed on the grid according to the
quality, high or low and price, high or low. Figure 3.1 is a market map of
the supermarket industry. Supermarkets are placed according to price (low
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or high) and quality (low or high).

Such an approach enables a business to see where competition is most
concentrated and may reveal potential gaps in the market.
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7KH�YDOXH�RI�VDPSOLQJ
A business will not collect information from all its potential consumers:
this would be too expensive and time consuming. Firms need to select a
sample that is representative of the whole target market (called ‘the
population’). Sampling is the selection of a representative group of
consumers from a larger population. The general principle is that the larger
the sample, the more accurate the results are likely to be.

There are a number of ways in which samples can be collected:
Random sampling. This is when each member of the population has an
equal chance of being included. This is appropriate when a firm is
researching a product aimed at a large target group. Computers are often
used to select people randomly.
Stratified random sampling. This separates the population into segments
or strata. This approach can avoid bias by ensuring that the composition of
the sample reflects accurately that of the entire population.
Quota sampling. This splits the population into a number of groups, each
sharing common characteristics. For example, a survey might be
conducted on the views of women about a new product, and the number of
interviewees in each age category could be clearly set out. This saves
money by limiting the number of respondents.

([DP�WLS

,W�LV�QRW�HQRXJK�WR�NQRZ�WKH�YDULRXV�PHWKRGV�RI�PDUNHW
UHVHDUFK��<RX�QHHG�WR�EH�DEOH�WR�PDNH�VRPH�DVVHVVPHQW�RI
WKHLU�YDOXH�LQ�SDUWLFXODU�FLUFXPVWDQFHV�

7\SLFDO�PLVWDNH

'R�QRW�DVVXPH�WKDW�VLPSO\�VWRSSLQJ�HYHU\�WKLUG�SHUVRQ�LQ
WKH�VWUHHW�ZLOO�JLYH�D�JHQXLQHO\�UDQGRP�VDPSOH��7KLV�ZLOO
RQO\�JLYH�\RX�D�VDPSOH�RI�SHRSOH�ZKR�DUH�LQ�WKH�VWUHHW�DW
WKDW�WLPH��H�J��WKRVH�QRW�DW�ZRUN��6HOHFWLQJ�UDQGRP�VDPSOHV
QHHGV�FDUHIXO�SODQQLQJ�
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)DFWRUV�LQIOXHQFLQJ�FKRLFH�RI�VDPSOLQJ
PHWKRGV

The most obvious factor affecting the choice of sampling method is the
amount of finance available. Businesses with larger marketing budgets will
spend more and conduct research using larger samples.

Market research involves a fundamental trade-off between cost and
accuracy. Firms require accurate information on which to base marketing
decisions, such as:

  pricing policies
  product design
  types of promotion
  target customers

The greater the amount of information collected, the more reliable it
should be, but the greater the cost to the firm. Many newly established
businesses have limited budgets, yet accurate market research is invaluable
in aiding decision-making. Firms face a further dilemma. Even extensive
and costly market research cannot guarantee unbiased data. Respondents
do not always tell the truth and samples do not always reflect the entire
population accurately.

([DP�WLS

:KHQ�DVVHVVLQJ�D�EXVLQHVVÿV�PHWKRGV�RI�VDPSOLQJ��FRQVLGHU
WKH�FRVWV�RI�WKH�FKRVHQ�DSSURDFK�DJDLQVW�WKH�H[SHFWHG
ILQDQFLDO�EHQHILWV�

1RZ�WHVW�\RXUVHOI
���/LVW�WKUHH�ZD\V�SULPDU\�PDUNHW�UHVHDUFK�GLIIHUV�IURP

VHFRQGDU\�PDUNHW�UHVHDUFK�
���([SODLQ�WKH�GLIIHUHQFH�EHWZHHQ�TXDOLWDWLYH�DQG

TXDQWLWDWLYH�PDUNHW�UHVHDUFK��6XSSRUW�\RXU�DQVZHU�ZLWK
H[DPSOHV�RI�VLWXDWLRQV�LQ�ZKLFK�WKH\�PD\�EH�DSSURSULDWH�

���%ULHIO\�RXWOLQH�WKH�YDOXH�RI�VDPSOLQJ�

$QVZHUV�RQ�S�����
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7KH�LQWHUSUHWDWLRQ�RI�PDUNHWLQJ
GDWD
Marketing data can be interpreted using various statistical tools, including
correlation, confidence intervals and extrapolation.

&RUUHODWLRQ

Correlation occurs when there is a direct relationship between one factor
and another. This relationship might be positive or negative, e.g. a price
increase may lead to a fall in demand, which is a negative correlation, but
a price decrease might lead to a rise in demand, which is a positive
correlation. Knowledge of correlation might therefore help in decision-
making, e.g. knowing that there is a positive correlation between rising
incomes and sales might enable a business to more accurately forecast
sales. Figures 3.2(a) and (b) illustrate positive and negative correlations.

Figure 3.2(a) shows a positive correlation between sales and advertising
expenditure and 3.2(b) a negative correlation between price and sales.
Results of correlation should be treated with caution as correlation only
shows a relationship between two variables. Sales might appear to rise
with increased advertising, but it might be due to a competitor raising its
prices rather than the increased advertising.

([DP�WLS
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%H�FDUHIXO�ZLWK�FRUUHODWLRQ��)RU�H[DPSOH��MXVW�EHFDXVH�86
VXLFLGHV�FRUUHODWH�ZLWK�86�VSHQGLQJ�RQ�VFLHQFH�VSDFH�DQG
WHFKQRORJ\�GRHV�QRW�PHDQ�WKDW�WKHUH�LV�D�SRVLWLYH
FRUUHODWLRQ�

&RQILGHQFH�LQWHUYDOV

Since a business cannot be 100% certain in market research findings,
confidence intervals may be used to help evaluate the reliability of any
estimate. This is the margin of error that a researcher would experience if
he/she asked a particular question to a sample group and expected to get
the same answer back. For instance, if a researcher used a confidence
interval of 5, and 70% of respondents gave a particular answer, then he/she
could be sure that between 65% and 75% of the whole population would
give the same answer.

The confidence interval used is likely to be affected by the sample size —
the smaller the sample, the greater the margin for error and therefore the
greater the confidence interval.

A confidence level, on the other hand, is an expression of how confident
that researcher is in data collected. A confidence level is expressed as a
percentage and indicates how frequently that percentage of the population
would give an answer that would lie within the confidence interval. The
most commonly used confidence level is 95%.

([WUDSRODWLRQ

Extrapolation uses known data to predict future data. By looking at past
sales figures it may be possible to predict future sales by extending a trend
line on a chart or graph (see Figure 3.3).

77



Extrapolation, however, should be treated with caution as it assumes that
the future will be similar to the past. It may not be suitable for industries
subject to rapid change such as fashion and technology.
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7KH�YDOXH�RI�WHFKQRORJ\�LQ
JDWKHULQJ�DQG�DQDO\VLQJ�GDWD�IRU
PDUNHWLQJ�GHFLVLRQ�PDNLQJ
Developments in technology mean that vast amounts of information can be
collected, stored and analysed. This may enable a firm to gain a much
greater understanding about the person buying a product and, as a result,
firms such as Amazon can make recommendations to individual customers
based on past buying habits.

Technology can provide faster communication, make forecasting easier,
and enable targeted sales messages, but a business must have the right data
in the first place.

([DP�WLS

,W�LV�LPSRUWDQW�WR�DOZD\V�ORRN�FULWLFDOO\�DW�PDUNHWLQJ
GDWD��$W�ILUVW�VLJKW�LW�PD\�VHHP�UHOLDEOH��EXW�\RX�VKRXOG
TXHVWLRQ�ZKHWKHU�LW�KDV�EHHQ�LQIOXHQFHG�E\�DQ\�RWKHU
IDFWRUV��H�J��VHDVRQDOLW\�RU�SUREOHPV�H[SHULHQFHG�E\�D
FRPSHWLWRU�

1RZ�WHVW�\RXUVHOI
�����'LVWLQJXLVK�EHWZHHQ�FRUUHODWLRQ�DQG�H[WUDSRODWLRQ�
����,Q�PDUNHW�UHVHDUFK�����RI�UHVSRQGHQWV�SUHIHUUHG�D

SDUWLFXODU�VRDS�EUDQG��:KDW�GRHV�D����FRQILGHQFH
LQWHUYDO�WHOO�DQDO\VWV�DERXW�WKLV�UHVXOW"

$QVZHUV�RQ�S�����
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7KH�LQWHUSUHWDWLRQ�RI�SULFH�DQG
LQFRPH�HODVWLFLW\�RI�GHPDQG�GDWD
Elasticity refers to the responsiveness of demand to a change in a variable
such as price or income. The AQA specification does not require students
to be able to calculate elasticity, but knowing how it is calculated can aid
understanding and interpretation. The calculation for price and income
elasticity are as follows:

When analysing elasticity, a marketing manager will be interested in
whether demand for the product or service is elastic or inelastic.

An answer greater than 1, i.e. the percentage change in demand is greater
than the percentage change in the variable, indicates elastic demand. An
answer less than 1, i.e. the percentage change in demand is less than the
percentage change in the variable, indicates an inelastic demand.

([DP�WLS

:KHQ�ORRNLQJ�DW�D�ILJXUH�IRU�HODVWLFLW\��LI�WKH�DQVZHU�LV
JUHDWHU�WKDQ���GHPDQG�LV�HODVWLF��,I�LW�LV�OHVV�WKDQ���LW
LV�LQHODVWLF�

A knowledge of elasticity can be useful in decision-making as not all
products will be affected in the same way by changes in variables. Some
products, e.g. bread, fuel and salt, will be relatively inelastic in that
demand will change very little when price or income change, whereas
others, e.g. cars and television, will be relatively elastic.
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7KH�YDOXH�RI�WKH�FRQFHSWV�RI�SULFH
DQG�LQFRPH�HODVWLFLW\�RI�GHPDQG�WR
PDUNHWLQJ�GHFLVLRQ�PDNHUV
Both price and income elasticity can be useful tools in marketing decision-
making. They can be used to evaluate the impact of changes in prices and
incomes on sales (volume and value). The effect of changes in price is
summarised in Table 3.1.

7DEOH�����7KH�HIIHFW�RI�FKDQJHV�LQ�SULFH

� 3ULFH�ULVH 3ULFH�IDOO

(ODVWLF�GHPDQG 7RWDO�UHYHQXH�IDOOV� 7RWDO�UHYHQXH�ULVHV�

,QHODVWLF�GHPDQG 7RWDO�UHYHQXH�ULVHV� 7RWDO�UHYHQXH�IDOOV�

The impact of changes in income will vary according to the type of
product. Demand for luxuries tends to be elastic, whereas demand for
necessities tends to be inelastic. The demand for new cars (luxury) tends to
increase with rising incomes and decrease with falling incomes, whereas
the demand for fuel (necessity) is likely to be less influenced by changes in
income.

Although elasticity can be a useful tool, marketing decisions should not be
based on this alone. Other factors that should be considered include:

  brand loyalty
  competitor actions
  consumer tastes and fashion
  availability of substitutes

([DP�WLS

(ODVWLFLW\�FKDQJHV�RYHU�WLPH��DQG�LW�LV�LPSRUWDQW�LQ
GHFLVLRQ�PDNLQJ�WR�XVH�WKH�PRVW�XS�WR�GDWH�ILJXUHV��$
ILJXUH�WKDW�LV�HYHQ�RQH�\HDU�ROG�PD\�EH�RXW�RI�GDWH�DV�WKH
PDUNHW�PD\�KDYH�FKDQJHG�RU�FRPSHWLWRUV�LQWURGXFHG�QHZ
SURGXFWV�
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7KH�XVH�RI�GDWD�LQ�PDUNHWLQJ
GHFLVLRQ�PDNLQJ�DQG�SODQQLQJ
Marketing managers want to reduce risk and uncertainty in decision-
making, and the analysis of all available data makes a good starting point
for this. Data may also create a much better understanding of the market,
environment and consumers, and so is likely to improve the quality of
decision-making.

1RZ�WHVW�\RXUVHOI
����$�EXVLQHVV�KDV�FDOFXODWHG�WKH�SULFH�HODVWLFLW\�RI�LWV

SURGXFW�DW�−�����:KDW�ZRXOG�EH�WKH�LPSDFW�RQ�UHYHQXH�RI
D�SULFH�LQFUHDVH"

����%ULHIO\�RXWOLQH�ZK\�GHPDQG�IRU�D�OX[XU\�SURGXFW�LV
OLNHO\�WR�EH�LQFRPH�HODVWLF�

$QVZHUV�RQ�S�����
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0DNLQJ�PDUNHWLQJ�GHFLVLRQV�
VHJPHQWDWLRQ��WDUJHWLQJ�DQG
SRVLWLRQLQJ
Market segmentation is the process of dividing a market into distinct
groups. Those customers within the same segment will share common
characteristics that can help a business to target them and market to them
effectively.

Market targeting is when a business targets its marketing at a specific
market segment (or target market). Identifying the target market is an
essential step in the development of a marketing plan.

Market positioning refers to how a consumer views an individual brand
relative to that of competing brands. The objective of a marketing strategy
may therefore be to achieve a clear, unique and therefore advantageous
position in consumers’ minds.
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7KH�SURFHVV�DQG�YDOXH�RI
VHJPHQWDWLRQ��WDUJHWLQJ�DQG
SRVLWLRQLQJ
From the above it is evident that segmentation, targeting and positioning
are linked:

The process of segmentation breaks the market into clearly definable
groups. This might be by age, gender, income, social class or geographical
area. Once the market has been segmented it is then possible to determine
at which groups a particular product or service will be aimed. Next, a
business will consider how it wants to position its product or service
within the target market. How does it want the product to be perceived by
consumers? This might be in terms of its pricing, quality and overall brand
image.

([DP�WLS

7KHUH�LV�D�OLQN�EHWZHHQ�PDUNHW�SRVLWLRQLQJ�DQG�PDUNHW
PDSSLQJ�ü�D�EXVLQHVV�PLJKW�XVH�PDUNHW�PDSSLQJ�WR�GHWHUPLQH
WKH�SRVLWLRQ�RI�LWV�SURGXFW�RU�VHUYLFH�LQ�WKH�PDUNHW�

There are a number of benefits of the above process:
  Marketing will be more effective as it can be directed specifically at the

target group and convey a clear message relative to the positioning of the
product or service.

  Resources will be used more effectively as a result of the targeted
marketing approach.

  Sales and market share may increase as a result of the clear focus of
marketing.

This approach may have its drawbacks, however:
  By targeting particular segments of the market, a business may overlook a

potentially profitable segment.
  It is also possible that any changes in taste and fashion could be
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overlooked.
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,QIOXHQFHV�RQ�FKRRVLQJ�D�WDUJHW
PDUNHW�DQG�SRVLWLRQLQJ
There are a number of influences on the target market and positioning:
The nature of the product. This might be the actual qualities of the
product that help differentiate it or what the product may be used for.
Competition. A business may want to avoid areas of the market that are
highly competitive.
The consumer. Products might be developed specifically to suit consumer
needs.

One decision a business is likely to make is whether it should target a
niche market or a mass market.

Niche marketing is when businesses identify and satisfy the demands of
small segments of a larger market. An example is the radio station Classic
FM which serves the niche of people who wish to listen to popular
classical music.

The advantages of niche marketing are:
  The first company to identify a niche market can often gain a dominant

market position as consumers become loyal to the product, even if its price
is higher.

  Niche markets can be highly profitable, as companies operating in them
often have the opportunity to charge premium prices.

The disadvantages of niche marketing are:
  Because sales may be relatively low, firms operating in niche markets may

not be able to spread fixed overheads over sufficient sales to attain
acceptable profit margins.

  If a niche market proves to be profitable, it is likely to attract new
competition, making it less attractive to the companies that first discovered
the market.

Mass marketing occurs when businesses aim their products at most of the
available market. Many small and medium-sized businesses sell in mass
markets.

Businesses must be able to produce on a large scale if they are to sell
successfully in a mass market. This may mean that the firm has to invest
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heavily in resources such as buildings, machinery and vehicles. Often,
firms have to be price competitive to flourish in mass markets, or have a
unique selling point (USP) that makes the company and its products
distinctive.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�RXWOLQH�WKH�EHQHILWV�DQG�SRWHQWLDO�GUDZEDFNV�RI

PDUNHW�WDUJHWLQJ�
����'LVWLQJXLVK�EHWZHHQ�D�QLFKH�DQG�D�PDVV�PDUNHW�

$QVZHUV�RQ�S�����
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0DNLQJ�PDUNHWLQJ�GHFLVLRQV��XVLQJ
WKH�PDUNHWLQJ�PL[

7KH�HOHPHQWV�RI�WKH�PDUNHWLQJ�PL[���3V�

The marketing mix is the combination of marketing activities that an
organisation engages in so as to best meet the needs of its targeted market.
The marketing mix was first developed for fast-moving consumer goods
and consisted of the 4Ps of Price, Product, Place and Promotion. As the
service sector has grown in importance, the mix has been expanded to
include People, Process and Physical environment. It is, however, likely
that all businesses will give some consideration to the three additional Ps.
Figure 3.4 illustrates the mix and the aspects involved with each of the
7Ps.
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7\SLFDO�PLVWDNH

:KHQ�UHVSRQGLQJ�WR�TXHVWLRQV�DERXW�WKH�PDUNHWLQJ�PL[��GR
QRW�ZULWH�DERXW�DOO�VHYHQ�HOHPHQWV�DV�\RX�DUH�XQOLNHO\�WR
KDYH�WLPH�WR�GHYHORS�DOO�SRLQWV�IXOO\��&KRRVH�WKH�PRVW
LPSRUWDQW�WZR�HOHPHQWV�DQG�ZULWH�DERXW�WKRVH�

89



7KH�LQIOXHQFHV�RQ�DQG�WKH�HIIHFWV
RI�FKDQJHV�LQ�WKH�HOHPHQWV�RI�WKH
PDUNHWLQJ�PL[
Managers take a range of factors into account when designing the
marketing mix for a product (see Figure 3.5).

)LQDQFH

The level of profits that a business earns can impact on the price that it
charges. A profitable business is able to cut prices significantly, at least in
the short term. Its financial reserves also enable it to engage in extensive
promotional campaigns.

Another aspect of finance that affects the marketing mix is that a business
with a healthy cash flow will be able to extend the range of outlets it uses
by offering favourable trade credit terms.

7KH�QDWXUH�RI�WKH�SURGXFW

The type of product can influence which elements of the mix are
emphasised. An insurance firm may spend heavily on advertising to
generate large numbers of enquiries to win an acceptable number of
customers. In contrast, a portrait painter may rely on the quality of the
product and word-of-mouth promotion to achieve sales.
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7HFKQRORJ\

Some products that possess the latest technology may use advertising to
inform potential customers of their existence and benefits. They will have
high prices to maximise short-term profits and cover the costs of research
and development. Technology has also affected the place element of the
marketing mix. Developments have allowed publishers of music and books
to distribute their products using internet downloads.

([DP�WLS

:KHQ�DQDO\VLQJ�WKH�PDUNHWLQJ�PL[��ORRN�FDUHIXOO\�DW�WKH
W\SH�RI�SURGXFW��,V�LW�EHLQJ�VROG�EXVLQHVV�WR�EXVLQHVV
�%�%��RU�EXVLQHVV�WR�FRQVXPHU��%�&�"�,V�LW�D�FRQYHQLHQFH
JRRG�RU�D�VSHFLDOLW\�JRRG"�7KHVH�IDFWRUV�ZLOO�KDYH�DQ
LQIOXHQFH�RQ�WKH�PDUNHWLQJ�PL[�GHYHORSHG�

0DUNHW�UHVHDUFK

Primary market research may be the most importance influence in
designing a marketing mix. Its findings may provide information to help to
make judgements on the form, functions and design of the product. The
research may uncover information on prices that consumers will be willing
to pay and the type of purchasers. Market research may also determine
pricing strategies.

1RZ�WHVW�\RXUVHOI
����)RU�ZKDW�UHDVRQ�KDV�WKH�PDUNHWLQJ�PL[�EHHQ�H[WHQGHG

IURP��3V�WR��3V"
����%ULHIO\�H[SODLQ�WZR�IDFWRUV�D�PDUNHWLQJ�PDQDJHU�ZLOO

WDNH�LQWR�FRQVLGHUDWLRQ�ZKHQ�GHVLJQLQJ�D�PDUNHWLQJ�PL[�

$QVZHUV�RQ�S�����
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3URGXFW�GHFLVLRQV

,QIOXHQFHV�RQ�DQG�WKH�YDOXH�RI�QHZ�SURGXFW
GHYHORSPHQW

A number of factors have an effect upon the development of new goods
and services:
Technology. Developments in technology are at the heart of many of the
new products that come on to the market. For example, advances in battery
technology have helped to generate a range of more efficient electric cars.
Firms use these technological advances as the basis for the development of
new products that meet the needs of consumers more fully.
Competitors’ actions. A competitor producing a new product can be a
spur to a rival to produce something that is at least as good, if not better.
Hotels, for example, have improved their services by offering guests a
choice of different types of pillow to enhance comfort.
The entrepreneurial skills of managers and owners. One of the talents
of successful entrepreneurs is creativity. The skill of being able to think up
new ideas for goods and services that fit with customer needs leads to the
development of many new products.

([DP�WLS

<RX�ZLOO�EH�EHWWHU�SUHSDUHG�IRU�TXHVWLRQV�RQ�WKLV�DUHD�LI
\RX�WU\�WR�WKLQN�DERXW�WKH�IDFWRUV�WKDW�LQIOXHQFH�WKH
GHYHORSPHQW�RI�QHZ�SURGXFWV�E\�VPDOO�DQG�PHGLXP�VL]HG
EXVLQHVVHV�

7KH�LPSRUWDQFH�RI�XQLTXH�VHOOLQJ�SRLQWV

Businesses commonly add value by creating a unique selling point or
proposition (USP) for their products. A USP allows a business to
differentiate its products from others in the market. This can help the
business in a number of ways:

  The business can base its advertising campaigns around the (real or
perceived) difference between its product and those of its rivals.

  Having a USP assists in encouraging brand loyalty, as it gives customers a
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reason to continue to buy that particular business’s product.
  A USP commonly allows the firm to charge a premium price for the

product.

7KH�SURGXFW�OLIH�F\FOH

The product life cycle is the theory that all products follow a similar
pattern throughout their life. Products take varying amounts of time to pass
through these stages. The Mars Bar was launched in the 1920s and is still
going strong. In contrast, modern motor cars are expected to have a life
cycle of about 10 years. The stages are outlined below and illustrated in
Figure 3.6.

1  Development. Firms undertake research and development to create new
products that will be their future best sellers. Many products fall by the
wayside, as they do not meet the demands of consumers. This can be a
very expensive stage and cash flow is expected to be negative.

2  Introduction. This stage commences with the product’s initial
appearance on the market. At this time, sales are zero and the product
has a negative cash flow. Sales should begin to rise, providing the
company with some revenue. However, costs will remain high. The
failure rate for new products is high — 60% to 90%. Promotion can be
expensive and cash flow will remain negative. The price may have to be
high to recoup the high initial launch costs.
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3  Growth. During the growth stage, sales rise rapidly and a firm’s cash
flow can improve considerably. The business’s profits per unit sold are
likely to be at a maximum. This is because firms tend to charge a high
price at this stage, particularly if the product is innovatory. Firms with a
technically superior good may well engage in price skimming (see p.
47). The growth stage is critical to a product’s survival. The product’s
success will depend on how competitors react to it.

4  Maturity. During the maturity stage, the sales curve peaks and begins
to decline. Both cash flow and profits also decline. This stage is
characterised by intense competition with other brands. Competitors
emphasise improvements and differences in their versions of the
product. At this stage, consumers of the product know a lot about it and
require specialist deals to attract their interest.

5  Decline. During the decline stage, sales fall rapidly. New technology or
a new product change may cause product sales to decline sharply. When
this happens, marketing managers consider eliminating unprofitable
products. At this stage, promotional efforts will be cut too.

([WHQVLRQ�VWUDWHJLHV

Firms may attempt to prolong the life of a product as it enters the decline
stage by implementing extension strategies. They may use techniques such
as the following:
Finding new markets for existing products. Some companies selling
baby milk have targeted less economically developed countries.
Changing the appearance or packaging. Some motor manufacturers
have produced old models of cars with new colours or other features to
extend the lives of their products.

([DP�WLS

)RU�DOO�PDMRU�WKHRULHV��VXFK�DV�WKH�SURGXFW�OLIH�F\FOH��\RX
VKRXOG�EH�DEOH�WR�JLYH�VRPH�DVVHVVPHQW�RI�WKH�WKHRU\ÿV
VWUHQJWKV�DQG�ZHDNQHVVHV��7KLV�ZLOO�KHOS�\RX�WR�ZULWH
HYDOXDWLYHO\�DV�ZHOO�DV�FRQILUPLQJ�\RXU�XQGHUVWDQGLQJ�

7KH�SURGXFW�PL[

A well-organised business will plan its product range so that it has
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products in each of the major stages of the life cycle: as one product
reaches decline, replacements are entering the growth and maturity stages
of their lives (see Figure 3.7). This means that there will be a constant flow
of income from products in the mature phase of their lives to finance the
development of new products.

7KH�%RVWRQ�PDWUL[

The Boston matrix was developed by the Boston Consulting Group. The
matrix allows businesses to undertake product portfolio analysis based on
the product’s market growth rate and its market share.

The matrix, as shown in Figures 3.8 and 3.9, places products into four
categories:
Star products have a dominant share of the market and good prospects for
growth.
Cash cows are products with a dominant share of the market but low
prospects for growth.
Dogs have a low share of the market and no prospects for growth.
Problem children are products that have a small share of a growing
market.
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A number of conclusions can be drawn from the Boston matrix:
  Firms should avoid having too many products in any single category.

Obviously, firms do not want lots of dogs, but they also need to avoid
having too many stars and problem children.

  Products in the top half of the chart are in the early stages of their life cycle
and are in growing markets, but the cost of developing and promoting
them will not have been recovered.

  Continuing production of cash cows will provide the necessary cash to
develop the newer products.

  Firms need problem child products as they may become tomorrow’s cash
cows.
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1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�WKH�GLIIHUHQFH�EHWZHHQ�WKH�%RVWRQ

PDWUL[�DQG�SURGXFW�OLIH�F\FOH�DQG�VXJJHVW�KRZ�PDQDJHUV
PLJKW�XVH�WKHP�WR�PDNH�GHFLVLRQV�DERXW�WKH�SRUWIROLR�RI
SURGXFWV�EHLQJ�VROG�

����([SODLQ�WKH�GLIIHUHQFH�EHWZHHQ�D�FDVK�FRZ�DQG�SUREOHP
FKLOG�LQ�WKH�%RVWRQ�PDWUL[�

$QVZHUV�RQ�S�����
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3ULFLQJ�GHFLVLRQV

7KH�SULFLQJ�VWUDWHJLHV�XVHG�E\�EXVLQHVVHV

The price of a product is simply the amount that a business expects a
customer to pay to purchase the good or service.

Pricing strategies are the medium- to long-term pricing plans that a
business adopts. There are four principal pricing strategies:
1  Price skimming. This is often used when a new, innovative product is

launched. It is unlikely that this product will face direct competition
immediately. By setting a high price, the business will achieve limited
sales but with a high profit margin on each. This allows the firm to
recoup some of the product’s development costs. The price is lowered
when competitors enter the market.

2  Penetration pricing. Firms entering a market with products similar to
those already available may use penetration pricing. The price is set
deliberately low to gain a foothold in the market. The expectation is
that, once the product is established, the price will be increased to boost
profit margins.

3  Price leadership. Price leadership is used for established products with
strong brand images. The firm adopting this strategy will probably
dominate the market and other businesses will usually follow their lead.

4  Price taking. Price takers set their prices equal to the ‘going rate’ or the
established market price. This is a common pricing strategy for small
and medium-sized businesses. Price takers have no influence over the
market price, as they are normally one of many smallish firms
competing for business.

7\SLFDO�PLVWDNH

6RPH�VWXGHQWV�ZULWH�DERXW�SULFLQJ�WDFWLFV�ZKHQ�WKH�TXHVWLRQ
DVNV�DERXW�SULFLQJ�VWUDWHJLHV��,I�D�TXHVWLRQ�DVNV�DERXW
VWUDWHJLHV��\RX�PXVW�ZULWH�DERXW�UHOHYDQW�SULFLQJ�DFWLRQV
WKDW�D�EXVLQHVV�FDQ�WDNH�LQ�WKH�ORQJ�WHUP��DQG�QRW�VKRUW�
WHUP�WDFWLFDO�GHFLVLRQV�

Once a business has determined its pricing strategy, it may employ a
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number of pricing tactics. Pricing tactics are a series of pricing techniques
that are normally used only over the short term to achieve specific goals.
They include:
Loss leaders. This entails setting prices very low (often below the cost of
production) to attract customers. Businesses using this tactic hope that
customers will purchase other (full-price) products while purchasing the
loss leader.
Special-offer pricing. This approach involves reduced prices for a limited
period of time or offers such as ‘three for the price of two’.

,QIOXHQFHV�RQ�SULFLQJ�GHFLVLRQV

There is a range of factors that might influence a firm in its pricing
decisions. A firm is more likely to select strategies and tactics that result in
low prices if it is seeking to expand its market share. This type of approach
may also be more popular with businesses that are in a financially strong
position. In contrast, a business that is selling a product that is highly
differentiated or facing increasing popularity may opt for higher price
levels.

3ULFH�HODVWLFLW\�RI�GHPDQG

One key factor influencing managers in their pricing decisions is price
elasticity of demand. Price elasticity of demand measures the extent to
which the level of demand for a product is sensitive to price changes. An
increase in price is almost certain to reduce demand, while a price
reduction can be expected to increase the level of demand. However, the
extent to which demand changes following a given price change is less
predictable.

Demand is said to be price elastic if it is sensitive to price changes. So, an
increase in price will result in a significant lowering of demand and a fall
in the firm’s revenue. Products with a lot of competition are price elastic,
as an increase in price will result in substantial loss of sales.

Price inelastic demand exists when price changes have relatively little
effect on the level of demand. Examples of products with price inelastic
demand are petrol and other essentials. Price elasticity of demand (PED) is
calculated by the formula:
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Firms would prefer to sell products with demand that is price inelastic, as
this gives greater freedom in selecting a pricing strategy and more
opportunity to raise prices, total revenue and profits.

Businesses can adopt a number of techniques to make demand for their
products more price inelastic:
Differentiating products from those of competitors. Making a product
significantly different from those of competitors can increase brand
loyalty. Consumers are more likely to continue to purchase a product when
its price rises if it has unique characteristics.
Reducing competition through takeovers and mergers. In recent years,
many markets have seen fewer, but larger firms competing with each
other. This process results in fewer products being available to the
consumer and may mean that demand will be less responsive to price.

1RZ�WHVW�\RXUVHOI
����8VLQJ�H[DPSOHV��H[SODLQ�WKH�GLIIHUHQFH�EHWZHHQ�D

SULFLQJ�VWUDWHJ\�DQG�D�SULFLQJ�WDFWLF�
����2XWOLQH�WKH�FLUFXPVWDQFHV�LQ�ZKLFK�D�EXVLQHVV�PLJKW

GHFLGH�WR�XVH�D�VWUDWHJ\�RI�SULFH�VNLPPLQJ�

$QVZHUV�RQ�S�����
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'HFLVLRQV�DERXW�WKH�SURPRWLRQDO�PL[

:KDW�LV�SURPRWLRQ"

Promotion is bringing consumers’ attention to a product or business.
Promotion aims to achieve targets including:

  to attract new customers and retain existing customers
  to improve the position of the business in the market
  to ensure the survival and growth of the business
  to increase awareness of a product

([DP�WLS

,W�LV�HDV\�WR�WKLQN�WKDW�SURPRWLRQ�MXVW�PHDQV�DGYHUWLVLQJ�
)LJXUH������HPSKDVLVHV�WKDW�WKLV�LV�QRW�WKH�FDVH��6WURQJ
DQVZHUV�WR�H[DPLQDWLRQ�TXHVWLRQV�RQ�WKLV�WRSLF�ZLOO
GHPRQVWUDWH�DZDUHQHVV�RI�WKH�FLUFXPVWDQFHV�LQ�ZKLFK�HDFK�RI
WKH�HOHPHQWV�RI�WKH�SURPRWLRQDO�PL[�PLJKW�EH�DSSURSULDWH�

7KH�HOHPHQWV�RI�WKH�SURPRWLRQDO�PL[

The promotional mix is the combination of methods used by businesses
to communicate with prospective customers to inform them of their
products and to persuade them to buy these products.
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$GYHUWLVLQJ

Advertising is a paid form of non-personal communication using mass
media to change the attitudes and buying behaviour of consumers.
Advertising can be separated into two types:
Informative advertising. This is designed to increase consumer
awareness of a product by providing consumers with factual information.
Such adverts centre on the prices and features of the products being
advertised.
Persuasive advertising. This attempts to get consumers to purchase a
particular product by, for example, claiming that the product is better than
the competition.

6DOHV�SURPRWLRQV�DQG�PHUFKDQGLVLQJ

Merchandising is in-store promotional activity by manufacturers or
retailers at the point of sale. Merchandising can be important when
consumers make purchasing decisions at the point of sale and a variety of
rival products are on display in stores — confectionery is an example.

Other forms of sales promotion include:
  special offers and competitions
  in-store demonstrations
  coupons, vouchers and free gifts

These forms of promotion may be used when rival businesses wish to
avoid starting a price war, which they might not win. Merchandising can
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be relatively cheap, but is not good at targeting specific groups of
consumers.

3DFNDJLQJ

Packaging emphasises the attractiveness of the product and informs
consumers of its features, functions and contents. Packaging also protects
the good during its distribution to ensure that it reaches the consumer in
perfect condition.

([KLELWLRQV�DQG�WUDGH�IDLUV

These are events staged to attract all those people involved in a particular
market, both sellers and buyers. An example is the Motor Show held in
Birmingham each year.

%UDQGLQJ

This establishes an identity for a product that distinguishes it from the
competition. Successful branding allows higher prices to be charged and
can extend the product’s life cycle by creating customer loyalty. Brand
loyalty occurs when consumers regularly purchase particular products and
it can allow firms to charge higher prices.

3HUVRQDO�VHOOLQJ

Personal selling involves visits by a firm’s sales representatives to
prospective customers. This may be used more in business-to-business
selling, or in selling expensive products such as double glazing. Personal
selling is a relatively expensive method of raising public awareness of a
product.

3XEOLF�UHODWLRQV��35�

PR is promoting the company’s image to establish a favourable public
attitude towards the company. It aims to improve the image of a business
and its products in the expectation of increasing sales through sponsoring
sporting or cultural activities or making donations to worthwhile causes.

,QIOXHQFHV�RQ�WKH�FKRLFH�RI�SURPRWLRQDO�PL[

Managers will take into account a range of factors when deciding on the
precise promotional mix to be deployed:
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The product’s position in its life cycle. A newly launched product is
likely to need heavy advertising to inform customers of its existence and
the benefits it provides. An established product may use sales promotions
to persuade customers to buy it.
The type of product. Expensive products and those where design is a
major element will make greater use of exhibitions and trade fairs in the
promotional mix. This element of the mix is important, for example, to
firms selling homes and fashion products.
The finance available to the business. Firms with larger budgets may
engage more in public relations and personal selling, as these methods of
promotion are expensive.
Where consumers make purchasing decisions. For businesses that sell
products that are purchased on impulse, often at the point of sale,
merchandising and packaging may be particularly important. The
attractiveness of the wrappers and the positioning of the product within
shops may be vital.
Competitors’ actions. If a business’s rivals are engaging in heavy
advertising or extensive sales promotions, it is likely that the business will
respond similarly. This is more likely if the business trades in a market
where there is relatively little product differentiation.

7\SLFDO�PLVWDNH

0DQ\�VWXGHQWV�UHVSRQG�WR�TXHVWLRQV�DERXW�WKH�SURPRWLRQDO
PL[�E\�ZULWLQJ�DERXW�WKH�PDUNHWLQJ�PL[��'R�QRW�FRQIXVH
WKHVH�WZR�FRQFHSWV�

1RZ�WHVW�\RXUVHOI
����6WDWH�IRXU�HOHPHQWV�RI�WKH�SURPRWLRQDO�PL[�
����([SODLQ�WZR�LQIOXHQFHV�RQ�WKH�SURPRWLRQDO�PL[�RI�D

QHZO\�RSHQHG�UHVWDXUDQW�

$QVZHUV�RQ�SS�����̢���
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'LVWULEXWLRQ��SODFH��GHFLVLRQV
The distribution of a product refers to the range of activities necessary to
make the product available to customers.

&KRRVLQJ�DSSURSULDWH�RXWOHWV�DQG
GLVWULEXWRUV

The choice of an outlet or a distributor to supply the products to outlets
must fit with the rest of the product’s marketing mix. For example, it is
vital that if the product is to be sold cheaply, possibly to increase market
share, then suitable outlets are chosen. In this situation, a cost-cutting retail
outlet might be appropriate, so that the benefit of low prices is passed on to
the final customer.

Other factors that a business might take into account when choosing
outlets and distributors include:
Location. Businesses will seek outlets and distributors in areas where their
target customers live and where few competitors operate.
Credit terms. A newly established or struggling enterprise might opt for
outlets or distributors that do not request long periods of trade credit. This
can help to protect a business’s cash flow.
Willingness to display products in prominent positions. For some
products (e.g. foods and confectionery), a good position in a retail outlet is
an essential part of successful distribution.

7KH�W\SHV�RI�GLVWULEXWLRQ�FKDQQHO�WKDW�H[LVW

There are a number of different forms of distribution. The three main
channels are illustrated in Figure 3.11.
Traditional. Many small retailers buy stock from wholesalers, as they do
not purchase sufficient quantities to buy directly from producers.
Wholesalers offer other benefits besides small quantities, such as advice,
credit and delivery, although they can be expensive.
Modern. Major retailers such as Marks and Spencer purchase directly
from manufacturers and arrange their own distribution. They can do this
because they buy huge quantities of products and are able to negotiate
large discounts that more than cover the costs of distribution. As a
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consequence, they can offer discounts to consumers, enhancing their
market position.
Direct. This is a rapidly growing channel of distribution. It is attractive to
many firms because it lowers the prices at which they can sell products to
the consumer. Many small businesses have started to sell their products
directly to customers using the internet.

7\SLFDO�PLVWDNH

'R�QRW�LJQRUH�SODFH�RU�GLVWULEXWLRQ��,W�LV�VRPHWLPHV�FDOOHG
þWKH�IRUJRWWHQ�3ÿ�DQG�VWXGHQWV�RIWHQ�UHVSRQG�SRRUO\�WR
TXHVWLRQV�WKDW�DUH�VHW�RQ�LW��<RX�VKRXOG�NQRZ�WKH�GLIIHUHQW
GLVWULEXWLRQ�PHWKRGV�DQG�ZKLFK�DUH�DSSURSULDWH�LQ�GLIIHUHQW
FLUFXPVWDQFHV�

The choice of a distribution channel will be influenced by a number of
factors:
The type of product. Products that are difficult to transport because of
their bulk, fragility or perishable nature are more likely to be distributed
direct to avoid incurring additional costs. Producers selling large amounts
of relatively low-priced products are more likely to use a wholesaler as it
is expensive to store this type of product.
The nature of the market. Businesses selling in dispersed markets
usually require the services of wholesalers as they have the resources to
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supply in these circumstances.
The technical complexity of the product. Technically complex products
(such as laptops) are better distributed when the customer and the producer
can easily contact each other to solve problems of installation or operation.

0XOWL�FKDQQHO�GLVWULEXWLRQ

Consumers today expect to be able to access products in a variety of ways:
in shops, online and click and collect. As a result many businesses now
offer multi-channel distribution.

1RZ�WHVW�\RXUVHOI
����7HVFR�XVHV�D�PXOWL�FKDQQHO�GLVWULEXWLRQ�VWUDWHJ\�

%ULHIO\�RXWOLQH�WKH�GLIIHUHQW�FKDQQHOV�LW�XVHV�

$QVZHU�RQ�S�����
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'HFLVLRQV�UHODWLQJ�WR�RWKHU
HOHPHQWV�RI�WKH�PDUNHWLQJ�PL[�
SHRSOH��SURFHVV�DQG�SK\VLFDO
HQYLURQPHQW

3HRSOH

The people involved with selling a service or a product are crucial and can
make or break a sale. A customer’s first impressions of a business are
important and it is essential that the people offering advice or delivering
the service are interested, helpful and polite. It is therefore important that
employees are well trained and motivated, as good customer service can
enhance a business’s reputation, sometimes providing a USP and increased
brand loyalty.

3URFHVV

This relates to the whole process of buying a product or service, from first
entering a business premises or going on a website to the delivery of the
product or service and the after-sales service offered. For instance, with
online sales, is the website easy to use? Are products delivered on time?
Or for a fast food restaurant, do consumers have to queue? Is there a long
wait for food? The efficiency of the service can have a significant impact
on the level of sales.

3K\VLFDO�HQYLURQPHQW

It is important a business gives the right impression to consumers. The
premises of a business selling a luxury product should be located in a more
up-market area and the decor should reflect the nature of the product.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�ZK\�SHRSOH�DQG�SURFHVV�DUH�MXVW�DV

LPSRUWDQW�ZKHQ�VHOOLQJ�SURGXFWV�DV�WKH\�DUH�IRU�VHOOLQJ
VHUYLFHV�
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$QVZHU�RQ�S�����
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7KH�LPSRUWDQFH�RI�DQG�WKH
LQIOXHQFHV�RQ�DQ�LQWHJUDWHG
PDUNHWLQJ�PL[

7KH�LPSRUWDQFH�RI�DQ�LQWHJUDWHG�PDUNHWLQJ
PL[

An integrated marketing mix is one that fits together. If a business is
selling a premium product, the entire mix should support this. The
elements might be constructed as follows:
Product. This should be high quality in terms of design, innovativeness,
features or functions.
Price. The price is likely to be high (skimming) to reflect the premium
nature of the product.
Place. The business would seek outlets that reflect the quality or
exclusivity of the product.
Promotion. This would be targeted at the people who are likely to
purchase the product.
Physical environment should reflect the premium nature of the product.
People should be well trained and motivated in order to deliver the
customer service necessary for a more exclusive premium product.
Consumers should find the whole process from first deciding to purchase
to the delivery of the product or service first rate.

If the marketing mix is inconsistent, consumers may be deterred from
purchasing the product, thereby depressing sales and profits. In the case of
a premium product, a low price might be a mistake as it may lead some
consumers to think that the product is not premium quality.

([DP�WLS

5HPHPEHU�WKDW�PDUNHWLQJ�PL[HV�FDQ�EH�LQWHJUDWHG�LQ
GLIIHUHQW�ZD\V�GHSHQGLQJ�RQ�IDFWRUV�VXFK�DV�SULFH�DQG�WKH
WDUJHW�DXGLHQFH��)RU�H[DPSOH��HDV\-HW�DQG�5ROOV�5R\FH�KDYH
PDUNHGO\�GLIIHUHQW�PDUNHWLQJ�PL[HV��EXW�ERWK�DUH
LQWHJUDWHG�
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,QIOXHQFHV�RQ�DQ�LQWHJUDWHG�PDUNHWLQJ�PL[

There are a number of influences on an integrated marketing mix:
Position in the product life cycle. A product in the growth stage will need
a different mix to one in the maturity or decline stage.
Boston matrix. A cash cow will require a very different mix to a problem
child.
Type of product. The type of product and where it is sold, for example a
product that is sold business to business (B2B), will require a different mix
to one that is sold business to consumer (B2C).
Marketing objectives. The mix is likely to change with changes in
marketing objectives. For example if an objective of growth is introduced
this might require additional promotion and adjustments to place.
Target market. The mix should reflect the target market. For example,
younger buyers may be more in tune with online sales than older buyers.
Competition. Businesses should be looking to stay ahead of competitors;
reviewing and changing the mix may enable them to achieve this.
Positioning. The mix should reflect the positioning in the market, for
instance whether it is a convenience or a luxury good.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�KRZ�SRVLWLRQLQJ�DQG�SURGXFW�OLIH�F\FOH

PLJKW�DIIHFW�WKH�PDUNHWLQJ�PL[�

$QVZHU�RQ�S�����
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8QGHUVWDQGLQJ�WKH�YDOXH�RI�GLJLWDO
PDUNHWLQJ�DQG�H�FRPPHUFH
Developments in technology have had a significant impact on the business
marketing function. Benefits include:

  Businesses can gather more detailed information about consumers and
build relationships with them. This is illustrated by the way in which
Amazon continuously recommends products based on past shopping
purchases.

  There is greater contact between consumer and business, allowing
consumers to build their own products and give reviews of products or
services purchased.

  Social media has also become very important and cannot be
underestimated from a business point of view. If a business can tap into
this with its marketing it can be a very cost-effective way of boosting
sales.

  Digital marketing makes it easy for any business to set up and sell almost
anywhere in the world.

([DP�WLS

$OWKRXJK�WKHUH�DUH�PDQ\�SRVLWLYHV�DVVRFLDWHG�ZLWK�GLJLWDO
PDUNHWLQJ�LW�LV�LPSRUWDQW�WR�UHPHPEHU�WKHUH�DUH�VRPH
QHJDWLYHV��5HSXWDWLRQV�FDQ�EH�GHVWUR\HG�WKURXJK�RQOLQH
UHYLHZV�DQG�VRFLDO�PHGLD��&RQVXPHUV�DUH�IUHH�WR�ZULWH
UHYLHZV�RQ�SURGXFWV�DQG�VHUYLFHV�ZKLFK�PD\�QRW�DOZD\V�EH�D
WUXH�UHIOHFWLRQ�RI�WKH�SURGXFW�RU�VHUYLFH�RIIHUHG�

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�KRZ�GLJLWDO�PDUNHWLQJ�KDV�EHQHILWHG

EXVLQHVVHV�

$QVZHU�RQ�S�����

([DP�SUDFWLFH
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--ÿV�SOF

--ÿV�SOF�LV�D�PDQXIDFWXUHU�RI�D�UDQJH�RI�VRIW�GULQNV
WDUJHWHG�DW�D�YDULHW\�RI�PDUNHWV�DQG�DJH�JURXSV�ZLWKLQ�WKH
PDVV�PDUNHW��,WV�ODWHVW�SURGXFW��EUDQGHG�--ÿV�)LWQHVV
)XHO��IDLOHG�WR�JHQHUDWH�IRUHFDVW�WDUJHW�VDOHV��7KLV�ZDV
GHVSLWH�H[WHQVLYH�SULPDU\�PDUNHW�UHVHDUFK��ZKLFK�LQFOXGHG
ERWK�TXDOLWDWLYH�DQG�TXDQWLWDWLYH�UHVHDUFK��7KH�TXDOLWDWLYH
UHVHDUFK�LQ�SDUWLFXODU�LQGLFDWHG�WKDW�FRQVXPHUV�OLNHG�WKH
SURGXFW��0DUNHW�PDSSLQJ�DOVR�LQGLFDWHG�D�JDS�LQ�WKH�PDUNHW
IRU�DQ�HVVHQWLDOO\�KHDOWK\�ILWQHVV�GULQN��-LP�-RQHV�
PDQDJLQJ�GLUHFWRU��ZDV�XQVXUH�RI�WKH�QH[W�PRYH��:KDW�KH�GLG
NQRZ��KRZHYHU��ZDV�WKDW�KLV�EXVLQHVV�QHHGHG�D�QHZ�ULVLQJ
VWDU�LQ�LWV�SURGXFW�SRUWIROLR�DQG�QRW�D�GRJ�

7KH�ODWHVW�EUDLQVWRUPLQJ�VHVVLRQ�DERXW�WKH�SURGXFW�UDLVHG
WKH�IROORZLQJ�TXHVWLRQV�
��+DG�--ÿV�SXW�WRR�PXFK�HPSKDVLV�RQ�SURGXFW�LQ�WKH
PDUNHWLQJ�PL["
��,V�LW�WDUJHWLQJ�WKH�ZURQJ�PDUNHW"

)LW�SHRSOH�WHQG�WR�EH�KHDOWK\��VR�WKH�SURGXFW�PLJKW�QRW
DSSHDO��6KRXOG�--ÿV�WDUJHW�D�ZLGHU�PDUNHW�DQG�UHSRVLWLRQ
WKH�SURGXFW"�6KRXOG�LW�FKDQJH�WKH�PDUNHWLQJ�PL[�
SDUWLFXODUO\�SULFH��ZKLFK�ZDV�VHW�VOLJKWO\�KLJKHU��DQG
VKRXOG�LW�DLP�IRU�D�PXFK�ZLGHU�GLVWULEXWLRQ"

4XHVWLRQV

D��:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUPV�ULVLQJ�VWDU�DQG�GRJ
LQ�WKH�%RVWRQ�PDWUL["

>�@
E��([SODLQ�WKH�YDULRXV�IRUPV�RI�TXDOLWDWLYH�PDUNHW�UHVHDUFK

--ÿV�PLJKW�KDYH�XVHG�
>�@

F��$QDO\VH�WKH�SRVVLEOH�GUDZEDFNV�WR�--ÿV�RI�WDUJHWLQJ�D
QDUURZ�PDUNHW�VHJPHQW�

>�@
G��7R�ZKDW�H[WHQW�GR�\RX�EHOLHYH�--ÿV�PD\�KDYH�SXW�WRR

PXFK�HPSKDVLV�RQ�SURGXFW�LQ�LWV�PDUNHWLQJ�PL["
>��@
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$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�

6HWWLQJ�PDUNHWLQJ�REMHFWLYHV
��WKH�YDOXH�RI�VHWWLQJ�DQG�WKH�LQWHUQDO�DQG�H[WHUQDO
LQIOXHQFHV�RQ�PDUNHWLQJ�REMHFWLYHV

8QGHUVWDQGLQJ�PDUNHWV�DQG�FXVWRPHUV
��WKH�YDOXH�RI�SULPDU\��LQFOXGLQJ�VDPSOLQJ��DQG�VHFRQGDU\
PDUNHW�UHVHDUFK
��WKH�FDOFXODWLRQ�RI�PDUNHW�DQG�VDOHV�JURZWK��PDUNHW�VKDUH
DQG�VL]H
��WKH�LQWHUSUHWDWLRQ�RI�PDUNHWLQJ�GDWD�LQFOXGLQJ
FRUUHODWLRQ�DQG�H[WUDSRODWLRQ
��WKH�YDOXH�DQG�LQWHUSUHWDWLRQ�RI�SULFH�DQG�LQFRPH
HODVWLFLW\
��WKH�XVH�RI�GDWD�LQ�PDUNHWLQJ�GHFLVLRQ�PDNLQJ�DQG�WKH
YDOXH�RI�WHFKQRORJ\�LQ�WKLV

0DNLQJ�PDUNHWLQJ�GHFLVLRQV��VHJPHQWDWLRQ�
WDUJHWLQJ�DQG�SRVLWLRQLQJ
��WKH�SURFHVV�DQG�YDOXH�RI�VHJPHQWDWLRQ��WDUJHWLQJ�DQG
SRVLWLRQLQJ
��LQIOXHQFHV�RQ�FKRRVLQJ�D�WDUJHW�PDUNHW�DQG�SRVLWLRQLQJ
LQFOXGLQJ�QLFKH�DQG�PDVV�PDUNHWLQJ

0DNLQJ�PDUNHWLQJ�GHFLVLRQV��XVLQJ�WKH
PDUNHWLQJ�PL[
��WKH��3V�RI�WKH�PDUNHWLQJ�PL[��LQIOXHQFHV�RQ�DQG�HIIHFWV
RI�FKDQJHV�LQ�WKHP
��SURGXFW�GHFLVLRQV�LQFOXGLQJ�%RVWRQ�PDWUL[��SURGXFW�OLIH
F\FOH�DQG�QHZ�SURGXFW�GHYHORSPHQW
��SULFLQJ�GHFLVLRQV�LQFOXGLQJ�SHQHWUDWLRQ�DQG�VNLPPLQJ
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��SURPRWLRQDO�PL[�GHFLVLRQV
��GHFLVLRQV�UHODWHG�WR�SHRSOH��SURFHVV�DQG�SK\VLFDO
HQYLURQPHQW
��WKH�LPSRUWDQFH�RI�DQ�LQWHJUDWHG�PDUNHWLQJ�PL[
��YDOXH�RI�GLJLWDO�PDUNHWLQJ�DQG�H�FRPPHUFH
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH
RSHUDWLRQDO�SHUIRUPDQFH

The operations function of a business is the function that is responsible for
the actual production of a good or service. It involves managing the
process of transforming inputs into outputs. An important concept in this
process is that of added value. This means the value of the final output,
product or service, will be greater than the value of all the inputs added
together. Adding value therefore enables a profit to be made and is likely
to be an operational target.

([DP�WLS

,W�LV�QRW�RQO\�WKH�RSHUDWLRQV�SURFHVV�WKDW�FDQ�DGG�YDOXH�
0DUNHWLQJ�FDQ�DOVR�FUHDWH�JUHDWHU�EUDQG�DZDUHQHVV�DQG�D
863��ZKLFK�ZLOO�DGG�YDOXH�LQ�WHUPV�RI�D�KLJKHU�VHOOLQJ
SULFH�
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6HWWLQJ�RSHUDWLRQDO�REMHFWLYHV

7KH�YDOXH�RI�VHWWLQJ�RSHUDWLRQDO
REMHFWLYHV
Besides added value, operational objectives might include the following:
Costs. Anything a business can do to lower costs is likely to improve
competitiveness. In terms of operations management objectives this will
relate to unit costs of production. These might be reduced by achieving
greater capacity utilisation or improved productivity, or by negotiating
better terms with suppliers.
Quality. If a business can consistently provide a quality product or service,
this is likely to lead to a competitive advantage. Quality, however, is more
than just the final product or service. It involves the whole process of
operations. Targets in quality could therefore be set for any of the
following: wastage, returns, number of complaints and reliability.
Speed of response and flexibility. This is the time taken for a customer
need to be fulfilled, e.g. the time taken from ordering a meal in a restaurant
to receiving it or from ordering a product online to receiving it. The time
taken will impact on the customer’s perception of a business and in turn on
reputation and sales. It is therefore important that if any targets are set in
this respect they are met.
Dependability. This relates to the reliability of a business in terms of
product and service. Is a product reliable? Is quality consistent? Does a
business do what it says it will do, e.g. is first class post delivered the next
day? Failure in this objective is likely to damage a business’s reputation
and lead to a loss of sales.
Environmental objectives. With greater consumer awareness,
environmental objectives have taken on a much greater importance over
recent years. Examples in this area could relate to pollution, minimising
waste, the amount of packaging used, recycling and sustainability.

Whatever the operational objectives, they must fit with the overall
corporate objectives and, as with all objectives, they must be SMART. By
being SMART they can be used to evaluate and judge the overall
performance of operations management.
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([WHUQDO�DQG�LQWHUQDO�LQIOXHQFHV�RQ
RSHUDWLRQDO�REMHFWLYHV
Like other functional areas, the operations function does not operate in
isolation. Internally, any decision made will have implications for the other
functional areas in a business, and externally the environment a business
operates in will be changing all the time.

([WHUQDO�LQIOXHQFHV

Operational decisions will be affected by the following external
influences:
Political or legal influences. Businesses always have to be aware of the
legal environment and potential changes in legislation both from
government and, in the case of EU, countries from the EU. This is
illustrated by the greater awareness in recent years of health and safety and
environmental issues, which has brought increasing amounts of legislation.
Economic influences. The operations function needs to be both prepared
for and respond to changes in the economy as demand will fluctuate
according to the stage of the economic cycle. In addition, due to the global
nature of the economy, resources can be sourced from anywhere in the
world and it is possible to undertake production from anywhere, both
factors that may be considered by the operations function.
Technological influences. Technology has had a significant impact on the
operations function both in terms of production and the way consumers
purchase goods and services. The introduction of computer aided design
(CAD) and computer aided manufacture (CAM) has resulted in speedier
innovation and production and better quality. The advent of the internet
means that consumers are more aware and demanding in terms of price,
quality and customer service. Newspapers can be read online and books,
films and music can be simply downloaded by consumers. There are apps
for just about anything, and the growth of social media has an influence on
operational objectives.
Competitive influences. Markets have become increasingly competitive
with competition both at home and from overseas. As a result, there is
increasing pressure on businesses in terms of costs, quality and price.
Added to this is a greater awareness amongst consumers resulting in
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increasing pressure on the operations function to play its part in
maintaining consumer loyalty.

,QWHUQDO�LQIOXHQFHV
Finance. The availability of finance will determine the extent of any
operational decision-making, e.g. investment in new production
technology.
Marketing. It is likely that the marketing function will determine both
what has to be produced and the quantities, so the operations department
will have to liaise closely with the marketing department.
Human resources. The skills of the workforce determine both what can be
produced and its quality.

([DP�WLS

:KHQ�DQDO\VLQJ�DQG�HYDOXDWLQJ�WKH�LQIOXHQFHV�RQ�GHFLVLRQ�
PDNLQJ��\RXU�DLP�VKRXOG�EH�WR�LGHQWLI\�ZKLFK�IDFWRUV�DUH
PRVW�LPSRUWDQW�DQG�ZK\�IRU�WKH�EXVLQHVV�LQ�WKH�TXHVWLRQ�

The above illustrates the integrated nature of a business, and the operations
manager needs to analyse the impact of any decision on each functional
area. Added to this will be the awareness of the overall corporate
objectives as these are likely to be the drivers of decision-making.

1RZ�WHVW�\RXUVHOI
���'HILQH�WKH�WHUP�þDGGHG�YDOXHÿ�
���%ULHIO\�H[SODLQ�KRZ�WKH�IXQFWLRQDO�DUHDV�RI�PDUNHWLQJ

DQG�ILQDQFH�PD\�LQIOXHQFH�RSHUDWLRQDO�GHFLVLRQ�PDNLQJ�

$QVZHUV�RQ�S�����
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$QDO\VLQJ�RSHUDWLRQDO�SHUIRUPDQFH
Included under the heading of operations data are four main areas:

  capacity
  capacity utilisation
  labour productivity
  unit costs

A business is likely to set targets in each of these areas. Any targets set
will be SMART and can be used to identify trends and judge performance.
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&DOFXODWLRQ�RI�RSHUDWLRQV�GDWD

&DSDFLW\

When referring to the capacity of a business we are referring to the total or
maximum amount a business can produce in a given time period if it is
working flat out.

&DSDFLW\�XWLOLVDWLRQ

Capacity utilisation refers to the actual production of a business in a
given time period as a percentage of the maximum capacity and is
calculated as follows:

For example, if a business has a maximum capacity of 10,000 units and is
producing 7,500 units, its capacity utilisation is 75%:

/DERXU�SURGXFWLYLW\

Labour productivity relates to the efficiency of individual workers and is
of interest to human resources as well as operational managers. Put simply,
it is a measure of the output per worker in a given time period. It is
calculated as follows:

If in the example above the business employed 75 workers, the labour
productivity would be 100 units per worker:
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8QLW�FRVW

This is sometimes referred to as the ‘average cost of production’ and is the
cost of producing one unit of output. It is calculated as follows:

Using the example above, again if total costs were £150,000, unit costs
would be £20:
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7KH�LQWHUSUHWDWLRQ�DQG�XVH�RI�GDWD
LQ�RSHUDWLRQDO�GHFLVLRQ�PDNLQJ�DQG
SODQQLQJ
There are a number of points to note from looking at data in operational
decision-making and planning. If capacity utilisation goes up, labour
productivity will rise (assuming the number employed remains the same).
In addition, unit cost of production will be reduced, as the fixed costs will
be spread over more units of output. If capacity utilisation decreases, the
opposite will occur — labour productivity will decline (assuming the
number employed remains the same) and unit costs will increase, as fixed
costs are now spread over fewer units of output.

A change in the number employed will also impact on productivity. If a
business can maintain a certain level of output with fewer employees, the
productivity of the remainder will rise. Employing more workers without
increasing output would lead to a decline in productivity.

A knowledge of operational data is therefore key when making operational
decisions and planning.

1RZ�WHVW�\RXUVHOI
���'LVWLQJXLVK�EHWZHHQ�FDSDFLW\�DQG�FDSDFLW\�XWLOLVDWLRQ�
���$�EXVLQHVV�KDV�D�PD[LPXP�FDSDFLW\�RI��������XQLWV�DQG

FXUUHQWO\�SURGXFHV��������XQLWV�ZLWK����HPSOR\HHV��7RWDO
FRVWV�RI�SURGXFWLRQ�DUH�ϗ�P��&DOFXODWH�FDSDFLW\
XWLOLVDWLRQ��ODERXU�SURGXFWLYLW\�DQG�XQLW�FRVWV�RI
SURGXFWLRQ�

���([SODLQ�ZK\�XQLW�FRVWV�RI�SURGXFWLRQ�ZLOO�GHFOLQH�ZKHQ
FDSDFLW\�XWLOLVDWLRQ�DQG�ODERXU�SURGXFWLYLW\�LQFUHDVH�

$QVZHUV�RQ�S�����
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0DNLQJ�RSHUDWLRQDO�GHFLVLRQV�WR
LPSURYH�SHUIRUPDQFH��LQFUHDVLQJ
HIILFLHQF\�DQG�SURGXFWLYLW\
Increasing operational efficiency is all about getting more output from a
given level of resources. If this can be achieved, then unit costs will fall,
enabling a business to charge more competitive prices. There are a number
of aspects related to improving efficiency and these are investigated
below.
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7KH�LPSRUWDQFH�RI�FDSDFLW\
Capacity and the level of capacity utilisation are very important to
operational efficiency. We have already seen that unit costs decline as
capacity utilisation increases. It is therefore important that a business does
not have too much spare or excess capacity. Operating at 60% capacity
utilisation results in 40% spare or excess capacity, which means that
resources in terms of factory space, equipment and possibly labour are not
being used efficiently. On the other hand, operating at maximum capacity
would create its own problems as this would reduce flexibility in terms of
new orders. It might also put undue pressure on workers and machinery if
proper maintenance could not be undertaken. It is therefore important that
a business operates at an optimal level of capacity, i.e. as close to 100%
as possible, whilst leaving sufficient spare capacity to cope with new
orders. In a growing market this would need to be planned carefully.

([DP�WLS

:KHQ�PDNLQJ�D�MXGJHPHQW�DERXW�DQ�LQGLYLGXDO�EXVLQHVVÿV
FDSDFLW\�XWLOLVDWLRQ��LW�LV�LPSRUWDQW�WR�FRPSDUH�ZLWK�ERWK
FDSDFLW\�XWLOLVDWLRQ�LQ�SUHYLRXV�\HDUV�DQG�WKH�DYHUDJH�IRU
WKDW�LQGXVWU\�
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7KH�LPSRUWDQFH�RI�HIILFLHQF\�DQG
ODERXU�SURGXFWLYLW\
Labour productivity is a measure of output per worker in a given time
period. An increase in labour productivity is likely to lead to a reduction in
the unit costs of production and therefore could lead to a business being
more competitive in terms of price.
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+RZ�WR�LQFUHDVH�HIILFLHQF\�DQG
ODERXU�SURGXFWLYLW\
The following methods might be used to increase efficiency and labour
productivity:
Investment in technology. Such investment may both improve the quality
and reliability of a product and result in greater output from fewer
employees.
Improvements in training and motivation. The aim of training is to
improve the skills of the workforce, which is likely to lead to greater
output. In addition, if as a result of training employees feel more involved
in the process, this could lead to greater motivation and further
improvements in both quality and output.
Job redesign. This involves changing the content of a job in terms of
duties and responsibilities and may be executed in such a way as to
improve the overall performance of the employee in question.
Reduction in the labour force. A reduction of the labour force will
automatically improve productivity if the same level of output can be
maintained. This might be achieved through investment in technology or
better training.

([DP�WLS

,W�LV�LPSRUWDQW�WR�UHFRJQLVH�WKDW�LPSURYHPHQWV�LQ
SURGXFWLYLW\�VKRXOG�FRPH�ZLWKRXW�DQ\�UHGXFWLRQ�LQ�TXDOLW\
RU�GHSHQGDELOLW\�RI�VHUYLFH�

For more on job design, training and motivation see the human resources
section on pp. 98–110.
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7KH�EHQHILWV�DQG�GLIILFXOWLHV�RI
OHDQ�SURGXFWLRQ
Lean production is all about getting more from less. It is a Japanese
approach to management that focuses on cutting out waste in terms of
time, space and resources. Features of lean production include just-in-time
(JIT) management, Kaizen, total quality management (TQM) and quality
circles, and it is the first of these that is included in the AQA AS
specification.

-XVW�LQ�WLPH�PDQDJHPHQW��-,7�

Just-in-time management is an inventory (stock) strategy companies
employ to increase efficiency and decrease waste by receiving goods only
when they are needed in the production process. The benefits of such a
system is that it reduces waste in terms of damaged stock or stock going
out of date, and reduces the amount of space needed as there is no
requirement for storage warehouses. It may also save time and reduce the
number of employees required as the stock will be delivered directly to the
production line. Less waste, space, time and employees will result in lower
costs and help to improve the competitiveness of a business.

Further benefits might be greater flexibility as a business may be able to
respond more quickly to changing customer tastes and needs. Additionally,
there may be a reduced likelihood of being left with outdated, unsold
stock. JIT also requires a much greater involvement from the workforce in
terms of ensuring production continues uninterrupted, leading to greater
responsibility and potential improvements in motivation.

For more on employee engagement see pp. 104–110.

Despite the many benefits, JIT does have a number of drawbacks:
Running out of stock. JIT relies on the supplier delivering on time. Any
transport problems due to weather or industrial action could halt
production. In addition, if supplier firms are struck by disaster, as
happened in Japan with the earthquake and tsunami in 2011, production
can be interrupted for months.
Opportunities for bulk purchase. Supplies will be purchased in smaller
quantities and only when needed, and this may limit the opportunity for
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bulk purchase discounts.
Trust. Such a system is dependent on the relationship between the
company and its supplier. A company must have complete trust in the
supplier to provide the necessary quality required as components will be
going straight onto the production line.

7\SLFDO�PLVWDNH

$OWKRXJK�LW�LV�SRVVLEOH�WKDW�WKH�RSSRUWXQLW\�WR�EHQHILW
IURP�EXON�SXUFKDVH�GLVFRXQWV�PD\�EH�ORVW�ZKHQ�XVLQJ�D�-,7
VWUDWHJ\��D�EXVLQHVV�PD\�EH�DEOH�WR�QHJRWLDWH�D�VSHFLDO
SULFH�IRU�EX\LQJ�RQ�JRLQJ�VXSSOLHV�RYHU�D�SHULRG�RI�WLPH�
7KLV�LV�EHFDXVH�WKH�VXSSOLHU�ZLOO�DOVR�VDYH�FRVWV�GXH�WR
WKH�UHGXFHG�UHTXLUHPHQW�IRU�VWRUDJH�DQG�WKHPVHOYHV
XQGHUWDNLQJ�-,7�SURGXFWLRQ�

1RZ�WHVW�\RXUVHOI
���%ULHIO\�RXWOLQH�WZR�DGYDQWDJHV�DQG�WZR�GLVDGYDQWDJHV�RI

-,7�SURGXFWLRQ�

$QVZHU�RQ�S�����
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'LIILFXOWLHV�RI�LQFUHDVLQJ
HIILFLHQF\�DQG�ODERXU�SURGXFWLYLW\
The difficulties of increasing efficiency and labour productivity include:
Cost. Any improvement in labour productivity is likely to come with a
cost. New technology is expensive, and workers who have been trained
and acquired new skills may demand higher pay. However, improvements
in productivity may lead to greater competitiveness and greater sales,
which in the long run may more than cover the original costs.
Quality. When looking to improve labour productivity, a business needs to
make sure this is not achieved at the expense of lower quality. This can be
the case when workers are encouraged to produce more through financial
incentives, e.g. working on a piece-rate system.
Resistance of employees. Sometimes employees can be resistant to
change, especially where job losses are concerned and job security is
threatened. The introduction of technology into the production process
often brings with it job losses, and a business would need to consider
carefully how it is introduced.

([DP�WLS

:KHWKHU�WR�DGRSW�D�ORQJ��RU�D�VKRUW�WHUP�DSSURDFK�WR
LPSURYLQJ�ODERXU�SURGXFWLYLW\�OHQGV�LWVHOI�WR�HYDOXDWLRQ�

1RZ�WHVW�\RXUVHOI
���'UDZ�XS�D�WDEOH�WR�VKRZ�WKH�EHQHILWV�DQG�GUDZEDFNV�RI

LQYHVWLQJ�LQ�LPSURYLQJ�ODERXU�SURGXFWLYLW\�

$QVZHU�RQ�S�����
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+RZ�WR�FKRRVH�WKH�RSWLPDO�PL[�RI
UHVRXUFHV
Resources are the factors of production:
land: physical land and the natural resources, e.g. oil and iron ore
labour: the workers employed by a business
capital: the machines and equipment used in a business
enterprise: the skill of combining the other factors of production

The requirements for these resources will vary from one business to
another and will depend on the nature of the business and what it can
afford. A business operating in the service sector, for instance, will have
different requirements to one operating in manufacturing.

In addition, what might be an optimal mix for one business might be
different for another even though they are operating in the same industry.
For instance, some businesses may employ a capital-intensive approach to
production where there is a high level of capital equipment used and a
lower emphasis on labour. Other businesses might be more labour
intensive, placing a greater emphasis on labour and less on capital
equipment. A capital-intensive approach to manufacturing might be
employed in countries where labour is expensive, and a labour-intensive
approach where labour is relatively cheap. It is also the case that some
industries, such as oil refineries and chemical plants, by their very nature
are likely to be capital intensive, whereas others, such as hotels or
restaurants, are more likely to be labour intensive.

1RZ�WHVW�\RXUVHOI
���([SODLQ�WKH�OLNHO\�EHQHILWV�WR�D�FRPSDQ\�PDQXIDFWXULQJ

LQ�WKH�8.�RI�D�FDSLWDO�LQWHQVLYH�DSSURDFK�WR�SURGXFWLRQ�

$QVZHU�RQ�S�����
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+RZ�WR�XWLOLVH�FDSDFLW\�HIILFLHQWO\
Achieving the optimum level of capacity utilisation is very important. In
order to overcome situations of excess or spare capacity a business might
consider the following:
Increase sales. This might be achieved by undertaking a new marketing
campaign or introducing extension strategies to find new uses or markets
for a product.
Reduce capacity. If a low level of capacity utilisation is expected to
continue far into the future, it might be advisable to rationalise production
and sell off some capacity. Such a decision should not be taken lightly as
once done it cannot be reversed.
Alternative uses. It may be possible to find alternative uses for the
capacity, such as the introduction of new products or leasing it to other
businesses.

If demand is so high that a business is facing the problem of lack of
capacity it might consider the following:
Outsourcing. This involves transferring portions of work to outside
suppliers.
Investment. This involves investment into the permanent establishment of
new capacity, but should only be undertaken if high levels of demand are
expected to continue well into the future.
Reducing demand. This might be achieved by increasing price. The use
of dynamic pricing has enabled businesses, such as airlines and hotels, to
control more effectively the level of demand.

1RZ�WHVW�\RXUVHOI
�����'LVWLQJXLVK�EHWZHHQ�D�VLWXDWLRQ�RI�H[FHVV�SURGXFWLRQ

FDSDFLW\�DQG�D�ODFN�RI�SURGXFWLRQ�FDSDFLW\�
����%ULHIO\�H[SODLQ�WZR�PHWKRGV�RI�LPSURYLQJ�FDSDFLW\

XWLOLVDWLRQ�

$QVZHUV�RQ�S�����
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+RZ�WR�XVH�WHFKQRORJ\�WR�LPSURYH
RSHUDWLRQDO�HIILFLHQF\

7\SHV�RI�WHFKQRORJ\�XVHG�LQ�RSHUDWLRQV

Technology is changing quickly and affects how businesses produce goods
and services as well as the products themselves. Technological
developments that may affect production include:
More advanced computer systems, for example enabling automated
stock control systems and electronic data interchange.

  The internet, which enhances a business’s ability to promote and sell
products and its ability to communicate with customers.
Computer-aided manufacture (CAM), where manufacturers use robots
as an integral part of the production process.
Computer-aided design (CAD), which can be linked to CAM systems.

Even small businesses can benefit from developments in stock control and
design technology to improve the quality of their product or service. Such
improvements will enable them to compete with larger-scale competitors.

The development of CAD has made the design of new products easier to
carry out, store and alter. Modern software can also be used to estimate the
cost of newly designed products. Technology has revolutionised
manufacturing too. Computer-aided manufacturing is used by
manufacturing firms of all sizes. Computers control the machines on the
production line, saving labour and costs, and CAM systems can be linked
to CAD technology to transform the entire process.

%HQHILWV�RI�QHZ�DQG�XSGDWHG�WHFKQRORJ\

New technology offers businesses and consumers a range of benefits:
  It reduces unit costs of production, enhancing the competitiveness of the

business concerned. For example, it allows publishers to send books
electronically to be printed overseas, where costs are lower.

  For high-technology products, such as games consoles, it offers the
opportunity to charge a premium price until the competition catches up.
Such price skimming is likely to boost profits.

  A consistent standard of quality can be guaranteed through the use of
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CAM.
  Using technology efficiently may enable employees to work more

efficiently. For example, electronic point of sale (EPOS) systems record
information on sales and prices, and can be operated by the checkout
operator in a shop as a routine part of work. EPOS automatically adjusts
stock levels and reorders stock automatically as well as providing data to
calculate sales revenue figures.

  It may allow access to new markets: for example, the internet allows
potteries to sell worldwide.

  The use of technology can reduce waste, e.g. water control systems in
commercial buildings recycle rainwater and other water for reuse within
the business.

&RVWV�RI�QHZ�DQG�XSGDWHG�WHFKQRORJ\

New technology also poses difficulties for many businesses:
  It can be a drain on an organisation’s capital. Firms may experience

difficulty in raising the funds required to install high-technology
equipment or to research a new product.

  It almost inevitably requires training of the existing workforce and perhaps
recruitment of new employees. Both actions can create considerable costs
for businesses.

  Its introduction may be met with opposition from existing employees,
especially if job security is threatened. This may lead to industrial relations
problems.

1RZ�WHVW�\RXUVHOI
����7HFKQRORJ\�LV�D�WRSLF�ZLWK�OLQNV�WR�PDQ\�RWKHU�DUHDV�RI

WKH�VSHFLILFDWLRQ��'LYLGH�D�VKHHW�RI�SDSHU�LQWR�IRXU
VHFWLRQV�DQG�ODEHO�WKHVH�DV��L��PDUNHWLQJ���LL�
ILQDQFH���LLL��RSHUDWLRQV�PDQDJHPHQW�DQG��LY��SHRSOH�LQ
EXVLQHVV��,Q�HDFK�RI�WKH�IRXU�VHFWLRQV�FRPSLOH�D�OLVW
RI�WKH�LPSOLFDWLRQV�IRU�WKDW�IXQFWLRQ�RI�WKH�EXVLQHVV
RI�D�GHFLVLRQ�WR�XVH�QHZ�WHFKQRORJ\�LQ�SURGXFLQJ�D
SURGXFW�RU�LQ�WKH�SURGXFW�LWVHOI�

$QVZHU�RQ�S�����
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0DNLQJ�RSHUDWLRQDO�GHFLVLRQV�WR
LPSURYH�SHUIRUPDQFH��LPSURYLQJ
TXDOLW\
A quality product will satisfy customer needs and can be a major
determinant of a business’s competitiveness.
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7KH�LPSRUWDQFH�RI�TXDOLW\
Quality can be important to a business because it can:

  provide a USP, and give consumers a reason to buy the product
  allow a business to charge higher prices, increasing profit margins
  enable a business to increase its sales
  enhance reputation and brand loyalty
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0HWKRGV�RI�LPSURYLQJ�TXDOLW\
When a business considers quality, it should not just be the end product or
service that is considered: it should be the whole process of production
from the acquisition of resources through to the final purchase and use of a
product or service by the consumer. There are a number of ways this might
be improved, as outlined below.

4XDOLW\�DVVXUDQFH

Quality assurance refers to the mechanisms put in place to ensure that the
entire operations process meets the required standards. With quality
assurance it is the responsibility of all workers throughout the production
process to make sure that each stage meets the required standard. As a
result, employees have a greater responsibility and may become more
engaged and motivated.

7RWDO�TXDOLW\�PDQDJHPHQW��740�

There are a number of different systems of quality assurance, of which
total quality management (TQM) is probably the best known. TQM
instils a culture of quality throughout the organisation. It places on all
employees of a firm an individual and collective responsibility for
maintaining high quality standards. By checking throughout the process, it
aims for zero defects (see Figure 4.1).
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TQM has both an internal and an external dimension. Externally, the
success of a firm depends on its ability to satisfy customers’ demands.
Product quality is likely to be a way in which a company can achieve a
competitive advantage.

Internally, each department in a firm is viewed as a customer and/or a
supplier. The firm has to meet consistently high standards in this ‘internal’
trading. Workers at each stage of the production process examine critically
the work-in-progress they receive. Errors and faults are identified and
rectified as soon as possible and customer satisfaction is assured.

Quality assurance systems are unlikely to succeed without the support of
all employees. TQM seeks commitment to the highest quality standards in
each of the internal stages of production. It minimises the time and money
spent on quality by preventing quality problems.

([DP�WLS

,PSOHPHQWLQJ�D�V\VWHP�RI�740�KDV�HQRUPRXV�LPSOLFDWLRQV�IRU
WKH�PDQDJHPHQW�RI�WKH�ZRUNIRUFH��,W�LV�OLNHO\�WR�UHVXOW�LQ
UHFUXLWPHQW�DQG�WUDLQLQJ�DQG�FDQ�KDYH�D�SRVLWLYH�HIIHFW�RQ
PRWLYDWLRQ��'R�VHHN�WR�H[SORUH�WKHVH�OLQNV�ZKHQ�UHVSRQGLQJ
WR�KLJK�PDUN�H[DPLQDWLRQ�TXHVWLRQV�LQ�WKLV�DUHD�

7\SLFDO�PLVWDNH

2QO\�TXDOLW\�DVVXUDQFH�LV�PHQWLRQHG�LQ�WKH�VSHFLILFDWLRQ�
DQG�DOWKRXJK�VRPH�WH[WERRNV�ZLOO�FRYHU�TXDOLW\�FRQWURO�LW
LV�LPSRUWDQW�WKH�WZR�DUH�QRW�FRQIXVHG�

.DL]HQ

Kaizen is the Japanese business philosophy of continuous improvement,
where all employees are encouraged to identify and suggest possible
improvements in the production process. Such a system requires a culture
of participation and involvement.
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7KH�EHQHILWV�DQG�GLIILFXOWLHV�RI
LPSURYLQJ�TXDOLW\
The main benefits of improving quality are:

  an enhanced reputation and increased brand loyalty
  a competitive advantage in that quality may give a USP
  increased revenue due to higher sales and perhaps higher selling price
  greater flexibility in terms of price

The difficulties of improving quality might include:
  Bearing the cost of training of staff, the administration of the system and

any equipment that might be needed.
  Employees can be resistant to change and convincing them that change is

necessary might prove a stumbling block. Once convinced they might
demand higher pay due to the increased responsibility.
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7KH�FRQVHTXHQFHV�RI�SRRU�TXDOLW\
The consequences of poor quality revolve around the issue of increased
costs including:

  the cost of scrapping or reworking products
  the additional costs if goods are returned for repair or replacement under

warranty
  the costs resulting from the damage to the business’s reputation

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�WKH�LPSRUWDQFH�RI�TXDOLW\�WR�D

EXVLQHVV�
����([SODLQ�RQH�EHQHILW�WR�D�EXVLQHVV�RI�LQWURGXFLQJ�D

V\VWHP�RI�TXDOLW\�DVVXUDQFH�VXFK�DV�740�
����2XWOLQH�ZK\�SRRU�TXDOLW\�LV�OLNHO\�WR�UHVXOW�LQ

LQFUHDVHG�FRVWV�IRU�D�EXVLQHVV�

$QVZHUV�RQ�S�����

140



0DNLQJ�RSHUDWLRQDO�GHFLVLRQV�WR
LPSURYH�SHUIRUPDQFH��PDQDJLQJ
LQYHQWRU\�DQG�VXSSO\�FKDLQV
Inventory is the term used to describe stock. A business might hold stock
in the form of raw materials and components, work in progress (products
in the process of being made) and finished goods.

The supply chain encompasses three areas: the supply of materials to the
manufacturer, the manufacturing process and the distribution of the
finished goods to the consumer. In other words, the supply chain is the
whole process of getting a good (or service) to the consumer.
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:D\V�DQG�YDOXH�RI�LPSURYLQJ
IOH[LELOLW\��VSHHG�RI�UHVSRQVH�DQG
GHSHQGDELOLW\
Whether it is a consumer buying the finished product or service or a
business purchasing supplies, the dependability, speed of response and
flexibility of the supplier are important factors that will affect the decision
to buy. As a result, businesses will set operational objectives in this area.

)OH[LELOLW\

Flexibility refers to the ability of a business to meet a customer’s
requirements whether in terms of numbers ordered or of variations in
specification. The former refers to the ability to vary production levels in
order to cope with variations in the size of order. The latter is known as
mass customisation which means tailoring goods to specific customer
requirements, e.g. in the car industry where an individual customer can
effectively build his/her own car. The customer decides on the colour,
paint, trim, seating material, accessories etc., this information is then sent
to the factory and the car is produced. Greater flexibility is likely to lead to
greater customer satisfaction and act as a competitive advantage.

6SHHG�RI�UHVSRQVH�DQG�GHSHQGDELOLW\

Speed of response refers to how quickly a business fulfils an order, and
dependability refers to its punctuality or whether it fulfils the order on
time. Responding in this way can result in a competitive advantage as this
will lead to greater customer satisfaction and therefore loyalty. Such a
response, however, relies on there being good communication and
relationships with suppliers.

7\SLFDO�PLVWDNH

7KH�WHUP�þGHSHQGDELOLW\ÿ�FDQ�EH�XVHG�LQ�WZR�ZD\V��IRU
SXQFWXDOLW\�DV�RXWOLQHG�DERYH��DQG�DOVR�LQ�WHUPV�RI
UHOLDELOLW\�DQG�GXUDELOLW\��,W�LV�LPSRUWDQW�WR�LGHQWLI\�WKH
FRUUHFW�FRQWH[W�ZKHQ�UHVSRQGLQJ�WR�D�TXHVWLRQ�
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+RZ�WR�PDQDJH�VXSSO\�WR�PDWFK
GHPDQG�DQG�WKH�YDOXH�RI�GRLQJ�VR
It is important that a business is able to match supply with demand. This is
a particular problem for those businesses that operate in a seasonal
industry, but it can also affect other businesses. Problems will arise if there
are insufficient supplies to match demand and also if there is too much
supply. Too little and a business will not only miss out on lucrative orders
but also future orders due to lack of dependability. Too much supply will
incur costs of holding the excess, and a business may be faced with selling
the good at a reduced price. In order to overcome these problems, a
business might either try to manage demand or manage the supply more
effectively.

0DQDJLQJ�GHPDQG

The marketing mix might be used in order to try to influence demand. It
may be possible to increase demand by additional marketing, price
reductions or sales promotions and, if necessary, decrease demand by
reducing promotion and increasing price. Hotels and airlines are good
examples of businesses that try to match supply and demand in this way.
Center Parcs does this too, charging significantly higher prices in the
school holidays and having more promotions during term times. As a
result, it has a capacity utilisation of over 90%.

0DQDJLQJ�VXSSO\

Supply can be managed in a number of ways:
Flexible workforce. This can be achieved through the use of a multi-
skilled workforce, employing part-time workers or workers on zero hours
contracts. This enables a business to increase or decrease the amount
produced by simply varying the size of the workforce or number of hours
worked.
Increase capacity. If the market a business is operating in is growing and
further increases in demand are likely, it makes sense to invest in further
capacity in order to be able to satisfy the growing demand.
Produce to order. Some businesses, such as restaurants, tailors and
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aircraft manufacturers produce to order, but for others this is more
difficult. As we have seen, however, the introduction of mass
customisation has enabled more businesses to adopt this approach and, as
technology develops further, more businesses are likely to be able to
produce to order.
Outsourcing. This is when another business is contracted to produce the
extra goods required in order to satisfy the demand.

144



,QIOXHQFHV�RQ�WKH�DPRXQW�RI
LQYHQWRU\�KHOG
Inventory as outlined above may be in the form of materials for
production, work in progress and finished goods. It is important that a
business holds sufficient inventory to be able to satisfy demand reliably. If
it cannot do this it will run the risk of losing sales and damaging its
reputation. The level of inventory held will depend on the following:
Nature of the product. It would be foolish to hold large stocks of
perishable goods.
Nature of production. A JIT method of production means that lower
levels of stock are held.
Nature of demand. Seasonal products may require a higher level of stock
to be held than those that have regular demand.
Opportunity cost. Any money tied up in stock represents an opportunity
cost and could be better used elsewhere in the business.

In order to manage inventory effectively a business might use an inventory
control chart as shown in Figure 4.2.

The key features of this chart are:
Buffer level of inventory: the minimum amount of inventory held,
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designed to cover for emergencies such as late arrival of inventory.
Reorder level: the level of inventory at which a new order is placed.
Lead time: the time between an order being made and its arrival in the
business.
Maximum stock level: the highest amount of inventory a business is able
to hold.
Reorder quantity: the amount ordered.
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,QIOXHQFHV�RQ�WKH�FKRLFH�RI
VXSSOLHUV
The choice of supplier may be influenced by a number of factors:
Dependability. Is the supplier reliable and able to deliver on time?
Flexibility. Is the supplier able to respond efficiently to changes in
demand?
Quality. Is the supplier able to produce at a consistent and reliable
standard?
Price and payment terms. Are the prices charged and payment terms
(such as credit terms) competitive?
Ethics. Does the supplier operate in a socially responsible manner? This
might be of particular importance when dealing with overseas suppliers.
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+RZ�WR�PDQDJH�WKH�VXSSO\�FKDLQ
HIIHFWLYHO\�DQG�HIILFLHQWO\�DQG�WKH
YDOXH�RI�WKLV
A business will aim to have the right good in the right place at the right
time. If it can achieve this effectively, it is likely to be able to gain
customer loyalty and maximise revenues. This requires managers to make
decisions about what to produce, when to produce and how much to
produce. Getting this right requires not only good communication and
relations with suppliers but also coordination with other functional areas
— marketing, finance and human resources. It will also require an
understanding of the external environment and how this might impact on
both supply and demand.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�RXWOLQH�KRZ�WKH�QDWXUH�RI�WKH�SURGXFW�DQG�WKH

QDWXUH�RI�GHPDQG�PLJKW�DIIHFW�WKH�OHYHO�RI�LQYHQWRU\
KHOG�

����,GHQWLI\�IRXU�NH\�IHDWXUHV�RI�DQ�LQYHQWRU\�FRQWURO
FKDUW�

����,Q�ZKDW�FLUFXPVWDQFHV�PLJKW�SD\PHQW�WHUPV�EH�PRUH
LPSRUWDQW�WKDQ�IOH[LELOLW\�ZKHQ�FKRRVLQJ�D�VXSSOLHU"

$QVZHUV�RQ�SS�����
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7KH�YDOXH�RI�RXWVRXUFLQJ
The value of outsourcing can be assessed by weighing up the benefits and
drawbacks. One of the main benefits is that it enables a business to
respond quicker to any increase in demand, thereby providing greater
dependability for customers. It also means a business will save on costs as
it will not have to invest in increasing capacity. This is particularly
important if any increase in demand is only temporary.

Outsourcing does, however, have a number of drawbacks. One of the most
important is the problem of quality: will the outsourced company be able
to produce at the required level of quality? There is also the problem of
cost: outsourcing is likely to be more costly than producing in house, and
there may be other costs such as transport and distribution.

Outsourcing can work but it depends on the reliability and quality of work
of the company undertaking the outsourced work and on the relationship
established between the two companies.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�WKH�EHQHILWV�RI�PDVV�FXVWRPLVDWLRQ�
����+RZ�PLJKW�D�FRPSDQ\�RIIHULQJ�VNLLQJ�KROLGD\V�XVH�WKH

PDUNHWLQJ�PL[�WR�PDQDJH�GHPDQG"
����'UDZ�XS�D�WDEOH�WR�VKRZ�WKH�DGYDQWDJHV�DQG

GLVDGYDQWDJHV�RI�RXWVRXUFLQJ�

$QVZHUV�RQ�S�����

([DP�SUDFWLFH

$OSKD�DQG�%HWD

$OSKD�DQG�%HWD�DUH�WZR�EXVLQHVVHV�RSHUDWLQJ�LQ�WKH�VDPH
PDUNHW�EXW�ZLWK�GLIIHUHQW�DSSURDFKHV�WR�SURGXFWLRQ��$OSKD
KDV�D�YHU\�ODERXU�LQWHQVLYH�DSSURDFK��ZKHUHDV�%HWD�LV�PXFK
PRUH�FDSLWDO�LQWHQVLYH�DV�VKRZQ�LQ�WKH�ILJXUHV�LQ�WKH�WDEOH
EHORZ�

� $OSKD %HWD
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2XWSXW ������� �������

1XPEHU�RI�SHRSOH�HPSOR\HG ��� ���

7XUQRYHU ϗ�P ϗ���P

/DERXU�FRVWV ϗ�P ϗ����P

,Q�WKH�IDFH�RI�LQFUHDVLQJ�FRPSHWLWLRQ��SDUWLFXODUO\�IURP
RYHUVHDV��RYHU�WKH�ODVW����\HDUV�%HWD�KDV�LQYHVWHG�KHDYLO\
LQ�WHFKQRORJ\�DQG�DGRSWHG�D�OHDQ�SURGXFWLRQ�DSSURDFK��,W�LV
QRZ�FRQVLGHULQJ�D�IXUWKHU�PHDVXUH��WKDW�RI�MXVW�LQ�WLPH
SURGXFWLRQ��7KLV��KRZHYHU��LV�FRQVLGHUHG�WR�EH�D�PRYH�WRR
IDU�E\�VRPH�RI�WKH�GLUHFWRUV��ZKR�EHOLHYH�WKDW�UHOLDELOLW\
DQG�GHSHQGDELOLW\�KDV�EHHQ�D�863�IRU�WKHLU�FXVWRPHUV��$�-,7
DSSURDFK�FRXOG�WKUHDWHQ�WKLV��SDUWLFXODUO\�DV�WKH\�KDYH�KDG
SUREOHPV�ZLWK�WKHLU�VXSSOLHUV�LQ�WKH�SDVW��2Q�WKHVH
RFFDVLRQV�LW�KDV�EHHQ�WKHLU�VL]HDEOH�EXIIHU�LQYHQWRU\�WKDW
KDV�HQDEOHG�WKHP�WR�FRQWLQXH�WR�PHHW�FXVWRPHU�GHDGOLQHV�

4XHVWLRQV

D��6NHWFK�D�VLPSOH�LQYHQWRU\�FRQWURO�FKDUW�WR�LOOXVWUDWH
EXIIHU�LQYHQWRU\�

>�@
E��)RU�ERWK�$OSKD�DQG�%HWD��FDOFXODWH�WKH�ODERXU

SURGXFWLYLW\�DQG�ODERXU�FRVWV�DV�D�SHUFHQWDJH�RI
WXUQRYHU�

>�@
F��$QDO\VH�WKH�IDFWRUV�%HWD�PD\�KDYH�FRQVLGHUHG�EHIRUH

LQYHVWLQJ�LQ�WHFKQRORJ\�
>�@

G��7R�ZKDW�H[WHQW�GR�\RX�EHOLHYH�VRPH�RI�WKH�GLUHFWRUV�DW
%HWD�DUH�ULJKW�WR�EH�FRQFHUQHG�DERXW�D�PRYH�WR�MXVW�LQ�
WLPH�SURGXFWLRQ"

>��@

$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
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EHORZ�

6HWWLQJ�RSHUDWLRQDO�REMHFWLYHV

7KH�YDOXH�RI�VHWWLQJ�DQG�WKH�LQWHUQDO�DQG�H[WHUQDO
LQIOXHQFHV�RQ�RSHUDWLRQDO�REMHFWLYHV

$QDO\VLQJ�RSHUDWLRQDO�SHUIRUPDQFH
��LQWHUSUHWDWLRQ�RI�RSHUDWLRQDO�GDWD�LQFOXGLQJ�FDOFXODWLRQ
RI�ODERXU�SURGXFWLYLW\��XQLW�FRVWV��FDSDFLW\�DQG�FDSDFLW\
XWLOLVDWLRQ
��WKH�XVH�RI�GDWD�LQ�RSHUDWLRQDO�GHFLVLRQ�PDNLQJ

0DNLQJ�RSHUDWLRQDO�GHFLVLRQV�WR�LPSURYH
SHUIRUPDQFH��LQFUHDVLQJ�HIILFLHQF\�DQG
SURGXFWLYLW\
��FDSDFLW\�DQG�LWV�HIILFLHQW�XWLOLVDWLRQ
��WKH�LPSRUWDQFH�RI�ODERXU�SURGXFWLYLW\��KRZ�WR�LQFUHDVH�LW
DQG�GLIILFXOWLHV�LQYROYHG
��FKRRVLQJ�WKH�RSWLPDO�XVH�RI�UHVRXUFHV
��OHDQ�SURGXFWLRQ�LQFOXGLQJ�-,7
��XVLQJ�WHFKQRORJ\�WR�LPSURYH�RSHUDWLRQDO�HIILFLHQF\

0DNLQJ�RSHUDWLRQDO�GHFLVLRQV�WR�LPSURYH
SHUIRUPDQFH��LPSURYLQJ�TXDOLW\
��WKH�LPSRUWDQFH�RI�TXDOLW\�DQG�WKH�FRQVHTXHQFHV�RI�SRRU
TXDOLW\
��PHWKRGV�RI�LPSURYLQJ�TXDOLW\��LQFOXGLQJ�TXDOLW\
DVVXUDQFH��DQG�EHQHILWV�DQG�GLIILFXOWLHV�RI�GRLQJ�VR

0DNLQJ�RSHUDWLRQDO�GHFLVLRQV�WR�LPSURYH
SHUIRUPDQFH��PDQDJLQJ�LQYHQWRU\�DQG�VXSSO\
FKDLQV
��ZD\V�DQG�YDOXH�RI�LPSURYLQJ�IOH[LELOLW\��VSHHG�RI
UHVSRQVH�DQG�GHSHQGDELOLW\
��WKH�YDOXH�RI�PDQDJLQJ�VXSSO\�WR�PDWFK�GHPDQG�LQFOXGLQJ
RXWVRXUFLQJ��SURGXFLQJ�WR�RUGHU�DQG�IOH[LEOH�ZRUNIRUFH
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��LQIOXHQFHV�RQ�WKH�DPRXQW�RI�LQYHQWRU\�KHOG�LQFOXGLQJ
LQWHUSUHWLQJ�LQYHQWRU\�FRQWURO�FKDUWV
��LQIOXHQFHV�RQ�WKH�FKRLFH�RI�VXSSOLHUV
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH
ILQDQFLDO�SHUIRUPDQFH

6HWWLQJ�ILQDQFLDO�REMHFWLYHV
When judging the performance of a business, most analysts will first look
at the financial information. It is therefore very important that a business
sets objectives in terms of revenue, costs, profit, return on capital, cash
flow and capital structure.
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7KH�YDOXH�RI�VHWWLQJ�ILQDQFLDO
REMHFWLYHV
There are a number of benefits of setting financial objectives:

  They may act as a measure of performance.
  They provide targets which can be a focus for decision-making.
  Potential investors or creditors may be able to assess the viability of the

business.
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7KH�GLVWLQFWLRQ�EHWZHHQ�FDVK�IORZ
DQG�SURILW
Cash flow and profit are very different. Cash flow is the difference
between the actual amount of money a business receives (inflows) and the
actual amount it pays out (outflows), whereas profit is the difference
between all sales revenue (even if payment has not yet been received) and
expenditure. It is possible for a profitable business to have cash-flow
problems. In fact, many small businesses fail not because they are not
profitable but because they have cash-flow problems. Such problems can
occur for a number of reasons including:

  holding large amounts of inventory (stock)
  having sales on long credit periods
  using cash to purchase fixed assets

This distinction between cash flow and profit highlights the importance to
a business of setting clear cash-flow objectives.

1RZ�WHVW�\RXUVHOI
���+RZ�LV�LW�SRVVLEOH�WKDW�D�VHHPLQJO\�SURILWDEOH�EXVLQHVV

FDQ�IDLO"

$QVZHU�RQ�S�����
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7KH�GLVWLQFWLRQ�EHWZHHQ�JURVV
SURILW��RSHUDWLQJ�SURILW�DQG�SURILW
IRU�WKH�\HDU
When looking at profit it is important to distinguish between three aspects:
Gross profit. This is the difference between a business’s sales revenue and
the direct costs of production such as materials and direct labour. It is
calculated in the following way:

    

Operating profit (profit of operations). This is the difference between
the gross profit and the indirect costs of production or expenses such as
marketing and salaries. In other words, it is sales revenue minus both
direct and indirect costs of production. It may be calculated in the
following ways:

    

Profit for the year. The figure for operating profit does not include other
expenditure such as interest payments or tax to be paid or other income
such as interest received or money received from the sale of assets. It can
be calculated in the following way:

    

1RZ�WHVW�\RXUVHOI
���'LVWLQJXLVK�EHWZHHQ�WKH�IROORZLQJ�WKUHH�PHDVXUHV�RI

SURILW��JURVV�SURILW��RSHUDWLQJ�SURILW�DQG�SURILW�IRU�WKH
\HDU�

$QVZHU�RQ�S�����
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5HYHQXH��FRVWV�DQG�SURILW
REMHFWLYHV
A business is likely to set targets in terms of revenue, costs and profit.

5HYHQXH

A knowledge of the likely revenue of a business is essential and is the
starting-point for creating a budget. Budgeted revenue might be based on
the objective of increasing revenue by 5% per annum. The objective set
might depend on the type of market a business is operating in and the state
of the economy. In addition, any objective set would have to be
coordinated with the other functional areas such as marketing and
operations.

&RVW

Businesses operate in a highly competitive environment and, as a result,
face increasing pressure on costs. Cost minimisation, therefore, has
become an important business objective. This involves trying to achieve
the lowest possible unit costs of production. As an alternative to cost
minimisation, a business might set an objective of reducing costs by a
certain percentage or target a specific area of the business that is seen to be
underperforming.

3URILW

Making a profit is the aim of the majority of businesses in the private
sector. A business might, however, set a specific objective for profit. This
might be a particular figure, a percentage increase, or it might be set in
terms of a profit margin. Profit maximisation is sometimes mentioned, but
it is difficult to judge whether profit maximisation has actually been
achieved, and a business making unreasonably high profit can be the
subject of a great deal of criticism as in the case with some of the utility
companies.
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&DVK�IORZ�REMHFWLYHV
Cash flow is the flow of money into and out of the business and is vital to
the health of any business. Although it is possible to survive as a business
in the short to medium term whilst making a loss, it is impossible to
survive for long without cash to make immediate payments. It is therefore
vital that a business manages its cash flow carefully. This may involve
setting cash-flow objectives such as:

  targets for monthly closing balances
  reduction of bank borrowings to a target level
  reduction of seasonality in sales
  targets for achieving payment from customers
  extension of the business’s credit period to pay suppliers

These objectives are likely to vary according to the circumstances of the
individual business.
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2EMHFWLYHV�IRU�LQYHVWPHQW��FDSLWDO
H[SHQGLWXUH��OHYHOV
Capital expenditure is the money spent on fixed assets such as buildings
and equipment and represents long-term investment into the business.
Such investment will take place when a business first sets up, but it will
also need to invest further as a business grows and develops. Objectives
for investment will depend on the overall corporate objectives. For
example, if there is an overall objective of growth, this is likely to require
further capital expenditure. It will also depend on other factors such as the
type of business and the state of the economy and market in which the
business is operating. For example, with oil prices falling, many oil
companies, such as BP and Shell, are cutting back investment in
exploration.

5HWXUQ�RQ�LQYHVWPHQW

A business might set itself an objective in terms of the return on an
investment, e.g. 10%. This would be calculated using the following
formula:

This formula could also be used when a business is deciding between two
different investments. With this type of decision, however, it is important
to remember that any returns (profit) will only be forecasts, and any
predictions made may be influenced by a manager’s own bias towards a
particular investment.
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&DSLWDO�VWUXFWXUH�REMHFWLYHV
The capital structure of the business refers to the long-term capital
(finance) of a business. Long-term capital is made up of equity (share
capital) and borrowing (loan capital). The proportion of borrowing to
equity is an important consideration for a business. The higher the
borrowing, the greater is the interest repayment. Having high interest
payments could put a business at risk if profit should fall for any reason. In
addition, any rise in interest rates could have a significant impact on profit.
A business may therefore set targets in terms of the proportion of long-
term capital that is debt. This can be measured by the following gearing
ratio:

1RZ�WHVW�\RXUVHOI
���:KDW�LV�WKH�IRUPXOD�XVHG�IRU�FDOFXODWLQJ�UHWXUQ�RQ

LQYHVWPHQW"
���%ULHIO\�H[SODLQ�KRZ�D�KLJKO\�JHDUHG�EXVLQHVV�VHOOLQJ

OX[XU\�LWHPV�PLJKW�EH�DIIHFWHG�E\�D�ULVH�LQ�LQWHUHVW
UDWHV�

$QVZHUV�RQ�S�����
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([WHUQDO�DQG�LQWHUQDO�LQIOXHQFHV�RQ
ILQDQFLDO�REMHFWLYHV�DQG�GHFLVLRQV

([WHUQDO�LQIOXHQFHV
Competitor actions. Businesses operate within a competitive environment
and therefore financial objectives may be affected by the actions of
competitors. This might be due to competitors launching a new marketing
campaign, price cuts or the development of new products or services.
Market forces. Markets and fashion change over time and, unless a
business can lead or keep up with changes, financial targets may be
missed. This can be illustrated by the changes in the music and film
industry where HMV and Blockbuster failed to recognise the growth in
downloading.
Economic factors. Changes in the economy, such as the recession of
2008, are likely to result in financial targets being missed, whereas
increasing growth may lead to better performance. Changes in interest
rates can also impact on performance illustrating the need for all
businesses to review targets in the light of any changes in the economy.
Political factors. Change of government and legislation can also have an
impact. For instance, an increase in the minimum wage or the introduction
of new health and safety legislation will incur additional costs which, if
not passed on to the consumer, will impact on financial targets.
Technology. Changes in technology may impact in a number of ways such
as facilitating quicker and easier monitoring of financial data. The
introduction of new technology, which may, in the long term, lead to
greater efficiency and improved performance, is likely to have a
significant cost in the short term.

,QWHUQDO�LQIOXHQFHV
Corporate objectives. Any financial targets need to be linked to the
overall corporate objectives. For instance, an objective of growth might
lead to improved financial performance in the long term, but in the short
term to a decline in performance as more money is used to finance growth.
Resources available. The ability to achieve financial targets may be
limited by the resources available, such as the availability of skilled labour
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and the money available to finance the targets set.
Operational factors. The ability to achieve financial targets will be
limited in the short term by the physical capacity of a business.

1RZ�WHVW�\RXUVHOI
���:K\�PLJKW�D�EXVLQHVV�QRW�EH�DEOH�WR�DFKLHYH�LWV

ILQDQFLDO�WDUJHWV�HYHQ�WKRXJK�PDUNHW�FRQGLWLRQV�DUH
IDYRXUDEOH"

$QVZHU�RQ�S�����
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$QDO\VLQJ�ILQDQFLDO�SHUIRUPDQFH

+RZ�WR�FRQVWUXFW�DQG�DQDO\VH
EXGJHWV�DQG�FDVK�IORZ�IRUHFDVWV
A budget is a financial plan. Its purpose is to provide a target for
entrepreneurs and managers as well as a basis for a later assessment of the
performance of a business. A budget should have a specific purpose and
must have a set of targets attached to it if it is to be of value. The detail of
a budget should be the result of negotiation with all concerned. If it is to
work as an effective motivator, those responsible for keeping to a budget
should play a part in setting it.

6WUXFWXUH�RI�LQFRPH��H[SHQGLWXUH�DQG�SURILW
EXGJHWV

,QFRPH�EXGJHWV

Income budgets are forecasted earnings from sales and are sometimes
called ‘sales budgets’. For a newly established business they will be based
on the results of market research. Established businesses can also call upon
past trading records to provide information for sales forecasts. Income
budgets are normally drawn up for the next financial year, on a monthly
basis, as shown in Table 5.1.

([SHQGLWXUH�EXGJHWV

An expenditure budget sets out the expected spending of a business,
broken down into a number of categories. The titles given to these
categories will depend upon the type of business. A manufacturing
business will have sections entitled ‘Raw materials’ or ‘Components’,
whereas a service business may not. The categories in Table 5.1 may
therefore vary according to the type of business.

3URILW��RU�ORVV��EXGJHWV

Profit and loss budgets are calculated by subtracting forecast expenditure
(or costs) from forecast sales income. Depending on the balance between
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expenditure and income, a loss or a profit may be forecast. It is not unusual
for a new business to forecast (and actually make) a loss during its first
period of trading.

Table 5.1 shows forecast income, expenditure and profit/loss for a newly
established manufacturer of surfboards for the first 3 months of trading.

([DP�WLS

,Q�DQ�H[DPLQDWLRQ��\RX�VKRXOG�EH�DEOH�WR�FRPSOHWH�EXGJHWV
VXFK�DV�7DEOH�����E\�LQVHUWLQJ�DQ\�PLVVLQJ�ILJXUHV��RU�EH
DEOH�WR�UHFDOFXODWH�LW�LI��IRU�H[DPSOH��WKHUH�LV�D�FKDQJH
LQ�WKH�IRUHFDVW�LQFRPH�IURP�VDOHV�

7KH�SURFHVV�RI�VHWWLQJ�EXGJHWV

As Table 5.1 shows, budgets have a common structure. The top of the
budget shows income, and this is followed by expenditure and finally by
profit or loss. This is also the sequence in which budgets are set. Figure 5.1
summarises this process.
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Businesses set budgets because:
  They are an essential element of a business plan. A bank is unlikely to

grant a loan without evidence of this particular form of financial planning.
  Budgets can help businesses to decide whether or not to go ahead with a

business idea. If the budget shows a significant loss in its first year of
trading, with little improvement evident, then the business idea may be
abandoned.

  Budgets can help with pricing decisions. If a large loss is forecast, the
business may decide to adjust the price to improve the business’s financial
prospects.

'LIILFXOWLHV�RI�VHWWLQJ�EXGJHWV

Those in charge of budgets can expect to face several difficulties when
drawing up a first set of budgets:

  In some cases there may be no historical evidence available to a business,
particularly for a new business or an existing business entering a new
market. There will be no trading records to show the level of sales income,
costs or how these figures fluctuated throughout the year.

  Forecasting costs can also be problematic. A business may lack the
experience to estimate costs such as those for raw materials or wages.

  Competitors may respond to the actions of a business by cutting prices or
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promoting their products heavily. This can affect the sales income of a
business and it may receive less income than it forecast. As a result,
expenditure on promotion may have to increase, so increasing costs.

([DP�WLS

5HPHPEHU�ILQDQFLDO�LQIRUPDWLRQ�JLYHQ�LQ�DQ�H[DPLQDWLRQ
SDSHU�LV�RIWHQ�D�IRUHFDVW��,W�PD\�QRW�EH�DFFXUDWH��<RX
VKRXOG�WUHDW�WKLV�ZLWK�FDXWLRQ��HVSHFLDOO\�LI�\RX�WKLQN
WKDW�WKH�TXDOLW\�RI�PDUNHW�UHVHDUFK�ZDV�SRRU�

+RZ�WR�FDOFXODWH�DQG�LQWHUSUHW�YDULDQFHV

Variance analysis is the study by managers of the differences between
planned activities in the form of budgets and the actual results that were
achieved. Table 5.2 is an example of a monthly budget for a restaurant.

As the period covered by the budget unfolds, actual results can be
compared with the budgeted figures and variances calculated and
examined.

A positive (or favourable) variance occurs when costs are lower than
forecast or profit or revenues higher, as in the case of sales revenue and
profits in Table 5.2.

A negative (or adverse) variance arises when costs are higher than
expected or revenues are less than anticipated. Examples are wages costs
and food and drink in Table 5.2.
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+RZ�WR�XVH�YDULDQFHV�WR�LQIRUP�GHFLVLRQ�
PDNLQJ

Positive variances might occur because of good budgetary control or by
accident, e.g. due to rising market prices. Possible responses to positive
variances are:

  to increase production if prices are rising, giving increased profit margins
  to reduce prices if costs are below expectations and the business aims to

increase its sales
  to reinvest into the business or pay shareholders higher dividends if profits

exceed expectations

Negative variances might occur because of inadequate control or factors
outside the firm’s control, such as rising raw material costs. Possible
responses to negative variances are:

  to reduce costs (e.g. by buying less expensive materials)
  to increase advertising in order to increase sales of the product and

revenues
  to reduce prices to increase sales (relies on demand being price elastic)

The key issue about using the results of variance analysis to help decision-
making is to take into account the causes of the adverse or favourable
variances. Just because a result is favourable does not mean that
everything is in order. Neither does an adverse variance mean that the area
responsible has been inefficient. A favourable production material
variance could be generated from using lower-quality raw materials, which
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in turn could manifest itself as a drop in sales. Similarly, an adverse cost
variance may occur because sales are higher than forecast and the business
has incurred extra costs in supplying customers’ demands.
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7KH�YDOXH�RI�EXGJHWLQJ
The value of budgeting can be assessed by weighing up the benefits and
drawbacks of using budgets.

%HQHILWV�RI�EXGJHWV

  Targets can be set for each part of a business, allowing managers to
identify the extent to which each part contributes to the business’s
performance.

  Inefficiency and waste can be identified, so that appropriate remedial
action can be taken.

  Budgets make managers think about the financial implications of their
actions and focus decision-making on the achievement of objectives.

  Budgeting should improve financial control by preventing overspending.
  Budgets can help improve internal communication.
  Delegated or devolved budgets can be used as a motivator by giving

employees authority and the opportunity to fulfil some of their higher-level
needs, as identified by Maslow (see pp. 106–107). At the same time, senior
managers can retain control of the business by monitoring budgets.

7\SLFDO�PLVWDNH

:KHQ�DQVZHULQJ�TXHVWLRQV�RQ�WKH�YDOXH�RI�EXGJHWV�VWXGHQWV
RIWHQ�ZULWH�RQO\�DERXW�WKH�XVH�RI�EXGJHWV�LQ�SUHYHQWLQJ
RYHUVSHQGLQJ��0DNH�VXUH�WKDW�\RX�FDQ�DUJXH�D�ZLGHU�UDQJH�RI
SRLQWV�

'UDZEDFNV�RI�EXGJHWV

  The operation of budgets can become inflexible. For example, sales may
be lost if the marketing budget is followed when competitors implement
major promotional campaigns.

  Budgets have to be accurate to have any meaning. Wide variances between
budgeted and actual figures can demotivate staff and waste the resources
used to prepare the budgets.
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([DP�WLS

/RRN�IRU�WKH�UHODWLRQVKLSV�EHWZHHQ�UHYHQXHV��FRVWV�DQG
SURILWV�ZKHQ�FRQVLGHULQJ�YDULDQFHV��)RU�H[DPSOH��LI�VDOHV
UHYHQXH�KDV�UHFRUGHG�D�QHJDWLYH�YDULDQFH��LW�ZRXOG�EH
UHDVRQDEOH�WR�H[SHFW�FRVWV��HVSHFLDOO\�YDULDEOH�FRVWV��WR
VKRZ�D�SRVLWLYH�YDULDQFH��,I�WKH\�GR�QRW��SURILWV�DUH
OLNHO\�WR�KDYH�D�QHJDWLYH�YDULDQFH�

1RZ�WHVW�\RXUVHOI
���'UDZ�XS�D�WDEOH�WR�VKRZ�IRXU�SRVVLEOH�FDXVHV�RI

IDYRXUDEOH�YDULDQFHV�DQG�IRXU�SRVVLEOH�FDXVHV�RI�DGYHUVH
YDULDQFHV��)RU�HDFK�FDXVH�RI�YDULDQFH�WKDW�\RX�KDYH
OLVWHG��LGHQWLI\�DQ�DSSURSULDWH�UHVSRQVH�

���%ULHIO\�RXWOLQH�WKUHH�EHQHILWV�RI�EXGJHWLQJ�

$QVZHUV�RQ�SS�����̢���

7KH�VWUXFWXUH�RI�D�FDVK�IORZ�IRUHFDVW

Cash-flow forecasts are a central part of a business plan for a new
business. They comprise three sections:
Receipts in which the expected total month-by-month receipts are
recorded.
Payments in which the expected monthly expenditure by item is recorded.
Running balance in which a running total of the expected bank balance at
the beginning and end of each month (see Figure 5.1) is recorded. These
are termed ‘opening’ and ‘closing balances’. The closing balance at the
end of one month becomes the opening balance at the start of the next
month.

Negative figures in cash-flow forecasts are usually shown in brackets.
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7\SLFDO�PLVWDNH

,W�LV�QRW�XQXVXDO�IRU�D�FDVK�IORZ�FDOFXODWLRQ�LQ�DQ
H[DPLQDWLRQ�WR�LQFOXGH�QHJDWLYH�ILJXUHV��0DQ\�VWXGHQWV�KDYH
GLIILFXOW\�FDUU\LQJ�RXW�FDOFXODWLRQV�LQYROYLQJ�QHJDWLYH
ILJXUHV�DQG�PDNH�HUURUV�ZKHQ�DGGLQJ�DQG�VXEWUDFWLQJ�ZKHUH
RQH�RU�PRUH�ILJXUH�LV�QHJDWLYH�
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+RZ�WR�FRQVWUXFW�DQG�LQWHUSUHW
EUHDNHYHQ�FKDUWV
A breakeven chart is a graph used in breakeven analysis to illustrate the
point at which total costs are equal to total revenue, in other words, the
output at which it makes neither a profit nor a loss.

+RZ�WR�FRQVWUXFW�D�EUHDNHYHQ�FKDUW

One way of representing the breakeven point is through the use of a
breakeven chart, as shown in Figure 5.3. The step-by-step points below
show how to draw a breakeven chart.
  1  Give the chart a title.
  2  Label axes (horizontal — output in units; vertical — costs/revenues in

pounds).
  3  Draw on the fixed cost line.
  4  Draw on the variable cost line.
  5  Draw on the total cost line.
  6  Draw on the sales revenue line.
  7  Label the breakeven point where sales revenue = total cost.
  8  Mark on the selected operating point (SOP): that is, the actual or

forecast level of the company’s output.
  9  Mark on the margin of safety (the difference between the SOP and the

breakeven level of output).
10  Mark clearly the amount of profit and loss. Note that this is a vertical

distance at any given level of production, and not an area.
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([DP�WLS

,W�LV�XQOLNHO\�WKDW�\RX�ZLOO�EH�DVNHG�WR�GUDZ�D�FRPSOHWH
EUHDNHYHQ�FKDUW�LQ�DQ�H[DPLQDWLRQ�DV�WKLV�ZRXOG�WDNH�WRR
ORQJ��,W�LV�SUREDEOH�WKDW�\RX�ZLOO�EH�DVNHG�WR�DGG�OLQHV�WR
DQ�LQFRPSOHWH�FKDUW�RU�WR�VKRZ�WKH�HIIHFWV�RI�FKDQJHV�LQ
FRVWV�RU�SULFHV��<RX�VKRXOG�SUDFWLVH�WKHVH�W\SHV�RI
DFWLYLW\�
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&RQWULEXWLRQ�DQG�WKH�FDOFXODWLRQ�RI
EUHDNHYHQ�RXWSXW
The breakeven output can also be identified through calculation, and doing
so enables the accuracy of charts to be checked. An understanding of the
concept of contribution is necessary for this. Contribution is the
difference between sales revenue and variable costs and can be calculated
as follows:

It can also be calculated per unit as follows:

From this second calculation you may have already spotted that total
contribution could also be calculated by multiplying unit contribution with
output:

Contribution can be used to calculate two things:
  the breakeven point
  the level of profit

The calculation for breakeven is:

This tells us the number of units that need to be sold to break even.

Profit can be calculated as follows:

Figure 5.4 illustrates how the profit calculation works.
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From Figure 5.4 it can be seen that contribution is made up of profit and
fixed costs. Therefore, by subtracting the fixed costs we are left with
profit. Note also that at the breakeven point no profit is made, so the value
of contribution must be equal to the value of fixed costs. This means that
below the breakeven point any contribution sales goes towards covering
the fixed cost, and above the breakeven point it goes towards profit.

1RZ�WHVW�\RXUVHOI
�����:KDW�LV�WKH�IRUPXOD�XVHG�WR�FDOFXODWH�EUHDNHYHQ"
�����$�EXVLQHVV�VHOOV���������EXUJHUV�SHU�\HDU�IRU�DQ

DYHUDJH�SULFH�RI�ϗ������7KH�DYHUDJH�YDULDEOH�FRVW�IRU
HDFK�EXUJHU�LV�ϗ������&DOFXODWH�WKH�WRWDO�FRQWULEXWLRQ
IRU�WKH�\HDU�

����$�EXVLQHVV�SURGXFHV��������XQLWV��,W�KDV�D�VDOHV�SULFH
RI�ϗ��SHU�XQLW��YDULDEOH�FRVWV�RI�ϗ��SHU�XQLW�DQG�IL[HG
FRVWV�RI�ϗ��������&DOFXODWH��L��WKH�EUHDNHYHQ�RXWSXW
DQG��LL��WKH�OHYHO�RI�SURILW�PDGH�

$QVZHUV�RQ�S�����
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+RZ�WR�FDOFXODWH�DQG�LOOXVWUDWH�RQ
D�EUHDNHYHQ�FKDUW�WKH�HIIHFWV�RI
FKDQJHV�LQ�SULFH��RXWSXW�DQG�FRVW
Breakeven analysis can illustrate the effects of changes in price and costs,
and assist entrepreneurs in making decisions by the use of ‘what if?’
scenarios:

  What level of output and sales will be needed to break even if we sell at a
price of £x per unit?

  What would be the effect on the level of output and sales needed to break
even of an x% rise (or fall) in fixed or variable costs?

Using breakeven analysis in this way, entrepreneurs can decide whether it
is likely to be profitable to supply a product at a certain price or to start
production. This aspect of breakeven analysis makes it a valuable
technique. Few businesses trade in environments in which changes in
prices and costs do not occur regularly.

Figure 5.5 illustrates the effects of changes in key variables on the
breakeven chart. These are further illustrated in Table 5.3.

7\SLFDO�PLVWDNH

:KHQ�DGGLQJ�RU�DPHQGLQJ�OLQHV�RQ�EUHDNHYHQ�FKDUWV�GR�QRW
ZDVWH�WLPH�E\�SORWWLQJ�ILJXUHV�DW�HDFK�OHYHO�RI�RXWSXW
EHIRUH�GUDZLQJ�WKH�QHZ�OLQH��$OO�OLQHV�RQ�EUHDNHYHQ�FKDUWV
DUH�VWUDLJKW��VR�LW�LV�RQO\�QHFHVVDU\�WR�SORW�WKH�QHZ
ILJXUHV�DW�]HUR�DQG�PD[LPXP�RXWSXW�DQG�WR�MRLQ�XS�WKHVH�WZR
SRLQWV�XVLQJ�D�UXOHU�

Note: Figure 5.5(b) only illustrates a rise in fixed costs to avoid the
diagram becoming too complex. A fall in fixed costs would have the exact
opposite effect. For the same reason, Figure 5.5(c) only illustrates a fall in
variable costs. A rise in variable costs would have the exact opposite
effect.
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7KH�YDOXH�RI�EUHDNHYHQ�DQDO\VLV
The value of breakeven analysis can be assessed by weighing up the
benefits and shortcomings.

Benefits include:
Starting a new business. A business can estimate the level of sales
required before it would start to make a profit. From this it can see whether
or not the business proposal is viable. The results of market research are
important here.
Supporting loan applications. A business will be unlikely to succeed in
negotiating a loan with a bank unless it has carried out a range of financial
planning, including breakeven analysis.
Measuring profit and losses. In diagrammatic form, breakeven analysis
enables businesses to tell at a glance what their estimated level of profit or
loss would be at any level of output and sales.
Modelling ‘what if?’ scenarios. Breakeven analysis enables businesses to
model what will happen to their level of profit if they change prices or are
faced by changes in costs.

Although breakeven analysis is quick to perform, it is a simplification and
as such it has several drawbacks:

  No costs are truly fixed. A stepped fixed cost line would be a better
representation, as fixed costs are likely to increase in the long term and at
higher levels of output if more production capacity is required.

  The total cost line should not be represented by a straight line because this
takes no account of the discounts available for bulk buying.

  Sales revenue assumes that all output produced is sold and at a uniform
price, which is unrealistic.

  The analysis is only as good as the information provided. Collecting
accurate information is expensive, and in many cases the cost of collection
would outweigh any benefit that breakeven analysis could provide.

([DP�WLS

,W�LV�FRPPRQ�IRU�H[DPLQDWLRQ�TXHVWLRQV�WR�DVN�\RX�WR�UHDG
GDWD�IURP�EUHDNHYHQ�FKDUWV��<RX�PD\�EH�UHTXLUHG�WR�UHDG�RII
SURILW�RU�ORVV��UHYHQXH�RU�YDULDEOH�FRVWV��<RX�VKRXOG
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SUDFWLVH�GRLQJ�WKLV�

1RZ�WHVW�\RXUVHOI
����:KDW�ZLOO�EH�WKH�HIIHFW�RQ�EUHDNHYHQ�RXWSXW�RI��L��D

ULVH�LQ�IL[HG�FRVWV�DQG��LL��DQ�LQFUHDVH�LQ�SULFH"
����([SODLQ�WZR�ZHDNQHVVHV�RI�XVLQJ�EUHDNHYHQ�DQDO\VLV�DV�D

WHFKQLTXH�RI�ILQDQFLDO�SODQQLQJ�

$QVZHUV�RQ�S�����
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+RZ�WR�DQDO\VH�SURILWDELOLW\
The figures for gross profit, operating profit and profit for the year can be
used to analyse the performance of a business in terms of its profitability.
On their own, however, they show very little and, in order to be useful,
they need to be compared either with previous years or other companies.
The most useful way of doing this is to convert them into ratios and
calculate the percentage profit margins. This can be done as follows:

Once calculated, these figures make comparisons both with previous years
and other firms simpler and easier to understand. For example, when
comparing different supermarket chains, their levels of turnover and profit
will be different. By calculating operating profit margins it will be possible
to see at a glance what percentage of every pound of turnover is profit —
the higher the figure the better. In addition, the gross and operating profit
margins give an indication of a business’s ability to control both its direct
and indirect costs. A falling gross profit margin could indicate either rising
direct costs of production or a more competitive environment and falling
prices. A falling operating profit margin could indicate rising indirect costs
(expenses).

([DP�WLS

:KHQ�DVVHVVLQJ�WKH�SHUIRUPDQFH�RI�D�EXVLQHVV�WU\�WR�PDNH
FRPSDULVRQV�HLWKHU�ZLWK�SUHYLRXV�\HDUVÿ�ILJXUHV�RU�WKH
SHUIRUPDQFH�RI�RWKHU�VLPLODU�EXVLQHVVHV�

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�KRZ�LW�PLJKW�EH�SRVVLEOH�IRU�D�EXVLQHVV
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WR�KDYH�DQ�LPSURYLQJ�JURVV�SURILW�PDUJLQ�EXW�D�IDOOLQJ
RSHUDWLQJ�SURILW�PDUJLQ�

$QVZHU�RQ�S�����
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+RZ�WR�DQDO\VH�WKH�WLPLQJV�RI�FDVK
LQIORZV�DQG�RXWIORZV
Money leaving a business is known as payables, and money coming into
the business is known as receivables. The analysis of this relationship is
important as it will enable a business to:

  Forecast periods of time when cash outflows might exceed cash inflows
and take action (e.g. arrange a loan) in order to avoid the business being
unable to pay bills on time.

  Plan when and how to finance major items of expenditure (e.g. vehicles or
machinery), which may lead to large outflows of cash.

  Highlight any periods when cash surpluses, that could be used elsewhere,
may exist.

  Assess whether an idea will generate enough cash to be worthwhile putting
into action.

  Give evidence to lenders (e.g. banks) that any loans given can and will be
repaid.

1RZ�WHVW�\RXUVHOI
����'LVWLQJXLVK�EHWZHHQ�SD\DEOHV�DQG�UHFHLYDEOHV�
����:K\�LV�LW�LPSRUWDQW�WKDW�D�EXVLQHVV�GUDZV�XS�D�FDVK�

IORZ�IRUHFDVW"�,GHQWLI\�WKUHH�UHDVRQV�

$QVZHUV�RQ�S�����
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7KH�XVH�RI�GDWD�IRU�ILQDQFLDO
GHFLVLRQ�PDNLQJ�DQG�SODQQLQJ
A business today has enormous amounts of data at its disposal, which can
be manipulated in a variety of ways. This involves employing a scientific
decision-making approach using budgets, cash flows, breakeven and profit
ratios, which will hopefully reduce risk. Any data used, however, will
either be historical or forecast and should be treated with a certain amount
of caution.
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0DNLQJ�ILQDQFLDO�GHFLVLRQV��VRXUFHV
RI�ILQDQFH

,QWHUQDO�DQG�H[WHUQDO�VRXUFHV�RI
ILQDQFH
Figure 5.6 summarises the various sources of finance available to a
business.

([WHUQDO

The two main external sources of long-term capital, equity and loans,
were outlined when discussing the capital structure of a business above
(see p. 74).
Equity is the money provided by the owners or shareholders. Its key
characteristics are that it will not have to be paid back and there is no
interest to pay on it. If a shareholder wishes to regain his/her money,
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he/she will simply sell his/her shares to someone else through the Stock
Exchange. Although the owners of the shares receive no interest payment,
they will be hopeful of receiving a share of the profit made through a
dividend payment.
Loans is money raised from a creditor, but unlike equity loans have to be
paid back and there will also be interest payments to be made.

Other sources of long-term external finance include:
Venture capital. This applies to mainly small and medium-sized
businesses that may struggle to raise money from traditional sources. A
venture capitalist may provide funds as a loan or in return for a share of
the business.
Mortgages. A loan granted for the purpose of buying land or buildings.
Crowdfunding. This is a method of raising finance from a large number
of people who each contribute a small amount of money. This has been
made possible through the internet, an example being Lunar Missions Ltd,
a private moon drilling mission that has raised over $1m by this method.

,QWHUQDO

There are two major sources of internal finance: retained profit and sale
of assets.
Retained profit. This is profit that is not paid to shareholders and is kept
within the business for future investment. A business will only have access
to this source if it is profit-making, but the great benefit is that it does not
have to be paid back and has no interest or dividend payment attached to
it.
Sale of assets. This is when a business sells assets it no longer requires,
such as machinery, warehouse and factory space or land. Although this can
sometimes raise large amounts, a business has to be sure that these assets
will not be required in the future.

6KRUW�WHUP�VRXUFHV�RI�ILQDQFH

Short-term sources of finance include the following:
Overdraft. This is when a bank allows a business to overspend on its bank
account up to an agreed limit. Overdrafts are easy to arrange and are a very
flexible form of finance. They can be expensive, but interest will only be
charged on the amount overdrawn.
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Debt factoring. This is when a business sells its bills (invoices) that have
not been paid to a bank or financial institution in order to access this
money up front. The business receives 80% of the sum owed immediately
and the remainder less any charges once the bank or finance institution has
collected the money.
Trade credit. This is when a business receives materials but pays for them
at a later date. Trade credit periods can vary from a week to several
months.
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$GYDQWDJHV�DQG�GLVDGYDQWDJHV�RI
GLIIHUHQW�VRXUFHV�RI�ILQDQFH�IRU
VKRUW��DQG�ORQJ�WHUP�XVHV
7DEOH����

6RXUFH $GYDQWDJHV 'LVDGYDQWDJHV

5HWDLQHG
SURILW

Ь��1R�LQWHUHVW�WR�SD\�
Ь��'RHV�QRW�KDYH�WR�EH�SDLG
EDFN�

Ь��1R�GLOXWLRQ�RI�VKDUHV�

Ь��6KDUHKROGHUV�PD\
KDYH�UHGXFHG
GLYLGHQGV�

6DOH�RI
DVVHWV

Ь��1R�LQWHUHVW�WR�SD\�
Ь��'RHV�QRW�KDYH�WR�EH�SDLG
EDFN�

Ь��1R�GLOXWLRQ�RI�VKDUHV�

Ь��2QFH�VROG�JRQH
IRUHYHU�

(TXLW\ Ь��1R�LQWHUHVW�WR�SD\�
Ь��'RHV�QRW�KDYH�WR�EH�SDLG
EDFN�

Ь��0LJKW�XSVHW
H[LVWLQJ
VKDUHKROGHUV�

/RDQV Ь��1R�GLOXWLRQ�RI�VKDUHV� Ь��,QWHUHVW�SD\PHQWV�
Ь��6HW�PDWXULW\�GDWH�

2YHUGUDIWЬ��4XLFN�DQG�HDV\�WR�VHW�XS
DQG�YHU\�IOH[LEOH�

Ь��,QWHUHVW�SDLG�RQO\�RQ
DPRXQW�RYHUGUDZQ�

Ь��,QWHUHVW�SD\PHQWV
KLJKHU�WKDQ�IRU�D
ORDQ�

'HEW
IDFWRULQJ

Ь��,PPHGLDWH�FDVK�
Ь��,PSURYHV�FDVK�IORZ�
Ь��3URWHFWLRQ�IURP�EDG�GHEWV�
5HGXFHG�DGPLQLVWUDWLRQ
FRVWV�

Ь��([SHQVLYH�
Ь��&XVWRPHU�UHODWLRQV
PD\�EH�DIIHFWHG�

7UDGH
FUHGLW

Ь��(DVHV�FDVK�IORZ� Ь��,I�ODWH�SD\LQJ��FDQ
GDPDJH�FUHGLW
KLVWRU\�

1RZ�WHVW�\RXUVHOI
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����+RZ�GRHV�DQ�RYHUGUDIW�GLIIHU�IURP�D�EDQN�ORDQ"
����([SODLQ�ZK\�UHWDLQHG�SURILW�DQG�HTXLW\�PLJKW�EH�YLHZHG

DV�SUHIHUDEOH�VRXUFHV�RI�ILQDQFH�WR�ERUURZLQJ�

$QVZHUV�RQ�S�����
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0DNLQJ�ILQDQFLDO�GHFLVLRQV�
LPSURYLQJ�FDVK�IORZ�DQG�SURILWV

&DVK�IORZ�SUREOHPV
Cash-flow problems may occur for a number of reasons:
Poor management. If managers do not forecast and monitor the
business’s cash flow, problems are more likely to arise and lead to a
serious financial situation. Similarly, the failure to chase up customers who
have not paid can lead to lower inflows and cash shortages.
Giving too much trade credit. When a firm offers trade credit, it gives its
customers time to settle their accounts — possibly 30, 60 or 90 days. This
is an interest-free loan, and while it may attract customers it slows the
business’s cash inflows, reducing its cash balance.
Overtrading. This occurs when a business expands rapidly without
planning how to finance the expansion. A growing business must pay for
materials and labour before receiving the cash inflow from sales. If it does
this on an increasing scale it may struggle to fund its expenditure.
Unexpected expenditure. A business may incur unexpected costs,
resulting in a cash outflow. The breakdown of a machine can lead to
significant outflows of cash, weakening the enterprise’s cash position.
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0HWKRGV�RI�LPSURYLQJ�FDVK�IORZ
There are a number of methods of improving cash flow.

)DFWRULQJ

Factoring enables a business to sell its outstanding debtors to a specialist
debt collector, called a factor. The business receives about 80% of the
value of the debt immediately. The factor then receives payment from the
customer and passes on the balance to the firm, holding back about 5% to
cover expenses. This improves the business’s cash-flow position as it does
not have to wait for payment. Factoring, however, reduces profit margins,
as approximately 5% of revenue is ‘lost’.

6DOH�DQG�OHDVHEDFN

Here the owner of an asset (such as property) sells it and then leases it
back. This provides a short-term boost to the business’s finances, as the
sale of the asset generates revenue. However, the business commits itself
to paying rent to use the asset for the foreseeable future.

,PSURYHG�ZRUNLQJ�FDSLWDO�FRQWURO

Working capital is the cash available to a business for its day-to-day
operations. This can help cash-flow management and be improved by:

  selling stocks of finished goods quickly, prompting cash inflows
  making customers pay on time and offering less trade credit (although this

may damage sales)
  persuading suppliers to offer longer periods of trade credit, slowing cash

outflows

Other possibilities are:
  stimulating sales, by offering discounts for cash and prompt payment
  selling off excess material stocks

([DP�WLS

7U\�WR�PDWFK�WKH�VROXWLRQ�IRU�FDVK�IORZ�SUREOHPV�WR�WKHLU
FDXVH��7KLV�PDNHV�LW�PXFK�HDVLHU�IRU�\RX�WR�MXVWLI\�\RXU
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VROXWLRQ�

1RZ�WHVW�\RXUVHOI
����'UDZ�XS�D�WZR�FROXPQ�WDEOH�WR�VKRZ�IRXU�SRVVLEOH�FDXVHV

RI�FDVK�IORZ�SUREOHPV�DQG�DQ�DSSURSULDWH�VROXWLRQ�IRU
HDFK�FDXVH�

$QVZHU�RQ�S�����
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0HWKRGV�RI�LPSURYLQJ�SURILWV�DQG
SURILWDELOLW\
Profitability measures profits against some yardstick, such as the sales
revenue achieved by the business. Firms can increase their profits and/or
profitability by taking a variety of actions:
Increasing prices. An increase in price may increase revenue without
raising total costs. However, this is a risk because an increase in price may
cause a fall in sales, leading to a reduction in profits if the fall in sales
more than offsets the increase in price. The extent to which this happens
depends upon price elasticity of demand (see pp. 38–39).
Cutting costs. Lower costs of production can increase profit margins but
possibly at the expense of quality. Reduced quality could reduce the
volume of sales and the firm’s reputation.
Using its capacity as fully as possible. If a business has productive
capacity that is not being utilised, its profits will be lower than they could
be. If train companies run services that are only 50% occupied, their
revenue is much lower. Offering incentives to customers to use the trains
could increase profits, as it costs little more to run a full train than a half-
full one.
Increasing efficiency. Avoiding waste in the form of poor quality and
unsaleable products, using staff fully and using minimal resources to make
products are all ways of improving the efficiency of a business. Improving
efficiency is likely to result in increased profits.
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'LIILFXOWLHV�RI�LPSURYLQJ�FDVK�IORZ
DQG�SURILW
It is relatively easy in theory to identify ways of improving cash flow and
profit but much more difficult in practice. This is due to the difficulties
associated with each method. The relative difficulties are summarised
below.

&DVK�IORZ
Factoring. The profit margin is reduced due to cost of factoring. In
addition, customers might become concerned that their supplier has cash-
flow difficulties.
Sale and lease back. The asset is removed forever and rent now has to be
paid.
Working capital control. Customers may be put off by reduced credit
periods and suppliers may be unwilling to extend credit periods.

3URILW
Increasing prices. This may reduce sales and revenue and attract criticism
from customers.
Cutting costs. This is likely to result in a reduction in quality if inferior
raw materials are used. It could also mean job losses and upset labour
relations.
Use capacity fully. This may cause problems in matching supply with
demand. It could result in price reductions and lower revenues.
Increasing efficiency. This may result in redundancies if technology is
introduced.

1RZ�WHVW�\RXUVHOI
����,GHQWLI\�WZR�ZD\V�LQ�ZKLFK�D�EXVLQHVV�FRXOG�LQFUHDVH

LWV�SURILW�
����)RU�HDFK�RI�WKH�PHWKRGV�RI�LQFUHDVLQJ�SURILW��RXWOLQH

WKH�GLIILFXOWLHV�WKDW�PLJKW�EH�HQFRXQWHUHG�

$QVZHUV�RQ�S�����

194



([DP�SUDFWLFH

2SSRUWXQLW\�NQRFNV�IRU�$%&�SOF

$%&�FXUUHQWO\�RSHUDWHV�RQ�WZR�VHSDUDWH�VLWHV��ZKLFK
DOWKRXJK�ZRUNDEOH�GRHV�PHDQ�KLJKHU�FRVWV�WKDQ�QHFHVVDU\�
7KH�RSSRUWXQLW\�KDV�DULVHQ�WR�SXUFKDVH�ODQG�DGMDFHQW�WR�RQH
RI�WKH�VLWHV�DQG�FRQVROLGDWH�SURGXFWLRQ�LQWR�RQH�DUHD��7KLV
ZRXOG�KDYH�D�VLJQLILFDQW�LPSDFW�RQ�FRVWV��HVSHFLDOO\�IL[HG
FRVWV��DQG�DV�D�UHVXOW�ORZHU�WKH�EUHDNHYHQ�RXWSXW�

)LQDQFLDOO\��$%&�KDV�EHHQ�VWUXJJOLQJ�RYHU�WKH�ODVW���\HDUV�
PDNLQJ�RQO\�D�YHU\�VPDOO�SURILW�LQ���RI�WKRVH�\HDUV��&DVK
IORZ�KDV�DOVR�EHHQ�DQ�LVVXH��ZLWK�DQ�LQFUHDVLQJ�GHSHQGHQFH
XSRQ�LWV�RYHUGUDIW�DQG�WKH�OLNHOLKRRG�RI�KDYLQJ�WR�H[WHQG
LWV�OLPLW�LQ�WKH�QHDU�IXWXUH�

%HLQJ�DEOH�WR�FRQVROLGDWH�LQWR�RQH�VLWH�ZRXOG�HYHQWXDOO\
LPSURYH�$%&ÿV�SRVLWLRQ�DQG�PDNH�FRQVLVWHQW�SURILW�D
UHDOLVWLF�SRVVLELOLW\��,Q�WKH�VKRUW�WHUP��KRZHYHU��WKHUH�LV
WKH�SUREOHP�RI�ILQDQFLQJ�WKH�SXUFKDVH�RI�WKH�ODQG��7KH
VLWXDWLRQ�LV�HYHQ�PRUH�SUHVVLQJ�GXH�WR�WKH�IDFW�WKDW�LW
QHHGV�WR�DFW�TXLFNO\��7KH�EHVW�RSWLRQ�DSSHDUV�WR�EH�D�ORDQ�
EXW�ZLOO�WKH�EDQN�EH�ZLOOLQJ�WR�DGYDQFH�WKH�PRQH\�
HVSHFLDOO\�FRQVLGHULQJ�WKH�FRPSDQ\ÿV�FXUUHQW�FDVK�IORZ
SUREOHPV"

4XHVWLRQV

D��6NHWFK�D�VLPSOH�EUHDNHYHQ�FKDUW�WR�LOOXVWUDWH�KRZ�D�IDOO
LQ�IL[HG�FRVWV�ZRXOG�UHGXFH�WKH�EUHDNHYHQ�RXWSXW�

>�@
E��([SODLQ�WKH�SRVVLEOH�EHQHILWV�WR�$%&�RI�XVLQJ�DQ

RYHUGUDIW�
>�@

F��$QDO\VH�WKH�SRWHQWLDO�SUREOHPV�IRU�$%&�RI�UDLVLQJ�WKH
ILQDQFH�QHHGHG�WKURXJK�ORDQ�FDSLWDO�

>�@
G��7R�ZKDW�H[WHQW�GR�\RX�EHOLHYH�DFKLHYLQJ�D�SRVLWLYH�FDVK

IORZ�LV�PRUH�LPSRUWDQW�WR�$%&�WKDQ�DFKLHYLQJ�FRQVLVWHQW
SURILW"
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>��@

$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�

6HWWLQJ�ILQDQFLDO�REMHFWLYHV
��ILQDQFLDO�REMHFWLYHV�LQFOXGLQJ�WKRVH�IRU�FDVK�IORZ�
FDSLWDO�H[SHQGLWXUH��UHYHQXH�FRVWV�DQG�SURILW
��WKH�YDOXH�RI�VHWWLQJ�ILQDQFLDO�REMHFWLYHV�DQG�LQWHUQDO
DQG�H[WHUQDO�LQIOXHQFHV�RQ�WKHP
��WKH�GLVWLQFWLRQ�EHWZHHQ�SURILW�DQG�FDVK�IORZ�DV�ZHOO�DV
EHWZHHQ�JURVV��RSHUDWLQJ�DQG�SURILW�IRU�WKH�\HDU

$QDO\VLQJ�ILQDQFLDO�SHUIRUPDQFH
��FRQVWUXFWLRQ�RI�EXGJHWV�DQG�WKHLU�YDOXH�LQFOXGLQJ
YDULDQFH�DQDO\VLV
��FRQVWUXFWLRQ�DQG�DQDO\VLV�RI�FDVK�IORZV
��FRQVWUXFWLRQ�RI��LQWHUSUHWDWLRQ�DQG�YDOXH�RI�EUHDNHYHQ
FKDUWV
��LOOXVWUDWLRQ�RI�FKDQJHV�LQ�SULFH��RXWSXW�DQG�FRVW�RQ
EUHDNHYHQ�FKDUWV
��DQDO\VLV�RI�SURILWDELOLW\�LQFOXGLQJ�JURVV��RSHUDWLQJ�DQG
SURILW�IRU�WKH�\HDU�UDWLRV
��WKH�XVH�RI�GDWD�IRU�ILQDQFLDO�GHFLVLRQ�PDNLQJ

0DNLQJ�ILQDQFLDO�GHFLVLRQV��VRXUFHV�RI
ILQDQFH
��DGYDQWDJHV�DQG�GLVDGYDQWDJHV�RI�GLIIHUHQW�VRXUFHV�RI
LQWHUQDO�DQG�H[WHUQDO�ILQDQFH�IRU�VKRUW��DQG�ORQJ�WHUP
SXUSRVHV

0DNLQJ�ILQDQFLDO�GHFLVLRQV��LPSURYLQJ�FDVK
IORZ�DQG�SURILWV
��PHWKRGV�DQG�GLIILFXOWLHV�RI�LPSURYLQJ�FDVK�IORZ��SURILW
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DQG�SURILWDELOLW\
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH
KXPDQ�UHVRXUFH�SHUIRUPDQFH

Human resources is the function of an organisation that is focused on
activities related to employees. This includes manpower planning,
recruitment and selection, training and development, retention and
employee motivation, welfare and benefits and finally dismissal and
redundancy.
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6HWWLQJ�KXPDQ�UHVRXUFH�REMHFWLYHV

7KH�YDOXH�RI�VHWWLQJ�KXPDQ�UHVRXUFH
REMHFWLYHV
The AQA specification outlines the following human resource objectives:
Employee engagement and involvement. If employees are fully engaged
and involved in the business they are more likely to be motivated, leading
to higher productivity and quality of output.
Talent development. This relates to the development and guidance of the
future stars of a business so that they can contribute to the business success
and growth. It involves not just developing their talents but also the
retention of these employees.
Training. The development of employee skills in order to improve
performance.
Diversity. This concept encompasses acceptance and respect in terms of
race, gender, age sexual orientation, physical abilities, religion etc. It
means understanding that each individual is unique and recognises
individual differences.
Alignment of values. This means bringing together employee and
business values.
Number, skills and location of employees. This involves manpower
planning in order to ensure a business always has the right employees in
the right numbers, in the right place and with the correct skills.

A business that is able to fulfil these objectives is likely to benefit from:
  a lower labour turnover
  higher labour retention rates
  higher productivity
  full compliance with any UK and EU labour legislation
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,QWHUQDO�DQG�H[WHUQDO�LQIOXHQFHV�RQ
KXPDQ�UHVRXUFH�REMHFWLYHV
Human resources is no different from the other functional areas in that
decision-making will be affected by a variety of external and internal
factors.

([WHUQDO

(FRQRP\

If the economy is growing, there may be a greater requirement for human
resources. Linked to this is the aspect of demographics and the availability
of labour with the skills required.

3ROLWLFDO

The UK government and the EU have passed a variety of measures that
affect human resource planning, e.g. equality measures and the minimum
wage.

7HFKQRORJ\

The introduction of technology into manufacturing has resulted in not only
a reduced requirement for labour but also for new skills. The decline of
manufacturing and development of the service sector in terms of
employment also emphasises the changing nature of work and the
importance from a business perspective of developing the skills required.

&RPSHWLWLYH�HQYLURQPHQW

Changes in the market and competitor actions are likely to affect demand
for a product or service, which in turn will impact on a business’s human
resource requirement.

,QWHUQDO

&RUSRUDWH�REMHFWLYHV

Human resource objectives must be aligned with corporate objectives. If
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there is an overall objective of growth, human resources need to prepare
for this by ensuring the availability of sufficiently skilled workers.

7\SH�RI�SURGXFW�RU�VHUYLFH

A business must make sure the skills of the workforce are appropriate for
that particular product or service as well as the image of the business.

6W\OH�RI�PDQDJHPHQW

Whether a business has a hard or soft approach to human resource
management is likely to influence decision-making. With a hard approach,
managers see employees as just another resource that has to be used as
efficiently as possible, whereas with a soft approach, employees are seen
as a valuable asset that needs to be developed.

7DEOH�����+DUG�DQG�VRIW�+5�VWUDWHJLHV

� +DUG�+5�DSSURDFK 6RIW�+5�DSSURDFK

3KLORVRSK\ (PSOR\HHV�DUH�QR
GLIIHUHQW�IURP�DQ\
RWKHU�UHVRXUFH�XVHG
E\�WKH�EXVLQHVV�

(PSOR\HHV�DUH�WKH�PRVW
YDOXDEOH�UHVRXUFH
DYDLODEOH�WR�WKH�EXVLQHVV
DQG�D�YLWDO�FRPSHWLWLYH
ZHDSRQ�

7LPHVFDOH +5�PDQDJHPHQW
RSHUDWHV�LQ�WKH
VKRUW�WHUP�RQO\�
HPSOR\HHV�DUH�KLUHG
DQG�ILUHG�DV
QHFHVVDU\�

(PSOR\HHV�DUH�GHYHORSHG
RYHU�D�ORQJ�SHULRG�RI
WLPH�WR�KHOS�WKH�ILUP
IXOILO�LWV�FRUSRUDWH
REMHFWLYHV�

.H\�IHDWXUHVЬ��3D\�LV�NHSW�WR�D
PLQLPXP�

Ь��/LWWOH�RU�QR
HPSRZHUPHQW�

Ь��&RPPXQLFDWLRQ�LV
PDLQO\�GRZQZDUGV�

Ь��/HDGHUV�KDYH�D
7KHRU\�;�YLHZ�RI
WKH�ZRUNIRUFH�

Ь��(PSKDVLV�LV�RQ�WKH

Ь��(PSOR\HHV�DUH�HPSRZHUHG
DQG�HQFRXUDJHG�WR�WDNH
GHFLVLRQV�

Ь��/HDGHUV�KDYH�D�7KHRU\�<
YLHZ�RI�WKH�ZRUNIRUFH�

Ь��(PSOR\HHV�DUH�HQFRXUDJHG
WR�H[WHQG�DQG�XSGDWH
VNLOOV�

Ь��(PSOR\HHV�DUH�FRQVXOWHG
UHJXODUO\�E\�PDQDJHUV�
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VKRUW�WHUP�LQ
UHFUXLWLQJ�DQG
WUDLQLQJ�HPSOR\HHV�

Ь��$�ORQJ�WHUP�UHODWLRQVKLS
LV�GHYHORSHG�ZLWK
HPSOR\HHV�WKURXJK�XVH�RI
LQWHUQDO�UHFUXLWPHQW�DQG
RQJRLQJ�WUDLQLQJ
SURJUDPPHV�

$VVRFLDWHG
OHDGHUVKLS
VW\OH

7KLV�DSSURDFK�LV
PRUH�OLNHO\�WR�EH
DGRSWHG�E\�OHDGHUV
XVLQJ�DQ�DXWRFUDWLF
VW\OH�RI
OHDGHUVKLS�

7KLV�DSSURDFK�LV�PRUH
OLNHO\�WR�EH�DGRSWHG�E\
OHDGHUV�XVLQJ�D
GHPRFUDWLF�VW\OH�RI
OHDGHUVKLS�

0RWLYDWLRQDO
WHFKQLTXHV
XVHG

3ULQFLSDOO\
ILQDQFLDO
WHFKQLTXHV�ZLWK
PLQLPDO�XVH�RI
WHFKQLTXHV�VXFK�DV
GHOHJDWLRQ�

7HFKQLTXHV�LQWHQGHG�WR
JLYH�HPSOR\HHV�PRUH
FRQWURO�RYHU�WKHLU
ZRUNLQJ�OLYHV��H�J�
GHOHJDWLRQ�DQG�HPSRZHUHG
WHDPV�

1RZ�WHVW�\RXUVHOI
���'HILQH�WKH�WHUP�þKXPDQ�UHVRXUFH�REMHFWLYHVÿ�DQG�JLYH

WZR�H[DPSOHV�
���,GHQWLI\�WKUHH�SRWHQWLDO�EHQHILWV�RI�KDYLQJ�D�IXOO\

HQJDJHG�ZRUNIRUFH�
���6WDWH�WZR�LQWHUQDO�DQG�WZR�H[WHUQDO�LQIOXHQFHV�RQ�KXPDQ

UHVRXUFH�REMHFWLYHV�
���'LVWLQJXLVK�EHWZHHQ�D�KDUG�DQG�D�VRIW�KXPDQ�UHVRXUFH

VWUDWHJ\�

$QVZHUV�RQ�SS�����̢���
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$QDO\VLQJ�KXPDQ�UHVRXUFH
SHUIRUPDQFH

&DOFXODWLQJ�DQG�LQWHUSUHWLQJ�KXPDQ
UHVRXUFH�GDWD

/DERXU�WXUQRYHU�DQG�UHWHQWLRQ�UDWHV

Labour turnover refers to the proportion of a business’s staff leaving
employment over a period of time. It is calculated as follows:

Labour retention is the number of employees with more than one year of
service. It is calculated as follows:

Employees may leave a business for a number of reasons:
  Low/inadequate wages levels leading employees to defect to competitors.
  Poor morale and motivation.
  A buoyant local labour market offering more attractive opportunities.

From a business point of view, lower rates of labour turnover and higher
rates of labour retention are preferable, as costs of recruitment will be
lower, as is the likelihood of low morale and productivity.

/DERXU�SURGXFWLYLW\

Labour productivity is a key measure of business efficiency and
measures the output per employee over a specified time period. It is
calculated using the following formula:
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Higher rates of productivity are preferable, but it is important that this is
not achieved at the expense of poorer quality. In addition, when comparing
to other similar businesses, it is important to take into account other factors
such as wage rates, technology and the way the workforce is organised.

7\SLFDO�PLVWDNH

,W�LV�LPSRUWDQW�WR�H[SUHVV�DQVZHUV�WR�FDOFXODWLRQV�LQ�WKH
FRUUHFW�IRUPDW��:KHQ�FDOFXODWLQJ�SURGXFWLYLW\��IRU�H[DPSOH�
PDQ\�VWXGHQWV�H[SUHVV�WKHLU�DQVZHUV�DV�SHUFHQWDJHV�DQG�QRW
DV�D�QXPEHU�RI�XQLWV�RI�RXWSXW�SHU�WLPH�SHULRG�

(PSOR\HH�FRVWV�DV�D�SHUFHQWDJH�RI�WXUQRYHU

For a number of businesses, such as premiership football clubs and
independent schools, labour represents their biggest cost and it is
important that this is monitored and kept to a sustainable level. It is
calculated as follows:

Monitoring employee performance is very important to a business as it
may help in identifying a business’s needs in terms of recruitment, training
and redundancy or redeployment.

/DERXU�FRVW�SHU�XQLW

This measures how much it costs to produce one unit of output and is
calculated as follows:

Unit labour cost is directly related to productivity because unit labour
cost will fall as each employee produces more (becomes more productive),
and will rise as each worker produces less (becomes less productive).

([DP�WLS

,W�LV�LPSRUWDQW�WR�ORRN�EHKLQG�DQ\�ODERXU�IRUFH�GDWD�WKDW
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DUH�SURYLGHG��)RU�H[DPSOH��WZR�VHWV�RI�SURGXFWLYLW\�GDWD
PD\�VXJJHVW�WKDW�ILUP�$�KDV�D�FOHDU�DGYDQWDJH��7KLV�PD\
EHFRPH�OHVV�FOHDU�FXW�ZKHQ�WKH�IROORZLQJ�IDFWRUV�UHODWLQJ
WR�ILUP�%�DUH�WDNHQ�LQWR�DFFRXQW�
��:DJH�UDWHV�DUH�VLJQLILFDQWO\�ORZHU�
��0RUDOH�LV�H[FHOOHQW�
��$�WUDLQLQJ�SURJUDPPH�LV�EHLQJ�LPSOHPHQWHG��FDXVLQJ�VKRUW�
WHUP�GLVUXSWLRQ�
��7KHUH�LV�D�ORZ�LQFLGHQFH�RI�LQGXVWULDO�UHODWLRQV
SUREOHPV�
��$�UHSXWDWLRQ�IRU�FUDIWVPDQVKLS�DQG�TXDOLW\�SURGXFWV�KDV
EHHQ�HVWDEOLVKHG�

1RZ�WHVW�\RXUVHOI
���'LVWLQJXLVK�EHWZHHQ�ODERXU�WXUQRYHU�DQG�ODERXU

UHWHQWLRQ�
���$�EXVLQHVV�HPSOR\LQJ�����HPSOR\HHV�PDNHV���P�XQLWV�RI

RXWSXW�SURGXFLQJ�D�ϗ��P�WXUQRYHU�SHU�\HDU��,WV�WRWDO
ODERXU�FRVWV�DUH�ϗ���P��&DOFXODWH��L��XQLW�ODERXU�FRVWV
DQG��LL��ODERXU�FRVWV�DV�D�SHUFHQWDJH�RI�WXUQRYHU�

$QVZHUV�RQ�S�����
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7KH�XVH�RI�GDWD�IRU�KXPDQ�UHVRXUFH
GHFLVLRQ�PDNLQJ�DQG�SODQQLQJ
Human resource planning is a key area of business decision-making, and
in order to make effective decisions, managers will require relevant
information and data. Such data may be derived both internally and
externally. The main aspects are summarised in Table 6.2.

7DEOH�����6XPPDU\�RI�LQWHUQDO�DQG�H[WHUQDO�GDWD

,QWHUQDO ([WHUQDO

3URGXFWLYLW\ :DJH�UDWHV

8QLW�ODERXU�FRVWV 6DOHV�IRUHFDVWV

5HWHQWLRQ�UDWHV 0DUNHW�WUHQGV

/DERXU�WXUQRYHU &RPSHWLWRU�DFWLRQV

6NLOOV 8QHPSOR\PHQW�UDWHV

$JH�SURILOH�RI�ZRUNHUV 6NLOOV�DYDLODEOH

&RUSRUDWH�REMHFWLYHV 2SHUDWLRQDO�FDSDFLW\

([DP�WLS

,W�LV�LPSRUWDQW�WR�UHFRJQLVH�WKDW�PXFK�RI�WKH�GDWD�XVHG�E\
+5�ZLOO�FRPH�IURP�RWKHU�IXQFWLRQDO�DUHDV�VXFK�DV�RSHUDWLRQV
DQG�PDUNHWLQJ�

Once managers have analysed relevant data, key decisions can be made
regarding numbers, training, skills and development of the labour force.

1RZ�WHVW�\RXUVHOI
���%ULHIO\�RXWOLQH�KRZ�D�NQRZOHGJH�RI�ODERXU�WXUQRYHU�DQG

PDUNHW�WUHQGV�PD\�DIIHFW�KXPDQ�UHVRXUFH�SODQQLQJ�

$QVZHU�RQ�S�����
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0DNLQJ�KXPDQ�UHVRXUFH�GHFLVLRQV�
LPSURYLQJ�RUJDQLVDWLRQDO�GHVLJQ�DQG
PDQDJLQJ�WKH�KXPDQ�UHVRXUFH�IORZ

,QIOXHQFHV�RQ�MRE�GHVLJQ
The influences on job design are summed up in Table 6.3.

7DEOH�����)DFWRUV�DIIHFWLQJ�MRE�GHVLJQ

2UJDQLVDWLRQDO�IDFWRUV (QYLURQPHQWDO
IDFWRUV

%HKDYLRXUDO
IDFWRUV

7DVN�FKDUDFWHULVWLFV (PSOR\HH
DYDLODELOLW\�DQG
DELOLW\

)HHGEDFN

3URFHVV�RU�IORZ�RI�ZRUNV
LQ�RUJDQLVDWLRQ

6RFLDO�DQG�FXOWXUDO
H[SHFWDWLRQV

$XWRQRP\

(UJRQRPLFV � 9DULHW\

:RUN�SUDFWLFHV � �

Organisational factors such as the nature of the work and the culture of
the business will determine the extent to which a business is able and
willing to design jobs in such a way that enrichment and empowerment
exist.
Environmental factors that will influence job design include the
availability of employees and their abilities as well as their social and
cultural expectations.
Behavioural factors and the extent to which a job or task/s offer
autonomy, diversity and the use of skills will determine the level of
enrichment and empowerment possible and impact on job design.

-RE�GHVLJQ

This is the process of deciding on the contents of a job in terms of its
duties and responsibilities, on the methods used to carry out the job and on
the relationships that should exist between job holder and superiors,
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subordinates and colleagues. Through job design or redesign, an
organisation aims to make jobs interesting, challenging and rewarding with
the aim of creating a fully engaged and motivated workforce. Some of the
methods used include:
Job rotation. This is the regular switching of employees between tasks of
a similar degree of complexity. Rotating jobs provides variety and may
relieve the monotony of just doing one task.
Job enlargement. This extends the employees’ range of duties. Instead of
rotating round different tasks, the job itself is extended to include more
tasks of a similar nature. This is called ‘horizontal loading’ and can help
lessen the monotony and repetition on production lines.
Job enrichment. Unlike enlargement, which is horizontally loaded,
enrichment is vertically loaded with the job designed in such a way as to
include more challenging tasks. Enrichment attempts to give employees
greater responsibility by increasing the range and complexity of tasks they
undertake with the aim of improving motivation and engagement.

Empowerment. This involves giving employees control over their
working lives and can be achieved by organising employees into teams,
setting them targets and allowing them to plan their own work, take their
own decisions and solve their own problems.

The ideas of enrichment and empowerment have been taken further in the
Hackman and Oldham job characteristics model (see Figure 6.2).
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The model identifies five core characteristics (skill variety, task identity,
task significance, autonomy and feedback) which impact on three critical
psychological states (experienced meaningfulness, experienced
responsibility for outcomes and knowledge of actual results) in turn
influencing work outcomes (motivation, quality of work, job satisfaction,
reduced absenteeism).

The core characteristics and psychological state operate in a continuous
feedback loop, which allow employees to continue to be motivated
through owning and understanding the work they are involved in. Skill
variety, task identity and task significance will directly impact on the
meaningfulness of the work, autonomy on responsibility and task
significance on knowledge of results.

According to this model, the goal should be to design jobs in such a way
that the core characteristics complement the psychological states of the
worker and lead to positive outcomes. As a result, employees should
achieve greater job satisfaction and motivation.

1RZ�WHVW�\RXUVHOI
���%ULHIO\�RXWOLQH�ZK\�MRE�HQULFKPHQW�PLJKW�EH�D�EHWWHU�ZD\

WR�UHGHVLJQ�D�MRE�WKDQ�MRE�URWDWLRQ�
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���%ULHIO\�RXWOLQH�WKH�+DFNPDQ�DQG�2OGKDP�MRE
FKDUDFWHULVWLFV�PRGHO�

$QVZHUV�RQ�S�����
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,QIOXHQFHV�RQ�RUJDQLVDWLRQDO�GHVLJQ
Organisational design is the process of shaping the organisational
structure so that it can achieve its objectives effectively. Key factors in
organisational design are likely to be related to the span of control
possible, the amount of delegation given and the level of centralisation or
decentralisation. Other influences include:
The size of business. The larger the business, the more complex it
becomes and the greater the need for a formal organisational structure.
Life cycle of the organisation. A business will evolve and change over
time and, as a result, the organisational design and structure is likely to
evolve with it.
Corporate objectives. The organisational structure will need to fit with
the corporate objectives. A business whose main objective is growth and
innovation may require a different structure to one whose aim is to
maintain its position in current markets.
Technology. Developments in technology have changed the nature of
production, impacting on organisational design and structure.

2UJDQLVDWLRQDO�VWUXFWXUH

An organisation is a group of people who work together to achieve a
common goal. To work together effectively, a clear structure is required
that defines how tasks are divided, grouped and coordinated. The structure
clarifies the roles organisational members perform so that everyone
understands their responsibilities to the group.

The organisational structure will often be depicted in an organisational
chart. Such charts will illustrate the hierarchy within the business and the
chain of command that provides a line of authority from the top of the
business to the bottom showing who reports to whom.

The organisational chart may also show the span of control. This is the
number of subordinates that may be controlled effectively by one manager.
The span of control may depend on a number of factors such as the ability
of the manager, the type of work being done and the skills of the
employees. It may also be determined by whether the organisation
structure is tall or flat. Organisations with wider spans of control require
fewer managers and have a flatter structure, as shown in Figure 6.3a,
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whereas those with narrower spans are likely to have more managers and
taller structures (Figure 6.3b). Flatter structures with wider spans tend to
become more predominant as this gives greater scope for worker
empowerment lower down the hierarchy.

Flatter structures result in cost saving due to fewer middle management
and can lead to greater engagement of the workforce due to more
empowerment.
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,QIOXHQFHV�RQ�GHOHJDWLRQ�
FHQWUDOLVDWLRQ�DQG�GHFHQWUDOLVDWLRQ

'HOHJDWLRQ

Delegation is the passing of authority to a subordinate within an
organisation. It is the power to undertake a task that is delegated and not
the responsibility for it — this remains with the manager. A manager must
therefore choose delegates carefully — they must have the skills and
ability to perform the task, and there has to be complete trust in the
delegate. Successful delegation relieves managers of routine decisions,
enabling them to concentrate on the more important decisions.

7\SLFDO�PLVWDNH

6WXGHQWV�RIWHQ�VXJJHVW�UHVSRQVLELOLW\�FDQ�EH�SDVVHG�GRZQ
WKH�RUJDQLVDWLRQ�VWUXFWXUH��7KLV�LV�QRW�WKH�FDVH��,W�LV
DXWKRULW\�WKDW�LV�SDVVHG�GRZQ�

&HQWUDOLVDWLRQ�DQG�GHFHQWUDOLVDWLRQ

Whether an organisation is centralised or decentralised will determine
where authority and decision-making lie in the organisation. A centralised
structure is one where decision-making lies with management at the top
with little input from lower down. A decentralised structure is one where
those lower down the hierarchy play a greater part in the decision-making
process.

,QIOXHQFHV

Decentralisation will involve a greater degree of delegation, and there are a
number of influences on the level of centralisation or decentralisation:
Uniformity of decisions. Where decisions are uniform there is little room
for delegation and decentralisation. As a result, individual outlet managers
in a business such as Pizza Hut have little or no input into decision-
making.
Management style. An autocratic style is more likely to lead to a
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centralised organisation, whereas a more democratic or laissez-faire style
gives greater scope for decentralisation.
Skills and ability of workforce. A decentralised approach is only possible
where the workforce has the necessary skills to make decisions. A business
employing mainly professional skilled people is more likely to delegate
and adapt a decentralised approach than one employing mainly unskilled
workers.
Economic influences. Changing economic circumstances can lead to
different approaches. In difficult times a more centralised approach may be
adopted, whereas if the economy is growing strongly there may be greater
freedom for delegation and decentralisation.
Technology. Developments in technology have resulted in a great deal of
information being readily available to a business. This may provide greater
scope for delegation and decentralisation, e.g. to individual branch or store
managers.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�RXWOLQH�WKH�UHDVRQV�IRU�D�EXVLQHVV�LQWURGXFLQJ

D�IODWWHU�RUJDQLVDWLRQ�VWUXFWXUH�
����:KDW�LV�GHOHJDWLRQ��DQG�ZK\�LV�LW�LPSRUWDQW�WR�EXVLQHVV

VXFFHVV"
����'LVWLQJXLVK�EHWZHHQ�FHQWUDOLVDWLRQ�DQG

GHFHQWUDOLVDWLRQ�
����,GHQWLI\�IRXU�SRVVLEOH�LQIOXHQFHV�RQ�RUJDQLVDWLRQDO

GHVLJQ�
����%ULHIO\�H[SODLQ�KRZ�7HVFR�FDQ�RSHUDWH�ZLWK�D�FHUWDLQ

DPRXQW�RI�GHFHQWUDOLVDWLRQ�EXW�0F'RQDOGÿV�FDQQRW�

$QVZHUV�RQ�S�����
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7KH�YDOXH�RI�FKDQJLQJ�MRE�DQG
RUJDQLVDWLRQDO�GHVLJQ
The aim and value of changing organisational and job design is to be better
able to meet human resource objectives. By making jobs more interesting,
employees are likely to become more engaged and motivated, resulting in
higher productivity, quality and less wastage, all of which may lead to a
competitive advantage and the potential for higher revenue and profit.
Changing organisational design may also lead to lower costs, particularly
if it involves creating a flatter structure with fewer managerial levels.

([DP�WLS

$QVZHUV�LQ�WKLV�DUHD�IUHTXHQWO\�UHYHDO�D�ODFN�RI
XQGHUVWDQGLQJ�DERXW�WKH�UHODWLRQVKLS�EHWZHHQ�RUJDQLVDWLRQDO
VWUXFWXUH�DQG�EXVLQHVV�SHUIRUPDQFH��,W�FDQ�EH�D�FRPSOH[
WRSLF�DQG�LV�RQH�\RX�VKRXOG�VSHQG�WLPH�RQ�

1RZ�WHVW�\RXUVHOI
����,Q�ZKDW�ZD\V�PD\�FKDQJLQJ�RUJDQLVDWLRQDO�DQG�MRE�GHVLJQ

KHOS�LQ�DFKLHYLQJ�KXPDQ�UHVRXUFH�REMHFWLYHV"

$QVZHU�RQ�S�����
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+RZ�PDQDJLQJ�WKH�KXPDQ�UHVRXUFH
IORZ�KHOSV�PHHW�KXPDQ�UHVRXUFH
REMHFWLYHV
The aim of human resources is to have the right number of people
employed, with the right skills in the right place at the right time. This can
be achieved creating a human resource plan and managing the human
resource flow, i.e. the recruitment, selection, placement, appraisal,
promotion of employees plus termination of employment.

5HFUXLWPHQW�DQG�VHOHFWLRQ

The recruitment and selection process is summed up in Figure 6.4.

Once the number and type of employees has been determined, job
descriptions and specifications can be drawn up. The job can then be
advertised both internally and externally. Internal recruitment is likely to
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be cheaper, but new ideas are more likely to come from external
candidates. From the applications, a shortlist can be drawn up for
interview, and, once interviewed and selected, the ideal candidate can be
appointed.

7UDLQLQJ

Training is the provision of job-related skills and knowledge. Almost all
employees receive some training when they first start a job, known as
‘induction training’. This is designed to familiarise the employee with the
business procedures and policies. Training to improve the skills of the
worker may be undertaken either on the job, learning from an experienced
worker, or off the job at college or some other training agency.

$SSUDLVDO�DQG�SURPRWLRQ

Performance appraisal is the process by which a manager examines and
evaluates an employee’s work by comparing it to set standards,
documenting the results and using these to provide feedback to employees
to show where improvements need to be made. Performance appraisal can
be used to determine training needs and likely candidates for promotion.
Promoting from within the business is an example of internal recruitment.

5HGXQGDQF\��UHGHSOR\PHQW�DQG�WHUPLQDWLRQ

The final stage of human resource flow is that of termination of
employment or dismissal. When a job no longer exists due to the
introduction of technology, moving location or closure, those employees
no longer required are made redundant. The process of redundancy may
take place on a voluntary basis, and an organisation must consult with
individual employees as well as worker representatives if 20 or more
employees are made redundant. Those who have been employed for over
two years are entitled to redundancy pay.

As an alternative to redundancy, an employee may be offered
redeployment within the business. This, however, may not be popular as
it may involve a change of location and or changes in the conditions of
work.

Besides redundancy, an employee may be dismissed in the following
circumstances:
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Gross misconduct, such as violence towards a customer or colleague, or
theft.
Persistent minor misconduct, such as regularly turning up late for work,
but only after set procedures have been adhered to in terms of verbal and
written warnings.
A substantial reason, such as not agreeing to new reasonable terms of
employment.

It should also be noted that employment may be terminated by the
employee. This might be due to family reasons or retirement. Every
business expects a number of its employees to leave in this way and this is
known as natural wastage.

Efficient management of the human resource flow providing a business
with the right employees, in the right place, with the right skills should
enable a business to meet its objectives more effectively.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�WKH�LPSRUWDQFH�RI�ZRUNIRUFH�SODQQLQJ�

$QVZHU�RQ�S�����
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0DNLQJ�KXPDQ�UHVRXUFH�GHFLVLRQV�
LPSURYLQJ�PRWLYDWLRQ�DQG�HQJDJHPHQW

7KH�EHQHILWV�RI�PRWLYDWHG�DQG
HQJDJHG�HPSOR\HHV
Employee engagement is a workplace approach designed to ensure that
employees are committed to their organisation’s goals and values and are
motivated to contribute to organisational success. There are a number of
potential benefits of a motivated and engaged workforce:
Productivity. A fully engaged and motivated workforce is not only likely
to work harder so producing more, but will probably put in the extra work
to make sure deadlines are met etc.
Recruitment and retention. An organisation that has a fully engaged
workforce is more likely to be seen as the employer of choice, and is more
likely to be able to retain its workers.
Absenteeism. This is likely to be lower.
Innovation. A close link has been shown to exist between innovation and
engagement.
Profitability. This is likely to be higher.

:KDW�LV�PRWLYDWLRQ"

Analysts disagree on the precise meaning of the term ‘motivation’. Some
believe it is the will to work due to enjoyment of the work itself. This
suggests that motivation comes from within an employee. An alternative
view is that it is the will or desire to achieve a given target or goal due to
some external stimulus. Many of the differences in the theories of
motivation can be explained in terms of this fundamental difference of
definition. Figure 6.5 shows the various schools of thought relating to
motivation.
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([DP�WLS

<RX�GR�QRW�QHHG�WR�NQRZ�DQ\�SDUWLFXODU�WKHRU\�RI
PRWLYDWLRQ��+RZHYHU��\RX�VKRXOG�NQRZ�DW�OHDVW�RQH�WKHRU\�RI
ILQDQFLDO�PHWKRGV�RI�PRWLYDWLRQ�DQG�RQH�WKHRU\�RI�QRQ�
ILQDQFLDO�PHWKRGV�RI�PRWLYDWLRQ�

7KH�VFKRRO�RI�VFLHQWLILF�PDQDJHPHQW

A ‘school of thought’ is simply a group of people who hold broadly
similar views. The school of scientific management argues that business
decisions should be taken on the basis of data that are researched and
tested quantitatively. Members of the school believe that it is vital to
identify ways in which costs can be assessed and reduced, thus increasing
efficiency. This school of thought supports the use of techniques such as
work-study.

A member of the school of scientific management was F. W. Taylor
(1856–1915). Taylor was a highly successful engineer who began to
advise and lecture on management practices and was a consultant to Henry
Ford. His theories were based on a simple interpretation of human
behaviour.

Taylor’s ideas were formulated during his time at the Bethlehem Steel
Company in the USA. He believed in firm management based on scientific
principles. He used a stopwatch to measure how long various activities
took and sought the most efficient methods. He then detailed ‘normal’
times in which duties should be completed, and assessed individual
performance against these. Efficiency, he argued, would improve
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productivity, competitiveness and profits. This required employees to be
organised, closely supervised and paid according to how much they
produced.

Taylor believed that people were solely motivated by money. Workers
should have no control over their work, and the social aspect of
employment was considered irrelevant and ignored.

Taylor’s views were unpopular with shop-floor employees. As workers
and managers became more highly educated, they sought other ways of
motivating and organising employees.

([DP�WLS

7KHUH�LV�QRW�QHFHVVDULO\�D�þULJKWÿ�DQVZHU�DV�WR�ZKLFK
WKHRU\�RI�PRWLYDWLRQ�ZRUNV��7KH�VXFFHVV�RI�D�SDUWLFXODU
PRWLYDWLRQ�WHFKQLTXH�ZLOO�GHSHQG�RQ�WKH�FLUFXPVWDQFHV�DQG
WKH�SHRSOH�LQYROYHG�

7KH�KXPDQ�UHODWLRQV�VFKRRO�RI�PDQDJHPHQW

A weakness of the scientific school was that its work ignored the social
needs of employees. This, and the obvious unpopularity of the ideas, led to
the development of the human relations school. This school of thought
concentrated on the sociological aspects of work.

A key writer was Elton Mayo. He is best remembered for his Hawthorne
Studies at the Western Electric Company in Chicago between 1927 and
1932. He conducted experiments to discover whether employee
performance was affected by factors such as breaks and the level of
lighting. The results surprised Mayo. The productivity of one group of
female employees increased both when the lighting was lessened and when
it was increased. It became apparent that they were responding to the level
of attention they were receiving. From this experiment, Mayo concluded
that motivation depends on:

  the type of job being carried out and the type of supervision given to the
employee

  group relationships, group morale and individuals’ sense of worth

Mayo’s work took forward the debate on management in general and
motivation in particular. He moved the focus on to the needs of employees,
rather than just the needs of the organisation. Although Mayo’s research is
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nearly 80 years old, it still has relevance to modern businesses.

7KH�QHR�KXPDQ�UHODWLRQV�VFKRRO

Abraham Maslow and Frederick Herzberg are recognised as key
members of this school of thought. While the human relations school
associated with Elton Mayo highlighted the sociological aspects of work,
the neo-human relations school considered the psychological aspects of
employment.

$EUDKDP�0DVORZ

Abraham Maslow was an American psychologist who formulated a
famous hierarchy of needs (Figure 6.6). According to Maslow, human
needs consist of five types that form a hierarchy:
1  Physiological: the need for food, shelter, water and sex.
2  Security: the need to be free from threats and danger.
3  Social: the need to love and be loved, and to be part of a group.
4  Esteem: the need to have self-respect and the respect of colleagues.
5  Self-actualisation: the need to develop personal skills and fulfil one’s

potential.

Maslow argued that all individuals have a hierarchy of needs and that once
one level of needs is satisfied, people can be motivated by tasks that offer
the opportunity to satisfy the next level of needs.

Some writers doubt the existence of a hierarchy of needs. They argue that
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social needs and esteem needs may coexist and that people do not move
smoothly up a hierarchy, as Maslow’s model suggests. However, his work
brings psychology into motivational theory and highlights the range of
individual needs that may be met through employment.

)UHGHULFN�+HU]EHUJ

The research carried out by Frederick Herzberg offered some support for
Maslow’s views and focused on the psychological aspects of motivation.
Herzberg asked 203 accountants and engineers to identify those factors
about their employment that pleased and displeased them. Figure 6.7
summarises Herzberg’s findings.

This research was the basis of Herzberg’s two-factor theory, published in
1968. Herzberg divided the factors motivating people at work into two
groups:
Motivators. These are positive factors that give people job satisfaction
(e.g. receiving recognition for effort) and therefore increase productivity as
motivation rises.
Hygiene (or maintenance) factors. These are factors that may cause
dissatisfaction among employees. Herzberg argued that motivators should
be built into the hygiene factors. Improving hygiene factors will not
positively motivate but will reduce employee dissatisfaction. Examples of
hygiene factors are pay, fair treatment and reasonable working conditions.

Herzberg did not argue that hygiene factors are unimportant. On the
contrary, he contended that only when such factors are properly met can
motivators begin to operate positively.
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3URFHVV�WKHRULHV�RI�PRWLYDWLRQ

The foremost writer on process theory is Victor Vroom, who published
Work and Motivation in 1964. Vroom’s theory expressed the view that
motivation depends on people’s expectations of the outcome. If working
life offers opportunities for workers’ expectations to be met, motivation is
likely to be high. If the outcome of their actions is expected to be
desirable, they will be motivated. The stronger the desire for the outcome,
the greater is the level of motivation.
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7KH�YDOXH�RI�WKHRULHV�RI�PRWLYDWLRQ
The motivation theories do not set out a blueprint of how to motivate a
workforce but rather their value lies in the insight they give to
management and employee attitudes. Although it is easy to dismiss Taylor
and the scientific school today, he did establish management as a subject
worthy of study, and ideas such as time and motion study and work study
are still used today by management consultants. The human relations
school recognised that employees did not just work for money, and factors
such as involvement in decision-making, recognition for work done well
and responsibility were all important in achieving an engaged and
motivated workforce. These factors are perhaps key to the non-financial
methods of motivation.

1RZ�WHVW�\RXUVHOI
����+RZ�GRHV�WKH�VFLHQWLILF�VFKRRO�RI�PDQDJHPHQW�GLIIHU

IURP�WKH�KXPDQ�UHODWLRQV�VFKRRO�RI�PDQDJHPHQW"

$QVZHU�RQ�S�����
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+RZ�WR�LPSURYH�HPSOR\HH�HQJDJHPHQW
DQG�PRWLYDWLRQ
The benefits of a fully engaged workforce make improving engagement
and motivation of the workforce an essential element of the work of the
human resources function. The methods used include both financial and
non-financial.
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7KH�XVH�RI�ILQDQFLDO�PHWKRGV�RI
PRWLYDWLRQ
Some writers, such as Herzberg, believe that money is not a positive
motivator, although the lack of it can demotivate. Nevertheless, pay
systems are designed to motivate employees financially.

:DJHV�DQG�VDODULHV

Employees are normally paid a wage or salary. Wages are usually paid
weekly at an hourly rate for a set working week with any extra hours
(overtime) being paid at a higher rate. Salaries are expressed in annual
terms but are usually paid monthly. Salaried staff do not normally have a
set number of hours to work per week, although there may be a minimum
number.

3LHFH�UDWH�SD\

Piece-rate pay gives a payment for each item produced. This system
encourages effort, but often at the expense of quality. Piece rate is
common in agriculture and the textile industry.

&RPPLVVLRQ

Commission is a payment made to employees based on the value of sales
achieved. It can form all or part of a salary package.

3URILW�UHODWHG�SD\

Profit-related pay gives employees a share of the profits earned by the
business. It encourages all employees to work hard to generate the
maximum profits for the business. It also offers some flexibility: in a
recession, wages can fall with profits, reducing the need for redundancies.

3HUIRUPDQFH�UHODWHG�SD\

Performance-related pay is used in many industries, from banking to
education. It needs to be tied into some assessment or appraisal of
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employee performance. Whatever criteria are used to decide who should
receive higher pay, the effect can be divisive and damaging to employee
morale.

6KDUH�RZQHUVKLS

Employees are sometimes offered shares in the company in which they
work. Shares can be purchased through savings schemes. However, share
ownership may cause discontentment if this perk is available only to the
senior staff.

([DP�WLS

'R�FRQVLGHU�WKH�ILQDQFLDO�SRVLWLRQ�RI�WKH�EXVLQHVV��LQ
WHUPV�RI�SURILWV�DQG�FDVK�IORZ��ZKHQ�GHYHORSLQJ�DUJXPHQWV
LQ�VXSSRUW�RI�DQG�DJDLQVW�ILQDQFLDO�PHWKRGV�RI�PRWLYDWLRQ�
7KHUH�LV�OLNHO\�WR�EH�QXPHULFDO�HYLGHQFH�LQ�D�FDVH�VWXG\�LI
VXFK�D�TXHVWLRQ�KDV�EHHQ�DVNHG�
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7KH�XVH�RI�QRQ�ILQDQFLDO�PHWKRGV�RI
PRWLYDWLQJ�HPSOR\HHV
The Hackmann and Oldham job characteristics model (see p. 99) and the
work of the motivation theorists give us some clues as to the non-financial
methods of motivating employees. Hackmann and Oldham suggested that
motivation is linked to the three psychological states: meaningful work,
responsibility and knowledge of outcomes. In Herzberg’s theory
responsibility, involvement and recognition are key motivators, and
Maslow suggested these same three factors are key in achieving self-
actualisation. Key characteristics of non-financial methods of motivation
can therefore be summarised as follows:
Meaningful work, providing jobs that are both interesting and
challenging.
Involvement with the decision-making process.
Responsibility and recognition for the job.

For this to be achieved it is necessary for the following to be in place:
  The leadership and management style is more likely to be soft and

democratic.
Opportunity needs to be provided for involvement and responsibility.

  The culture of the business needs to be one of involvement and
communication.
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,QIOXHQFHV�RQ�WKH�FKRLFH�DQG
DVVHVVPHQW�RI�WKH�HIIHFWLYHQHVV�RI
ILQDQFLDO�DQG�QRQ�ILQDQFLDO�UHZDUG
V\VWHPV
The factors that might influence the choice and effectiveness of reward
systems include:
Finance. In some ways this relates to the success of an organisation as a
business must operate within its means. It will also want to keep a careful
check on both unit labour costs and labour costs as a percentage of
turnover.
Nature of the work. It is not just the type of work that will have an
influence but also the skills of the workforce involved. Reward and
conditions of work need to be appropriate to attract and retain employees.
If a business gets this right, it may well be able to establish a reputation as
a good employer to work for.
Culture. The culture of the business and the management style adopted —
a hard approach may favour financial incentives, whereas a soft approach
may favour non-financial ones.
External factors. This might include the economic cycle, e.g. it may be
difficult to have performance related pay systems in times of economic
recession.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�RXWOLQH�WKH�OLQNV�EHWZHHQ�WKH�QRQ�ILQDQFLDO

PHWKRGV�RI�PRWLYDWLRQ�DQG�WKH�PRWLYDWLRQ�WKHRULHV�RI
0DVORZ�DQG�+HU]EHUJ�

$QVZHU�RQ�S�����
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0DNLQJ�KXPDQ�UHVRXUFH�GHFLVLRQV�
LPSURYLQJ�HPSOR\HU̢HPSOR\HH
UHODWLRQV

,QIOXHQFHV�RQ�WKH�H[WHQW�DQG
PHWKRGV�RI�HPSOR\HH�LQYROYHPHQW�LQ
GHFLVLRQ�PDNLQJ
Having a fully engaged and motivated workforce requires good employer–
employee relations. Employees need to feel involved and appreciated and
the extent may be influenced by the following:
Management style. A soft management style is more likely to lead to
involvement in decision-making than a hard management style.
Nature of the work. Those working in highly skilled and technical
industries are more likely to have an input into decision-making than those
doing unskilled repetitive tasks.
Legislation. The UK government and EU legislation in terms of trade
unions and works councils can have an influence on employee
involvement in decision-making.

0HWKRGV�RI�HPSOR\HH�UHSUHVHQWDWLRQ

7UDGH�XQLRQV

A trade union is an organised group of employees that aims to protect and
enhance the economic position of its members. They offer a number of
benefits to members:

  They negotiate on pay and conditions of work.
  They discuss major changes in the workplace, such as redundancy, and

help protect job security.
  They provide a range of services including financial and legal advice.

When a trade union negotiates with an employer on behalf of its members
on matters such as pay and conditions, it is called ‘collective bargaining’.
A trade union is in a much better position to negotiate than an individual
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worker. This not only benefits workers but also can be easier and less
time-consuming for the employer.

7KH�FKDQJLQJ�UROH�RI�WUDGH�XQLRQV�LQ�WKH�8.

Union membership has fallen steadily since its peak in 1979. This decline
has been due to:
Legislation: the Conservative governments of the 1980s and 1990s passed
a series of measures to control the activities of trade unions.
Decline of traditional industries: e.g. coal mining, steel and ship
building.
Increasing number of small businesses: such businesses are not strongly
unionised.

There has also been a move towards union derecognition and single union
agreements in workplaces.

7\SLFDO�PLVWDNH

7UDGH�XQLRQV�DUH�RIWHQ�GHSLFWHG�E\�VWXGHQWV�DV�EHLQJ�D
GLVUXSWLYH�LQIOXHQFH�LQ�EXVLQHVV��7KLV�DSSURDFK�LJQRUHV
PXFK�RI�WKH�JRRG�ZRUN�WKH\�GR�LQ�WHUPV�RI�FRQGLWLRQV�RI
ZRUN��HPSOR\HH�SURWHFWLRQ�DQG�KHDOWK�DQG�VDIHW\�

:RUN�FRXQFLOV

Workers might also be represented by work councils. Work councils are
bodies composed of both employee and employer representatives elected
to negotiate with management about working conditions, wages etc. Since
they are normally elected and have both employer and employee
representatives, they may provide for better communication and increased
involvement of employees and result in more conciliatory relationships
than those with a trade union.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�ZK\�WUDGH�XQLRQ�PHPEHUVKLS�KDV�GHFOLQHG

VLQFH������

$QVZHU�RQ�S�����
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+RZ�WR�PDQDJH�DQG�LPSURYH
HPSOR\HU̢HPSOR\HH�FRPPXQLFDWLRQV
DQG�UHODWLRQV
Good relations between employer and employees do not just happen but
need to be worked upon. Key to good relations is communication. If
communication is effective and employees feel a part of the decision-
making process, they are more likely to be engaged and motivated. This is
perhaps more likely to occur where there is a soft approach to human
relations.

7\SLFDO�PLVWDNH

0DQ\�VWXGHQWV�LJQRUH�WKH�LPSRUWDQFH�RI�FRPPXQLFDWLRQ�LQ
IRVWHULQJ�JRRG�UHODWLRQV�EHWZHHQ�HPSOR\HUV�DQG�HPSOR\HHV�
*RRG�FRPPXQLFDWLRQ�FDQ�SUHYHQW�GLVSXWHV�DQG�UHPRYH�WKH�QHHG
IRU�UHVROXWLRQ�

$GYLVRU\��&RQFLOLDWLRQ�DQG�$UELWUDWLRQ
6HUYLFH��$&$6�

Disputes, however, can and do happen and when they do, the help of
ACAS can be sought. ACAS was set up by the government in 1975 as an
independent body with the responsibility of preventing and resolving
industrial disputes. It provides the following services:
Advice: to employers, trade unions and employee associations on topics
such as payment systems, absenteeism and sickness.
Conciliation: it encourages continuation of negotiation rather than
industrial action.
Arbitration: it can act to resolve a dispute by making recommendations
that may be either binding or non-binding.

ACAS can also investigate individual cases of discrimination, and overall
has the aim of improving business practices to reduce the possibility of
industrial disputes.
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7KH�YDOXH�RI�JRRG�HPSOR\HU̢
HPSOR\HH�UHODWLRQV
The value of good employer–employee relations can be seen in the
following areas:
Productivity. Where relations are good, employees are more likely to be
committed and motivated, leading to higher productivity, less wastage and
better quality.
Employee loyalty. Labour turnover rates are likely to be lower and
retention rates higher.
Decision-making. Decisions are likely to be taken faster, and the
introduction of change is likely to be easier.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�RXWOLQH�$&$6ÿV�PDLQ�UHVSRQVLELOLW\�

$QVZHU�RQ�S�����

([DP�SUDFWLFH

/DERXU�SUREOHPV�DW�;<=�SOF

;<=�KDV�EHHQ�VWUXJJOLQJ�WR�PHHW�LWV�KXPDQ�UHVRXUFH�WDUJHWV
IRU�D�QXPEHU�RI�\HDUV�

� ;<= ,QGXVWU\�DYHUDJH

/DERXU�WXUQRYHU ��� ���

/DERXU�SURGXFWLYLW\ �� ���

8QLW�ODERXU�FRVWV ϗ�� ϗ�

0DQDJLQJ�GLUHFWRU�+DUYH\�-RQHV�KDV�GHFLGHG�RQ�D�UDGLFDO
FKDQJH�RI�DSSURDFK��+H�ZDQWV�WR�PRYH�IURP�WKH�FXUUHQW�KDUG
PDQDJHPHQW�DSSURDFK�WR�D�VRIW�DSSURDFK��7KLV�ZLOO�LQYROYH
IODWWHQLQJ�WKH�SUHVHQW�WDOO�KLHUDUFKLFDO�VWUXFWXUH�DQG�D
VLJQLILFDQW�DPRXQW�RI�MRE�UHGHVLJQ��+H�ZDV�SDUWO\
LQIOXHQFHG�LQ�WKLV�GHFLVLRQ�E\�DQ�DUWLFOH�KH�UHDG�RQ�WKH
+DFNPDQ�DQG�2OGKDP�MRE�FKDUDFWHULVWLFV�PRGHO�DQG�WKH
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LPSRUWDQFH�RI�GHVLJQLQJ�MREV�ZLWK�PRWLYDWLRQDO�SURSHUWLHV�
)XUWKHU�UHDGLQJ�UHODWHG�WR�WKH�PRWLYDWLRQDO�WKHRULHV�DQG
SDUWLFXODUO\�WR�+HU]EHUJ�VXJJHVWHG�WKDW�LI�MREV�DUH
UHGHVLJQHG�DSSURSULDWHO\��NH\�PRWLYDWLRQDO�LQIOXHQFHV�FDQ
OHDG�WR�VLJQLILFDQW�LPSURYHPHQWV�LQ�ZRUNIRUFH�SHUIRUPDQFH�

/DERXU�UHODWLRQV�KDYH�QRW�EHHQ�JRRG�DW�;<=�DQG�WKH�NH\�WR
WKH�VXFFHVV�RI�+DUYH\ÿV�SODQ�ZLOO�EH�LQ�SHUVXDGLQJ�WKH
ZRUNIRUFH�WR�DFFHSW�WKH�LGHDV��)RU�WKLV�WR�KDSSHQ�
HIIHFWLYH�FRPPXQLFDWLRQ�ZLOO�EH�QHFHVVDU\�

4XHVWLRQV

D��'LVWLQJXLVK�EHWZHHQ�D�KDUG�DQG�VRIW�DSSURDFK�WR
PDQDJHPHQW�

>�@
E��([SODLQ�WKH�SRVVLEOH�LPSOLFDWLRQV�IRU�;<=�RI�PLVVLQJ�LWV

KXPDQ�UHODWLRQV�WDUJHWV�
>�@

F��$QDO\VH�WKH�SRWHQWLDO�EHQHILWV�IRU�;<=�RI�MRE�UHGHVLJQ�
>�@

G��7R�ZKDW�H[WHQW�GR�\RX�EHOLHYH�PRWLYDWLRQDO�WKHRULHV�DUH
XVHIXO�LQ�SUDFWLFH"

>��@

$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�

6HWWLQJ�KXPDQ�UHVRXUFH�REMHFWLYHV
��WKH�YDOXH�RI�VHWWLQJ�DQG�WKH�LQWHUQDO�DQG�H[WHUQDO
LQIOXHQFHV�RQ�KXPDQ�UHVRXUFH�REMHFWLYHV

$QDO\VLQJ�KXPDQ�UHVRXUFH�SHUIRUPDQFH
��WKH�XVH�RI�GDWD�LQ�KXPDQ�UHVRXUFH�SODQQLQJ�LQFOXGLQJ�WKH
FDOFXODWLRQ�RI�ODERXU�WXUQRYHU�DQG�UHWHQWLRQ��ODERXU
SURGXFWLYLW\��HPSOR\HH�FRVWV�DV�D�SHUFHQWDJH�RI�WXUQRYHU
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DQG�XQLW�ODERXU�FRVW

0DNLQJ�KXPDQ�UHVRXUFH�GHFLVLRQV��LPSURYLQJ
RUJDQLVDWLRQDO�GHVLJQ�DQG�PDQDJLQJ�KXPDQ
UHVRXUFH�IORZ
��LQIOXHQFHV�RQ�MRE�GHVLJQ�ü�+DFNPDQ�DQG�2OGKDP�PRGHO
��LQIOXHQFHV�RQ�RUJDQLVDWLRQDO�GHVLJQ�LQFOXGLQJ�DXWKRULW\�
VSDQ��KLHUDUFK\��GHOHJDWLRQ��FHQWUDOLVDWLRQ�DQG
GHFHQWUDOLVDWLRQ
��WKH�YDOXH�RI�FKDQJLQJ�RUJDQLVDWLRQDO�GHVLJQ
��KRZ�PDQDJLQJ�KXPDQ�UHVRXUFH�IORZ�KHOSV�PHHW�KXPDQ
UHVRXUFH�REMHFWLYHV

0DNLQJ�KXPDQ�UHVRXUFH�GHFLVLRQV��LPSURYLQJ
PRWLYDWLRQ�DQG�HQJDJHPHQW
��WKH�EHQHILWV�RI�D�PRWLYDWHG�DQG�HQJDJHG�ZRUNIRUFH�DQG�KRZ
WR�LPSURYH�LW
��WKH�YDOXH�RI�WKHRULHV�RI�PRWLYDWLRQ�ü�7D\ORU��0DVORZ�DQG
+HU]EHUJ
��ILQDQFLDO�DQG�QRQ�ILQDQFLDO�PHWKRGV�RI�PRWLYDWLRQ�DQG
LQIOXHQFHV�RQ�WKHLU�FKRLFH�DQG�HIIHFWLYHQHVV

0DNLQJ�KXPDQ�UHVRXUFH�GHFLVLRQV��LPSURYLQJ
HPSOR\HU̢HPSOR\HH�UHODWLRQV
��WKH�YDOXH�RI�JRRG�HPSOR\HU̢HPSOR\HH�UHODWLRQV
��LQIOXHQFHV�RQ�DQG�PHWKRGV�RI�HPSOR\HH�LQYROYHPHQW
LQFOXGLQJ�WUDGH�XQLRQV�DQG�ZRUNV�FRXQFLOV
��KRZ�WR�PDQDJH�DQG�LPSURYH�HPSOR\HU̢HPSOR\HH�UHODWLRQV
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��$QDO\VLQJ�WKH�VWUDWHJLF
SRVLWLRQ�RI�D�EXVLQHVV

0LVVLRQ��FRUSRUDWH�REMHFWLYHV�DQG
VWUDWHJ\

,QIOXHQFHV�RQ�WKH�PLVVLRQ�RI�D
EXVLQHVV
The mission of a business defines what an organisation is, why it exists
and its reason for being. It is a declaration of its core purpose and focus.
Two examples of mission statements are given on p. 7. A number of
factors will influence the mission statement of a firm.

3KLORVRSK\�DQG�YDOXHV

The philosophy is the set of beliefs and principles that a business works
toward and explains its overall goals and purpose. It is also likely to
outline the values of the business, which are often a reflection of the
leaders’ values. A good example of this is the philosophy of online shoe
retailer Zappos, which was created by Tony Hsieh. Other examples are the
philosophies of Apple and Google. This is important as it gives employees
a true sense of direction and purpose. The philosophy itself may also be
influenced by the size of the business, its ownership and the activities
undertaken.

7KH�HQYLURQPHQW�LQ�ZKLFK�LW�RSHUDWHV

This is related to the external environment in which the business operates
and includes such factors as the state of the economy, the level of
competition and government regulation.
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([DP�WLS

7KLV�VHFWLRQ�EXLOGV�RQ�WKH�ZRUN�FRYHUHG�LQ�&KDSWHU����,W
PLJKW�EH�XVHIXO�WR�UHYLHZ�WKH�VHFWLRQ�RQ�XQGHUVWDQGLQJ�WKH
QDWXUH�DQG�SXUSRVH�RI�EXVLQHVV�
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,QWHUQDO�DQG�H[WHUQDO�LQIOXHQFHV�RQ
FRUSRUDWH�REMHFWLYHV�DQG�GHFLVLRQV
Corporate objectives are those that relate to the business as a whole.
They will be well defined, quantifiable, measurable, realistic goals that are
likely to be set in a specified time frame (SMART). The corporate
objectives set will be the means by which a business achieves its mission.
They will lead to the development of the corporate strategy which, as
shown in Figure 7.1, leads to the development of strategies in each of the
functional areas as well as, in some cases, social strategies.

The corporate objectives are influenced by a number of factors that may be
either internal or external.

,QWHUQDO�IDFWRUV

%XVLQHVV�RZQHUVKLS

The different forms of business ownership were discussed in Chapter 1
and the type of ownership is likely to have an impact on objectives and
decisions. For example, sole traders and private limited companies will not
be subject to the pressures of short termism and can focus more on the
long-term value creation of the business. Also, whether the business is
profit or non-profit making will have an impact on objectives and
decisions.

%XVLQHVV�FXOWXUH

Business culture refers to the collective beliefs, values and attitudes
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within a business. Put simply, it is ‘the way we do things around here’. For
decisions to be implemented successfully, they must align fully with the
organisational culture. This is discussed in more detail on in Chapter 10.

%XVLQHVV�SHUIRUPDQFH

The performance of a business has an impact on decision-making as this
has an effect on the resources available. Typically this is associated with
finance available and the access to finance, but it can also be related to
other resources such as human resources. A poorly performing business
might struggle to employ and keep its employees whereas a strongly
performing business is more likely to be able to attract and keep the best
employees.

([WHUQDO�IDFWRUV

3UHVVXUHV�IRU�VKRUW�WHUPLVP

Short termism refers to the excessive focus of decision-makers on short-
term goals at the expense of longer-term objectives. The focus tends to be
on short-term profit and return to shareholders with insufficient attention
being paid to strategy, fundamentals and the long-term value creation of an
organisation. The causes of short termism might include pressure from
investors for short-term outcomes, the fact directors positions are
dependent on shareholders and the frequency of financial reporting and
scrutiny of the media. All of these causes may deter directors from
undertaking the investment expenditure necessary for long-term value
creation because of its short-term potential negative impact on finances
and share price.

([DP�WLS

6KRUW�WHUPLVP�LV�DERXW�UHVXOWV��$�JRRG�DQDORJ\�WR�KHOS
UHPHPEHU�LWV�PHDQLQJ�LV�RQH�RI�IRRWEDOO�FOXE�PDQDJHUV��,I
UHVXOWV�DUH�EDG��WKH\�TXLFNO\�ILQG�WKHPVHOYHV�RXW�RI�D�MRE�
7KLV�LV�WKH�IHDU�RI�&(2V��LI�WKH\�GR�QRW�SURGXFH�UHVXOWV
�SURILW���WKH\�WRR�FDQ�ILQG�WKHPVHOYHV�RXW�RI�D�MRE�

7\SLFDO�PLVWDNH

'R�QRW�YLHZ�VKRUW�WHUPLVP��FRQFHQWUDWLQJ�RQ�VKRUW�WHUP
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JRDOV��DV�DOZD\V�EHLQJ�D�SUREOHP��,W�LV�RQO\�D�SUREOHP�ZKHQ
ORQJ�WHUP�JRDOV�DUH�QHJOHFWHG�

Other external factors might include the following:
  changes in the economy
  government policy
  environmental factors
  demographic trends
  competitors’ actions
  technology
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7KH�GLVWLQFWLRQ�EHWZHHQ�VWUDWHJ\
DQG�WDFWLFV
The terms strategy and tactics are often used interchangeably and can be
confused. However, it is important to recognise the distinction between the
two terms, as shown in Table 7.1. Strategy is about choosing the best plan
for achieving long-term goals whereas tactics are the short-term actions or
means of achieving those goals: in other words, strategy is what needs to
be achieved and tactics are how it will be achieved.

7DEOH�����7KH�GLVWLQFWLRQ�EHWZHHQ�VWUDWHJ\�DQG�WDFWLFV

6WUDWHJ\ 7DFWLFV

:KDW�DUH�ZH�WU\LQJ�WR
DFFRPSOLVK"

+RZ�ZLOO�ZH�DFFRPSOLVK�LW"

:KDW�DUH�ZH�WU\LQJ�WR
DFFRPSOLVK"

+RZ�ZLOO�ZH�DFFRPSOLVK�LW"

0HGLXP�WR�ORQJ�WHUP 6KRUW�WHUP

3ODQV�DUH�IRUPXODWHG�DW�WKH
WRS�OHYHO�RI�PDQDJHPHQW

$FWLRQV�DUH�IRUPXODWHG�DW�WKH
PLGGOH�OHYHO�RI�PDQDJHPHQW

6WUDWHJLHV�DUH�PDGH�IRU�WKH
IXWXUH

7DFWLFV�DUH�PDGH�WR�FRSH�ZLWK
WKH�SUHVHQW
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7KH�OLQNV�EHWZHHQ�PLVVLRQ�
FRUSRUDWH�REMHFWLYHV�DQG�VWUDWHJ\
Figure 7.2 illustrates the links between the mission statement, corporate
objectives and corporate strategies.

Once a business has set its overall mission or purpose, it is in a position to
set long-term targets that will enable it to achieve or fulfil its mission.
Once targets have been set, strategies or plans can then be devised aimed
at meeting those targets and therefore fulfilling the mission.

7\SLFDO�PLVWDNH

'R�QRW�JHW�FRQIXVHG�ZLWK�WHUPLQRORJ\�DV�D�ORW�RI�WHUPV�DUH
XVHG�LQWHUFKDQJHDEO\��)RU�H[DPSOH��FRUSRUDWH�SODQ�
VWUDWHJLF�SODQ�DQG�FRUSRUDWH�VWUDWHJ\�DOO�PHDQ�HVVHQWLDOO\
WKH�VDPH�WKLQJ�
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7KH�LPSDFW�RI�VWUDWHJLF�GHFLVLRQ�
PDNLQJ�RQ�IXQFWLRQDO�GHFLVLRQ�
PDNLQJ
Strategic decisions are likely to be related to the business as a whole, to be
taken by senior management and medium to long term in nature. However,
functional decision-making refers to decisions made within the functional
areas of a business: marketing, finance, operations and human resources.
Such decisions are made by the functional managers themselves and
represent the action necessary on behalf of that function to implement and
achieve strategic decisions and targets.

For example, in order to provide a better service for their customers,
supermarkets took the strategic decision to introduce an online facility
with delivery. This decision impacted on each of the functional areas of
the business. Finance had to be found, an online facility needed to be
established as well as delivery vehicles sourced, employees needed to be
recruited and trained, and consumers needed to be made aware of the
facility. The strategic decision has to fit with the overall mission of the
business; it is what the business wants to achieve — a medium- to long-
term objective. However, the functional decisions are how the strategy or
plan will be achieved — the tactics implemented to achieve the overall
goal.
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7KH�YDOXH�RI�6:27�DQDO\VLV
SWOT analysis is a tool that analyses the internal Strengths and
Weaknesses as well as the external Opportunities and Threats of an
organisation, as shown in Figure 7.3.

Once a SWOT analysis has been undertaken, an organisation should have
a reasonable idea of what it is good at and the opportunities that might
exist, as well as an idea of its weaknesses and potential threats. From this
analysis, managers can develop strategies that build on the positives while
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trying to alleviate the negatives. The value of SWOT analysis can be
summed up as follows:

  It helps a firm to identify its core competencies, enabling it to build on its
strengths.

  It helps a firm to focus on the future, given its past and present condition.
It may identify opportunities that a firm can focus on to achieve maximum
gains.

  It is a source of strategic planning as well as marketing.
  It helps the firm to redefine and set its overall objectives.

7\SLFDO�PLVWDNH

,Q�D�6:27�DQDO\VLV��ZKHQ�ORRNLQJ�DW�WKH�VWUHQJWKV�RI�D
EXVLQHVV�GR�QRW�DXWRPDWLFDOO\�DVVXPH�D�SDUWLFXODU
FKDUDFWHULVWLF�LV�D�VWUHQJWK��)RU�H[DPSOH��D�OR\DO
ZRUNIRUFH�LV�RQO\�D�VWUHQJWK�LI�LW�FRQVLVWHQWO\�SHUIRUPV
EHWWHU�WKDQ�D�FRPSHWLWRUÿV�ZRUNIRUFH�

1RZ�WHVW�\RXUVHOI
���:KDW�LV�PHDQW�E\�WKH�SKLORVRSK\�DQG�YDOXHV�RI�D

EXVLQHVV"
���:KDW�LV�WKH�OLQN�EHWZHHQ�WKH�PLVVLRQ�RI�D�EXVLQHVV��LWV

FRUSRUDWH�REMHFWLYHV�DQG�WKH�FRUSRUDWH�VWUDWHJ\"
���:K\�PD\�VKRUW�WHUPLVP�EH�D�SUREOHP�IRU�EXVLQHVV"
���'LVWLQJXLVK�EHWZHHQ�VWUDWHJ\�DQG�WDFWLFV�
���+RZ�PLJKW�D�6:27�DQDO\VLV�KHOS�LQ�WKH�GHYHORSPHQW�RI

EXVLQHVV�VWUDWHJLHV"

$QVZHUV�RQ�S�����
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$QDO\VLQJ�WKH�H[LVWLQJ�LQWHUQDO
SRVLWLRQ�RI�D�EXVLQHVV�WR�DVVHVV
VWUHQJWKV�DQG�ZHDNQHVVHV��ILQDQFLDO
UDWLR�DQDO\VLV

+RZ�WR�DVVHVV�WKH�ILQDQFLDO
SHUIRUPDQFH�RI�D�EXVLQHVV�XVLQJ
EDODQFH�VKHHWV��LQFRPH�VWDWHPHQWV
DQG�ILQDQFLDO�UDWLRV
An organisation always needs to assess its performance in order to
determine how well it is doing in terms of achieving its mission. From the
results achieved, the management can then decide what strategic changes,
if any, need to be made. The financial performance is a key element in this
and assessment in this area is normally achieved through ratio analysis.
However, before this can be undertaken it is necessary to have an
understanding of two key financial documents: the balance sheet and the
income statement.

%DODQFH�VKHHWV

The balance sheet represents a snapshot of a business’s financial position
at a given time. It shows what a business owns (its assets) and what it owes
(its liabilities, including shareholders’ equity). The report gets its name
from the fact that the two sides of the equation must balance, as illustrated
in Figure 7.4.
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In other words, the value of the assets in a business will always be equal to
the value of the money put into a business. The structure of a balance sheet
is outlined in Figure 7.5.
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$VVHWV

Assets are listed from top to bottom in order of their liquidity, with the
least liquid at the top and the most liquid at the bottom, as follows:
Non-current (or fixed) assets. Examples include land, buildings, vehicles,
machinery and equipment. These are assets that remain in a business for
longer than 1 year.
Tangible v intangible assets. The examples of non-current assets above
can be described as tangible assets as they can be physically touched.
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However, a business might have other intangible assets that have real
value to the business but do not have a physical presence, such as patents,
trademarks, copyright, brand names and goodwill. On account of the
difficulty of valuing such assets, they are not normally included in a
balance sheet unless they have been specifically paid for, such as in a
takeover.
Current assets. These are assets owned for less than 1 year and include
inventories, receivables and cash. Inventories include any stock, work in
progress and finished products not yet sold. Receivables represent money
owed to the business for goods sold which have yet to be paid for.

/LDELOLWLHV

Liabilities on the balance sheet start with the most liquid and finish with
the least liquid, as follows:
Current liabilities. Debts of a business that will be repaid within 1 year
and include payables (creditors), overdrafts and any corporation tax or
dividends due for payment.
Non-current liabilities. Debts of a business that will be repaid in more
than 1 year and include bank loans, mortgages and debentures.
Shareholders’ equity. The money attributable to the business owners
(shareholders), including the money invested by shareholders together
with any reserves and retained earnings.

8VHIXOQHVV�RI�EDODQFH�VKHHWV

When drawing up the balance sheet, a number of important figures are
identified:
Working capital of the business. This may be shown in the balance sheet
as net current assets and is the difference between current assets and
current liabilities. It is the amount of money a business has available for
day-to-day operations such as the payment of wages and the purchase of
inventories. If a business has too little working capital, it may struggle to
make payments and run into cash-flow problems. However, it is also
important not to have too much working capital as this is an inefficient use
of resources. For example, cash sitting in a bank account is not usually
earning anything for a business.
Net assets (or net worth) of a business. This shows the overall worth of a
business to its shareholders and is the difference between non-current
assets and working capital less non-current liabilities.
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7\SLFDO�PLVWDNH

5HVHUYHV�LQ�WKH�EDODQFH�VKHHW�DUH�QRW�KHOG�LQ�FDVK�EXW�DUH
DQ�HQWU\�LQGLFDWLQJ�SDVW�SURILW�WKDW�KDV�EHHQ�UHWDLQHG�LQ
WKH�EXVLQHVV�DQG�VSHQW�RQ�IXUWKHU�QRQ�FXUUHQW�RU�IL[HG
DVVHWV�

The balance sheet can also be used to work out the following:
Capital employed. This is the value of total equity plus non-current
liabilities and is the total amount of money invested into the business.
Assets employed. This is the value of non-current assets plus current
assets. Essentially, the assets employed represent what the money invested
into the business (capital employed) has been spent on and therefore its
value is equal to the capital employed.

([DP�WLS

$OWKRXJK�\RX�ZLOO�QRW�EH�DVNHG�WR�FRQVWUXFW�D�EDODQFH�VKHHW
RU�LQFRPH�VWDWHPHQW��LW�LV�LPSRUWDQW�WKDW�\RX�IXOO\
XQGHUVWDQG�WKHLU�OD\RXW�LQ�RUGHU�WKDW�\RX�FDQ�DVVHVV�D
EXVLQHVVÿV�SHUIRUPDQFH�

,QFRPH�VWDWHPHQWV

The income statement measures a company’s financial performance over
a specific accounting period. It shows the income and expenditure over
this accounting period and the resultant profit (or loss) made. The structure
of the income statement is outlined in Figure 7.6.
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The main elements of the income statement are as follows:
Revenue (or turnover): the amount of money received from the sale of
goods and services during the trading period.
Cost of goods sold: the direct costs of producing the goods sold, such as
materials and direct labour.
Gross profit: the difference between the revenue received and the cost of
goods sold.
Expenses: the costs that are not directly related to production, such as
marketing or general administrative costs.
Operating profit: a measure of the profit or loss resulting from the day-to-
day operations of the business. It is also known as earnings before interest
and tax (EBIT).
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Finance income and expenses: this relates to interest received on
accounts that are held and interest paid out on loans.
Profit before tax: arrived at after adjusting operating profit for finance
income and expenses.
Taxation: corporation tax paid to the government.
Profit after tax: the final profit (or loss) figure, often referred to as the
bottom line.

3URILW�XWLOLVDWLRQ

Profits can be used in one of two ways and it is the responsibility of the
board of directors to decide how they are split:
Retained profit: profit kept within the business to fund expansion plans or
capital investment. Any retained profit is added to the balance sheet in the
reserve section of the liabilities and the cash section of the assets.
Distributed to shareholders: paid in the form of dividends.

([DP�WLS

(DUQLQJV�SHU�VKDUH��(36��LV�FDOFXODWHG�E\�GLYLGLQJ�WKH
SURILW�DIWHU�WD[�ILJXUH�E\�WKH�QXPEHU�RI�VKDUHV��7KH
GLYLGHQG�SHU�VKDUH�LV�FDOFXODWHG�E\�GLYLGLQJ�WKH�SURILW�IRU
GLVWULEXWLRQ�E\�WKH�QXPEHU�RI�VKDUHV�

3URILW�TXDOLW\

Profit quality is the degree to which profit is likely to continue into the
future, i.e. the sustainability of the profit. For example, it is important to
check that profit has not resulted from one-off items such as the sale of an
asset, something that will not be repeated in the future.

)LQDQFLDO�UDWLRV

Although both the balance sheet and the income statement provide useful
information regarding the performance of a business, this information can
be analysed further through the use of ratio analysis. Four areas for ratio
analysis are outlined in the specification.

3URILWDELOLW\��UHWXUQ�RQ�FDSLWDO�HPSOR\HG�

Profitability refers to the capacity of a business to make profit, and
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profitability ratios assess its ability to generate profit. Profit margins have
been looked at in Chapter 5. These show the percentage of profit generated
from each £ of revenue. There is one further ratio to investigate in the
specification: the return on capital employed (ROCE). This ratio measures
how efficiently a business generates profit from the capital employed
(equity plus non-current liabilities).

The figure for ROCE is expressed as a percentage. We would expect a
figure above the rate at which the business borrows money – typically
above 20%. The actual figure achieved, however, will vary from industry
to industry and business to business according to circumstances.

/LTXLGLW\��FXUUHQW�UDWLR�

Liquidity measures the extent to which a business is able to pay its short-
term debts. Many business failures result from a lack of cash and an
inability to pay short-term debts. An investigation into a business’s
liquidity position through ratios can therefore provide a valuable insight
into this issue. The specification only requires that the current ratio is
known and understood. This is calculated as follows:

The current ratio demonstrates a business’s ability to pay its short-term
debts from its short-term assets. A result of 2 : 1 indicates the business can
pay its debts twice over. In the past a figure of 2 : 1 was recommended, but
this is now not the case as firms can operate comfortably on a figure
around 1.5 : 1, although this varies from business to business and industry
to industry. What is clear from the current ratio is that a figure less than 1 :
1 could present problems and a figure greater than 2 : 1 could indicate an
inefficient management of resources.

7\SLFDO�PLVWDNH

-XVW�EHFDXVH�D�EXVLQHVV�KDV�D�FXUUHQW�UDWLR�RI�OHVV�WKDQ
���������GR�QRW�DXWRPDWLFDOO\�DVVXPH�LW�LV�EDG��7KH�ILJXUH
QHHGV�WR�EH�FRPSDUHG�WR�WKH�LQGXVWU\�DYHUDJH�DQG�SUHYLRXV
\HDUVÿ�ILJXUHV�LQ�RUGHU�WR�PDNH�D�XVHIXO�MXGJHPHQW�
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*HDULQJ

The capital structure of a business can be analysed further through the
gearing ratio. It is calculated as follows:

Gearing investigates whether or not a business is at risk from increases in
interest rates and falling profit. A figure above 50% is considered high
gearing and could cause problems with servicing debt should profit fall or
interest rates rise. A figure below 50% is low gearing and allows a
business greater flexibility should profit levels fall or interest rates rise.
The gearing ratio helps analyse the longer-term liquidity position of a
business.

([DP�WLS

'R�QRW�DOZD\V�DVVXPH�D�KLJKO\�JHDUHG�EXVLQHVV�LV�ULVN\��,I
D�EXVLQHVV�KDV�KLJK�OHYHOV�RI�SURILWDELOLW\�WKDW�DUH
VXVWDLQDEOH��LW�PD\�EH�OLWWOH�DIIHFWHG�E\�KLJK�JHDULQJ�
MXVW�DV�D�ORZ�JHDUHG�EXVLQHVV�ZLWK�XQVXVWDLQDEOH�SURILWV
FRXOG�IDFH�SUREOHPV�

(IILFLHQF\�UDWLRV

Efficiency ratios are used to analyse how well a business uses its assets
and liabilities internally. The specification details three ratios in this area:
payables days, receivables days and inventory turnover.

Payables days
This ratio calculates the average number of days a business takes to pay its
bills. It is calculated as follows:

A business might look to achieve a figure that is higher than its receivable
days: in other words, money comes in before it has to be paid out, although
this is not always possible. A business might also look to improve its own
liquidity position by increasing the payable days figure, but this could
damage its relationship with suppliers and lead to higher payments.
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7\SLFDO�PLVWDNH

6WXGHQWV�KDYH�D�KDELW�RI�QRW�VKRZLQJ�WKHLU�ZRUNLQJV�ZKHQ
PDNLQJ�FDOFXODWLRQV��'R�QRW�IDOO�LQWR�WKLV�WUDS�DV�PDUNV
FDQ�EH�HDUQHG�IRU�WKH�FRUUHFW�LGHQWLILFDWLRQ�RI�ILJXUHV�DQG
WKH�ZRUNLQJV�XQGHUWDNHQ��HYHQ�LI�WKH�ILQDO�DQVZHU�LV
LQFRUUHFW�

Receivables days
This ratio shows the number of days it takes to convert receivables into
cash and is calculated as follows:

This shows the number of days it takes to collect payments; the lower the
figure, the better. This is important as allowing customers lengthy credit
periods can lead to cash-flow problems.

([DP�WLS

+DYLQJ�D�KLJK�ILJXUH�IRU�UHFHLYDEOHV�GD\V�PD\�DFW�DV�D�863
IRU�D�EXVLQHVV�DQG�DQ\�DWWHPSW�WR�UHGXFH�LW�FRXOG�UHVXOW�LQ
GLVVDWLVILHG�FXVWRPHUV�

Inventory turnover
This efficiency ratio calculates the number of times per period a business
sells and replaces its entire stock of inventories. It is calculated as follows:

A high inventory turnover in general indicates efficient operations but in
analysing the figure it needs to be compared to the industry average.
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7KH�YDOXH�RI�ILQDQFLDO�UDWLRV�ZKHQ
DVVHVVLQJ�SHUIRUPDQFH
Analysing a business’s financial performance through ratio analysis can be
a useful tool, but analysts need to be aware of its limitations.

&RPSDULVRQV

On their own, ratios tell analysts little; to be useful, the figures need to be
compared against previous years’ results to see if there is an improving or
declining trend. Only by undertaking such a comparison can analysts judge
if a business is doing better, worse or about the same as in previous years.
A further comparison that can be made is with other businesses in the
same industry. This is important; although a business may be showing
improving trends, others in the same industry may be improving at a faster
rate and the reasons for this may need to be investigated. On the other
hand, although figures may be declining, it may be at a slower rate than
others in the industry, which may indicate that the business is coping better
with worsening economic conditions.

+LVWRULFDO

It should also be remembered that any ratios calculated are based on past
results and are not necessarily an indicator of future performance. Changes
in the economy, the actions of competitors, advancements in technology
etc. can all have an impact on future performance.

þ:LQGRZ�GUHVVLQJÿ

Sometimes, financial statements can be ‘dressed up’ to make them appear
better than they are. For example, ‘window dressing’ can improve the
impact of one-off events such as the sale of an asset on the profit figure.
We have already looked at the problem of valuing intangibles such as a
brand name and goodwill, which could be used to create an inflated value
for the business. It is also possible to artificially improve the liquidity
position of a business, such as by short-term borrowing to improve the
cash position or by bringing sales forward to improve revenue.
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/LPLWHG�IRFXV

Ratio analysis focuses on just the financial performance of a business,
which makes it limited in scope. It ignores other areas, such as the market
and the position of the business and its competitors in that market,
technological advancement and the economic environment, all of which
can have an impact on a business.

However, if the limitations outlined above are taken into account, there is
no doubt that ratio analysis can provide an excellent indicator of business
performance.

7\SLFDO�PLVWDNH

:KHQ�XQGHUWDNLQJ�UDWLR�DQDO\VLV��GR�QRW�MXPS�WR
FRQFOXVLRQV��MXVW�EHFDXVH�D�SDUWLFXODU�UDWLR�ORRNV�EDG�
WKLV�GRHV�QRW�QHFHVVDULO\�PHDQ�LW�LV��7KHUH�PD\�EH�DQ
H[SODQDWLRQ�IRU�LW��ZKLFK�XQGHUOLQHV�WKH�LPSRUWDQFH�RI
UHDGLQJ�DQ\�FDVH�VWXG\�PDWHULDO�FDUHIXOO\�

([DP�WLS

:KHQ�DQDO\VLQJ�D�EXVLQHVVÿV�ILQDQFLDO�SRVLWLRQ�WKURXJK
UDWLR�DQDO\VLV��ORRN�IRU�WUHQGV�RU�PDNH�FRPSDULVRQV�ZLWK
WKH�LQGXVWU\�DYHUDJH�LQ�RUGHU�WR�UHDFK�MXVWLILHG
FRQFOXVLRQV�

1RZ�WHVW�\RXUVHOI
�����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þSURILW�TXDOLW\ÿ

DQG�ZK\�LV�LW�LPSRUWDQW"
�����'LVWLQJXLVK�EHWZHHQ�JURVV�SURILW��RSHUDWLQJ�SURILW�DQG

SURILW�IRU�WKH�\HDU�
�����8VLQJ�H[DPSOHV��GLVWLQJXLVK�EHWZHHQ�OLDELOLWLHV�DQG

DVVHWV�
�����([SODLQ�ZK\�D�EXVLQHVV�VKRXOG�QRW�KDYH�WRR�PXFK�RU�WRR

OLWWOH�ZRUNLQJ�FDSLWDO�
����,Q�DVVHVVLQJ�D�EXVLQHVVÿV�ILQDQFLDO�SRVLWLRQ��QDPH�WZR

UDWLRV�\RX�PLJKW�XVH�DQG�VXJJHVW�RQ�ZKDW�EDVLV�\RX
FRXOG�PDNH�D�MXGJHPHQW�DV�WR�ZKHWKHU�WKH�EXVLQHVV�KDV
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LPSURYHG�LWV�SRVLWLRQ�
����:K\�LV�DQ�XQGHUVWDQGLQJ�RI�JHDULQJ�XVHIXO�ZKHQ�PDNLQJ�D

PDMRU�FDSLWDO�LQYHVWPHQW"
����6XJJHVW�WKUHH�OLPLWDWLRQV�RI�UDWLR�DQDO\VLV�

$QVZHUV�RQ�S�����
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$QDO\VLQJ�WKH�H[LVWLQJ�LQWHUQDO
SRVLWLRQ�RI�D�EXVLQHVV�WR�DVVHVV
VWUHQJWKV�DQG�ZHDNQHVVHV��RYHUDOO
SHUIRUPDQFH
The overall success of a business is not determined by its financial
performance alone. In order to complete the analysis of the strengths and
weaknesses of a business’s internal position, it is necessary to investigate
data from the other functional areas, such as marketing, operations and
human resources.
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+RZ�WR�DQDO\VH�GDWD�RWKHU�WKDQ
ILQDQFLDO�VWDWHPHQWV�WR�DVVHVV�WKH
VWUHQJWKV�DQG�ZHDNQHVVHV�RI�D
EXVLQHVV

0DUNHWLQJ�GDWD

In Chapter 3 possible marketing objectives such as sales volume and value,
market share and sales growth were investigated and these can provide
numerical evidence of a business’s performance. However, there is a
wealth of additional data on areas such as consumer behaviour, the market
itself and competition which a business’s performance can be judged
against.

2SHUDWLRQV�GDWD

The operational objectives investigated in Chapter 4 included measures
such as productivity, unit costs and capacity utilisation, as well as
measures of quality. Again, these can be used to assess a business’s
performance.

+XPDQ�UHVRXUFH�GDWD

In terms of human resource data, Chapter 6 investigated such measures as
labour productivity, absenteeism, labour turnover and labour cost per unit.
A well-motivated, loyal and engaged workforce is likely to be considered a
strength for a business and therefore human resource data can be a good
indicator of a business’s performance.

As with financial ratios, any performance measures from other functional
areas need to be compared to make them useful. This might be with
previous years’ figures, other businesses in the same industry or the
industry as a whole. It is also important to recognise that the relative
importance of any one piece of data is likely to vary from business to
business, depending on the nature of production, the market, technological
advancement and the external environment. Remember that any measures
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used are also a reflection of the past rather than what might happen in the
future.
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7KH�LPSRUWDQFH�RI�FRUH�FRPSHWHQFLHV
Another way of looking at the relative strengths of a particular business is
that of core competencies. This is a relatively new concept originating
from a Harvard Business Review article in 1990. Core competencies give a
company one or more competitive advantages in creating and delivering
value to its customers in its chosen market: they are the main strengths or
strategic advantages of a business. Theoretically, core competencies
should be difficult for competitors to replicate and they provide
opportunities for a business to expand into new markets, as well as
providing significant benefits to customers. Examples of core
competencies include Apple’s design capabilities and Netflix’s content-
delivery platform.

Competencies need to be nurtured and protected, and unlike physical
assets that deteriorate over time they can be enhanced as they are applied.
As a result, once a core competency has been identified, a strategy needs
to be developed in order to maximise its potential.

However, there have been some criticisms of core competencies, such as
the problems associated with outsourcing. In order to focus on core
competencies, a business may lose some control of other areas, which may
affect its overall performance. It must also be recognised that things
change over time and a business must be prepared to move with the times.
Kodak is a good example of a business that focused on its core
competency of film products and as a result missed the rise of the digital
age.
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$VVHVVLQJ�VKRUW��DQG�ORQJ�WHUP
SHUIRUPDQFH
The problem of short termism was covered on p. 115 and refers to the
excessive focus on short-term results at the expense of long-term interests.
The measures of financial performance do perhaps focus too heavily on
the short term and the need to satisfy ever-more demanding shareholders.
In fast-changing industries such as social media and technology, this may
not necessarily be a problem as it is essential to keep up to date and move
with the times. In these fast-changing industries, a business cannot simply
pass off a fall in profit or return on capital employed: it has to tackle any
underlying problems head on.

([DP�WLS

,Q�D�IDVW�FKDQJLQJ�LQGXVWU\��VKRUW�WHUPLVP�PD\�QRW�EH�D
SUREOHP�DV�SURILW�JHQHUDWLRQ�LV�HVVHQWLDO�IRU�IXWXUH
GHYHORSPHQW�

However, there is an argument that businesses should be acting in the
interests of all stakeholders, not just shareholders. They should be looking
for long-term, sustainable shareholder value and not just short-term profit.
This might be achieved through investment in research and development
of new products and processes, together with a focus on achieving
customer satisfaction and loyalty as well as employee engagement and
loyalty. Attention paid to these areas in the short term may have a high
financial cost initially but could lead to more sustainable profit in the
future.

264



7KH�YDOXH�RI�GLIIHUHQW�PHDVXUHV�RI
DVVHVVLQJ�EXVLQHVV�SHUIRUPDQFH
Assessing organisational performance to see how well a business is doing
in terms of its mission and goals is a vital aspect of strategic management
in order to determine what strategic changes need to be made. The
performance measures looked at so far focus heavily on financial
performance based on past performance and are often short term in nature.
As a result, a number of alternative methods of assessing organisational
performance have been put forward in recent years, two of which are
included in the specification.

.DSODQ�DQG�1RUWRQÿV�%DODQFHG�6FRUHFDUG
PRGHO

Proposed by Kaplan and Norton in 1992, the Balanced Scorecard model
attempts to achieve a balance between financial and other measures of
performance that can lead to sustained, long-term performance. The model
recommends that managers track a small number of key measures that
collectively measure four dimensions: financial, customer, internal
business process, and learning/growth. This is shown in Figure 7.7.
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The four dimensions need to be measured, analysed and improved
together, ignoring any one dimension could result in a business losing
balance and failing to thrive. Although initially popular with organisations,
the model is less so today. It is complex, some areas can be difficult to
quantify, and achieving the right balance between each dimension can be
difficult and dependent on the compiler’s perspective. However, there is
no doubt that it provides a broader view that may detect weaknesses early,
as well as allowing employees to see their importance within an
organisation and thereby acting as a motivator.

(ONLQJWRQÿV�7ULSOH�%RWWRP�/LQH

First used in 1994, the Triple Bottom Line concept emphasises the three
Ps: Profit (economic concerns), People (social concerns) and Planet
(environmental concerns), which are also known as the ‘three pillars’. The
model (Figure 7.8) was mainly intended to advance the idea of
sustainability in business practice.

  In terms of profit, it means the economic value of the business in relation
to the benefit to the surrounding community and society.

  In terms of people, it means fair practices in labour employment and in the
community in which it operates.
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  In terms of planet, it means the use of sustainable environmental practices
and the reduction of environmental impacts.

As a way of looking at a business’s social responsibility, this approach
perhaps has some merit, but in measuring business performance it has
some problems. The biggest issue is that of comparing profit, which is
measured in cash terms, with people and planet, which are difficult to
quantify in the same way. As a result, the Triple Bottom Line concept has
become less popular.

([DP�WLS

7ULSOH�%RWWRP�/LQH�PD\�KHOS�D�FRPSDQ\�EHFRPH�PRUH�VRFLDOO\
DQG�HQYLURQPHQWDOO\�FRQVFLRXV��SDUWLFXODUO\�QRZ�WKDW
FRUSRUDWH�VRFLDO�UHVSRQVLELOLW\��&65��KDV�EHFRPH�PXFK�PRUH
LPSRUWDQW��)RU�H[DPSOH��1LNH�KDV�FKDQJHG�LWV�HPSOR\PHQW
SUDFWLFHV�LQ�RYHUVHDV�FRXQWULHV�ZKHUHDV�6WDUEXFNV�SHUKDSV
JRHV�D�VWDJH�IXUWKHU�ZLWK�D�VXVWDLQDELOLW\�VWUDWHJ\�RI
VXSSRUWLQJ�JURZHUV�DQG�XVLQJ�HQYLURQPHQWDOO\�IULHQGO\
QDSNLQV�DQG�FXSV��DV�ZHOO�DV�WDNLQJ�FDUH�RI�LWV�HPSOR\HHV�

1RZ�WHVW�\RXUVHOI
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����)RU�HDFK�RI�WKH�IROORZLQJ�IXQFWLRQDO�DUHDV�ü
PDUNHWLQJ��RSHUDWLRQV�DQG�KXPDQ�UHVRXUFHV�ü�GUDZ�D
WDEOH�WR�VKRZ�WZR�SHUIRUPDQFH�PHDVXUHV�DQG�WKHLU
IRUPXODH�

����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þFRUH
FRPSHWHQFLHVÿ"

����2XWOLQH�RQH�EHQHILW�DQG�RQH�GUDZEDFN�RI�.DSODQ�DQG
1RUWRQÿV�%DODQFHG�6FRUHFDUG�PRGHO�

����%ULHIO\�RXWOLQH�
�������D���WKH�IRXU�HOHPHQWV�RI�WKH�%DODQFHG�6FRUHFDUG

PRGHO
�������E���WKH�WKUHH�DVSHFWV�RI�WKH�7ULSOH�%RWWRP�/LQH�

$QVZHUV�RQ�S�����

([DP�SUDFWLFH

3L]]D�'UHDPV�SOF

3DXO�6DJHEUXVK�HVWDEOLVKHG�3L]]D�'UHDPV�SOF�LQ�������,W�QRZ
RSHUDWHV�����WDNHDZD\�VWRUHV�DFURVV�WKH�8.�DQG�,UHODQG�
VHOOLQJ�SL]]D�DQG�RWKHU�VLPSOH�IDVW�IRRG��,W�RIIHUV�D�KRPH
GHOLYHU\�VHUYLFH�WKDW�KDV�UHFHLYHG�SUDLVH�IRU�LWV�VSHHG�DQG
HIILFLHQF\��3DXO�DQG�WKH�RWKHU�FRPSDQ\�GLUHFWRUV�KROG�ODUJH
QXPEHUV�RI�VKDUHV�LQ�WKH�EXVLQHVV��7KH�FRPSDQ\ÿV�HDUO\
JURZWK�ZDV�VSHFWDFXODU��DOWKRXJK�LW�KDV�VORZHG�LQ�UHFHQW
\HDUV��,W�KDV�UHFHQWO\�IDFHG�WRXJK�FRPSHWLWLRQ�IURP�ULYDOV
VXFK�DV�'RPLQRÿV�DQG�SULFHV�LQ�WKH�SL]]D�PDUNHW�KDYH�EHHQ
GULIWLQJ�GRZQZDUGV�IRU�WKH�ODVW���\HDUV�

2YHU�WKH�ODVW�\HDU��WKH�PDUNHW�IRU�SL]]DV�KDV�JURZQ�E\
������'HPDQG�IRU�SL]]DV�LV�SULFH�HODVWLF��WKH�ODWHVW
HVWLPDWH�ZDV�̢�����$�PDMRU�FRPSHWLWRU�FXW�LWV�SULFHV�E\���
ODVW�\HDU�DQG�ZDV�VWLOO�DEOH�WR�DFKLHYH�D�52&(�RI�������
$IWHU�LWV�LQLWLDO�RSHQLQJ�SURPRWLRQV��3L]]D�'UHDPV�KDV
UHOLHG�DOPRVW�H[FOXVLYHO\�RQ�ZRUG�RI�PRXWK�DGYHUWLVLQJ�
2WKHU�WKDQ�LWV�FKHIV��LW�UHOLHV�RQ�SDUW�WLPH�HPSOR\HHV�
PDLQO\�VWXGHQWV��ZKLFK�UHVXOWV�LQ�D�KLJK�ODERXU�WXUQRYHU
ILJXUH��$W�WLPHV��WKLV�KDV�DIIHFWHG�WKH�HIILFLHQF\�RI�LWV
GHOLYHU\�VHUYLFH�
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7KH�IROORZLQJ�LV�DQ�H[WUDFW�IURP�WKH�FRPSDQ\ÿV�DFFRXQWV�

)LQDQFLDO�LWHP 7KLV�ILQDQFLDO�\HDU
�ϗ����

/DVW�ILQDQFLDO�\HDU
�ϗ����

6DOHV�WXUQRYHU ������ ������

2SHUDWLQJ�SURILW ������� �������

&XUUHQW�DVVHWV ������� �������

&XUUHQW
OLDELOLWLHV

������� �������

1RQ�FXUUHQW
OLDELOLWLHV

������ ������

7RWDO�HTXLW\ ������ ������

7RWDO�GLYLGHQGV ������� ��������

$OWKRXJK�3DXO�EHOLHYHV�KLV�EXVLQHVV�LV�ILQDQFLDOO\
VXFFHVVIXO��WKH�VKDUH�SULFH�KDV�IDOOHQ�RYHU�WKH�ODVW���
PRQWKV�IURP����S�WR����S�

4XHVWLRQV

D��([SODLQ�ZK\�WKH�%DODQFHG�6FRUHFDUG�PRGHO�PLJKW�EH�D
EHWWHU�ZD\�RI�DVVHVVLQJ�3L]]D�'UHDPVÿV�SHUIRUPDQFH
UDWKHU�WKDQ�MXVW�ORRNLQJ�DW�LWV�ILQDQFLDO�SHUIRUPDQFH�

>�@
E��3DXO�VD\V�KLV�EXVLQHVV�LV�ILQDQFLDOO\�VXFFHVVIXO��7R

ZKDW�H[WHQW�GR�\RX�DJUHH�ZLWK�KLV�YLHZ"��<RX�VKRXOG�XVH
UHOHYDQW�FDOFXODWLRQV�WR�VXSSRUW�\RXU�DQVZHU��

>��@

$QVZHUV�DQG�TXLFN�TXL]��$�RQOLQH
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$QDO\VLQJ�WKH�H[WHUQDO�HQYLURQPHQW
WR�DVVHVV�RSSRUWXQLWLHV�DQG
WKUHDWV��SROLWLFDO�DQG�OHJDO�FKDQJH
Continuing the SWOT analysis approach (see p. 117), we now turn to the
external opportunities and threats faced by a business. In terms of the
political and legal environment, the specification requires ‘a broad
understanding of the scope and effects of UK and EU law related to
competition, the labour market and environmental legislation’. It also
requires an understanding of ‘the impact of UK and EU government policy
related to enterprise, the role of regulators, infrastructure, the environment
and international trade’.
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7KH�LPSDFW�RI�FKDQJHV�LQ�WKH
SROLWLFDO�DQG�OHJDO�HQYLURQPHQW�RQ
VWUDWHJLF�DQG�IXQFWLRQDO�GHFLVLRQ�
PDNLQJ

7KH�VFRSH�DQG�HIIHFWV�RI�8.�DQG�(8�ODZ

In order to avoid incrimination, strategic and functional decisions must be
formed and undertaken within the UK and EU legal framework. This
covers the following areas.

&RPSHWLWLRQ

The objective of competition law is to promote economic efficiency
through the sound development of the market economy and to protect the
consumer from excessive market power. This has resulted in a number of
important laws designed to promote healthy competition and prevent anti-
competitive practices. These are designed to prevent businesses taking
advantage of a dominant market position (greater than 40% market share)
or forming cartels or other trade agreements such as price fixing, which
could be used to exploit consumers and trading partners. There are two key
pieces of legislation:
The Competition Act 1998. This act prevents anti-competitive
agreements between businesses such as price fixing, where competitors
collude to sell a good or commodity at the same price, limiting production
and sharing out markets. It also addresses the potential abuse of a
dominant position in a market. This act is supported by similar EU
legislation.
The Enterprise Act 2002. This act further strengthens the Competition
Act 1998, particularly in the area of cartels.

These two acts are supported and overseen by the Competition and
Markets Authority (CMA), which was formed in 2014 with the merger
of the Office of Fair Trading and the Competition Commission. It is
responsible for the enforcement of competition and consumer law. Part of
its role is also to investigate mergers and takeovers when either the
business being taken over has a turnover of at least £70m or the merged

271



business gains control of 25% or more of the market.

Within the financial services sector, responsibility for overseeing
competitive practices lies with the Financial Conduct Authority (FCA).

7KH�ODERXU�PDUNHW

UK labour legislation is designed to prevent the exploitation of employees
by businesses by regulating the relations between workers, employees and
trade unions. It seeks to ensure reasonable working conditions and prevent
exploitation and discrimination. The relevant legislation falls into two
main areas: that which applies to individual workers and that which
applies to workers collectively, such as those in trade unions. In terms of
individual workers, one of the most important pieces of legislation has
been the Equality Act 2010. This brought together all previous acts
related to discrimination in the workplace into one act. This includes
discrimination on the grounds of age, race, sex, disability, religion and
sexual orientation.

In 1998 the Minimum Wage Act was introduced with rates reviewed
annually by the Low Pay Commission. In October 2015 the rate stood at
£6.70 for workers over the age of 21. The Conservative Government has
introduced a national living wage of £7.20 for all workers over 25 as of 1
April 2016.

The Employment Rights Act sets out employees’ statutory rights in
relation to pay and conditions of work. However, in order to receive
redundancy pay an employee needs to have worked for at least 2 years.
The Health and Safety at Work Act is the primary piece of legislation
covering health and safety at work.

In terms of EU legislation, the Working Time Regulations 1998 are
important as they limit the hours an employee can be legally required to
work to a maximum of 48.

Legislation has also been introduced in the UK in terms of industrial
relations. This was designed to control a number of aspects of trade union
behaviour that were considered unfair, such as:

  closed shops, which meant that in order to work for a business an
employee had to belong to a trade union

  open ballots on strike action — ballots are now secret
  picketing, where the number of striking workers able to congregate outside

a workplace is limited, and secondary picketing, where picketing of a
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business not directly related to a dispate (e.g. a supplier or customer
business) is banned

The main pieces of legislation in this area are the Employment Act 1980
and the Trade Union Act 1984. There have been further refinements to
this legislation and the whole area of employment law has been the subject
of a government review, with one of the main aims to make employment
practices in the UK more flexible and family friendly.

(QYLURQPHQWDO�OHJLVODWLRQ

Environmental legislation is designed to minimise the negative impact of
business on the environment. The legislation in this area falls into two
main categories: pollution and climate change.

Pollution is related to air, water and land and the two main acts here are
the Environmental Protection Act 1991, which prevents pollution from
emissions, and the Environment Act 1995, which set up the
Environment Agency to oversee environmental protection.

Two key pieces of legislation related to climate change are the Climate
Change Act 2008, which aims to make the UK a low-carbon economy,
and the Energy Act 2013, which focuses on setting decarbonisation
targets for the UK and reforming the energy market.

Much of this legislation has been shaped by the EU, which has some of the
highest environmental standards in the world.

Legislation inevitably has an impact on business. Not only does it increase
the amount of bureaucracy and red tape, it is also likely to add to its costs.
The introduction of the living wage is an example of how costs can rise
and the requirement to provide more flexible working environments is
likely to impact on both the costs and the administrative burden of a
business. Addressing tighter environmental controls could also increase
costs. Although the burden of legislation from both the UK and EU poses
challenges for business, it is not all bad news. All businesses are treated
the same and measures such as those against anti-competitive behaviour
may make it easier for firms to compete.

([DP�WLS

5HPHPEHU�WKDW�OHJLVODWLRQ��DOWKRXJK�EXUGHQVRPH�DW�WLPHV�
FUHDWHV�D�OHYHO�SOD\LQJ�ILHOG�ZKHUH�DOO�EXVLQHVVHV�DUH
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WUHDWHG�LQ�WKH�VDPH�ZD\��7KLV�OHDGV�WR�WKH�HIIHFWLYH
RSHUDWLRQ�RI�WKH�PDUNHW�HFRQRP\�DQG�FDQ�VRPHWLPHV�OHDG�WR
FRVW�VDYLQJV�

7\SLFDO�PLVWDNH

,W�LV�RIWHQ�DVVXPHG�WKDW�OHJLVODWLRQ�MXVW�OHDGV�WR�KLJKHU
FRVWV��EXW�WKLV�PD\�QRW�DOZD\V�EH�WKH�FDVH��VRPHWLPHV�LW
FDQ�OHDG�WR�FRVW�VDYLQJV��)RU�H[DPSOH��WKH�LQWURGXFWLRQ�RI
ILOWHUV�LQ�FHPHQW�IDFWRULHV�UHTXLUHG�E\�HQYLURQPHQWDO
OHJLVODWLRQ�UHVXOWHG�LQ�FRVW�VDYLQJV�EHFDXVH�RI�WKH
UHGXFWLRQ�LQ�ZDVWDJH�FUHDWHG�

7KH�LPSDFW�RI�8.�DQG�(8�JRYHUQPHQW�SROLF\

As well as the legal framework, the UK government and the EU also have
an impact in the following areas.

(QWHUSULVH

It is in the government’s best interest to encourage enterprise — to
encourage people and businesses to take initiative and to be innovative in
building businesses — as this will lead to a stronger, more vibrant
economy. One way it can do this is by reducing the amount of red tape
faced by businesses, particularly new and small businesses. Another way is
by reducing the tax burden. The UK has one of the lowest rates of
corporation tax in the EU and schemes such as the Patent Box allow
further relief to be gained. Direct financial help can also be gained through
such schemes as Enterprise Allowance and the Enterprise Finance
Guarantee.

7KH�UROH�RI�UHJXODWRUV

Regulatory bodies exercise a regulatory function within a wide variety of
industries and professions. Their primary activity is to protect the public
through imposing requirements, restrictions and conditions; setting
standards in relation to any activity; and ensuring compliance and
enforcement. Examples include the regulators of privatised industries such
as Ofwat (water and sewage) and Ofcom (communications such as
television, radio and fixed-line telecoms), as well as bodies such as the

274



Civil Aviation Authority, the Legal Services Board and the Financial
Conduct Authority.

,QIUDVWUXFWXUH

Infrastructure refers to the basic physical systems of a country that allow
the economy to run smoothly, such as transportation, communication and
utilities (electricity, gas, water, etc.) Infrastructure represents a high-cost
investment and yet is vital to the economy. The importance of
infrastructure is often taken for granted and yet it is one of the biggest
issues facing governments across the world. Investment in schools, roads,
hospitals and communication is essential for both economic development
and quality of life. As a result, the quality and reliability of a country’s
infrastructure is a key determinant of inward investment. It is therefore in a
government’s best interest to maintain and improve the UK’s
infrastructure with projects such as the high-speed train line HS2,
Heathrow’s third runway and investment in the next generation of nuclear
power reactors.

7KH�HQYLURQPHQW

Governments like to show a commitment to the protection of the
environment and this is evidenced by such schemes as the establishment of
green belt areas around cities, the granting of subsidies for those installing
renewable energy systems (e.g. solar) and the introduction of
environmental legislation. However, commitment to the environment faces
many conflicts and challenges, such as those surrounding building new
roads, runways and nuclear power stations and the increased demand for
housing.

,QWHUQDWLRQDO�WUDGH

International trade is the exchange of goods and services between
countries and is essential to maintaining the standard of living in the UK.
Some goods and materials cannot be produced in the UK and therefore
have to be imported. Therefore, those countries that sell them have a
competitive advantage in this respect. In other areas the UK may have an
advantage, such as in banking and finance, the UK’s location within
Europe and in terms of innovation (e.g. Dyson). The government
recognises the importance of trading internationally to the success of the
economy and therefore takes steps to support it. This might be in the form
of trade fairs or financial support for exporters.

275



Until the referendum in June 2016 one of the key aspects of international
trade had been the UK’s membership of the EU, which gave it free access
to over 500 million consumers. EU membership also brought significant
direct foreign investment from firms such as Nissan, as membership gave
foreign companies producing in the UK direct access to the EU. The
‘Leave’ vote, however, means that trade deals will now have to be
negotiated with the EU, a process that is likely to be both time-consuming
and complicated. The period of uncertainty until new deals are thrashed
out will make future strategic planning difficult for many UK businesses.
It also remains to be seen how leaving the EU will affect both future
foreign direct investment into the UK and what impact it will have on the
future strategic thinking of companies such as Nissan.

Changes in the law and policy can have a significant impact on business,
not only in terms of cost but also in terms of the demand for individual
businesses. Construction firms benefit from infrastructure investment,
renewable energy firms from subsidies offered, and start-up businesses and
innovative firms from grants and tax incentives.

1RZ�WHVW�\RXUVHOI
����:LWK�H[DPSOHV��H[SODLQ�ZKDW�LV�PHDQW�E\�WKH�WHUP

þDQWL�FRPSHWLWLYH�SUDFWLFHVÿ�
����2XWOLQH�WKH�UROH�RI�WKH�&RPSHWLWLRQ�DQG�0DUNHWV

$XWKRULW\�
����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þGLVFULPLQDWLRQ�LQ

WKH�ZRUNSODFHÿ"
����,GHQWLI\�WKUHH�DVSHFWV�RI�WUDGH�XQLRQ�EHKDYLRXU�WKDW

KDYH�EHHQ�WDUJHWHG�E\�WUDGH�XQLRQ�OHJLVODWLRQ�
����/LVW�WKUHH�SLHFHV�RI�OHJLVODWLRQ�UHODWHG�WR�WKH

HQYLURQPHQW�
����%\�ZKDW�PHDQV�KDV�WKH�JRYHUQPHQW�HQFRXUDJHG�HQWHUSULVH"
����/LVW�WKUHH�UHJXODWRU\�ERGLHV�
����%ULHIO\�H[SODLQ�ZK\�LW�LV�LPSRUWDQW�WR�PDLQWDLQ

LQYHVWPHQW�LQ�LQIUDVWUXFWXUH�

$QVZHUV�RQ�S�����
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$QDO\VLQJ�WKH�H[WHUQDO�HQYLURQPHQW
WR�DVVHVV�RSSRUWXQLWLHV�DQG
WKUHDWV��HFRQRPLF�FKDQJH
This section covers the macro-economic environment, for which the
specification requires students to have an understanding of economic
factors such as GDP, taxation, exchange rates, inflation, fiscal and
monetary policy and more open trade v protectionism. As a result, it
should be possible to interpret changes in these data from a UK, EU and
global perspective and the implications of such changes for businesses.
Ideally, the government wishes to achieve a growing domestic economy
and to be operating in a growing world economy, as this provides
opportunities for businesses to flourish and the standard of living of
consumers to improve. However, this is not always possible.
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7KH�LPSDFW�RI�FKDQJHV�LQ�WKH�8.�DQG
WKH�JOREDO�HFRQRPLF�HQYLURQPHQW�RQ
VWUDWHJLF�DQG�IXQFWLRQDO�GHFLVLRQ�
PDNLQJ

*'3

GDP is a measure of a nation’s overall economic activity and represents
the value of all finished goods and services produced within a country. It is
an indicator of a nation’s economic health and a gauge of its standard of
living. It can also be used to compare one country with another, such as
comparing how different countries are coping with the aftermath of global
financial crisis.

Although governments would like to achieve steady and sustained growth
in GDP, this rarely happens. The rate of economic growth varies and
sometimes even becomes negative (recession). These regular fluctuations
in the level of GDP are known as the business cycle. As shown in Figure
7.9, business cycle is generally seen to have four stages:
upswing/expansion, boom, recession and trough/slump. The implications
and responses of businesses to these stages are summarised in Table 7.2.

It is important to recognise that the business cycle within the UK is likely
to follow a different pattern to other countries and therefore businesses
within the UK will be affected differently according to how much they are
exposed to the UK and world markets.
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7DEOH�����%XVLQHVVHV�DQG�WKH�EXVLQHVV�F\FOH

6WDJH�RI
WKH
EXVLQHVV
F\FOH

3RVVLEOH�LPSOLFDWLRQV
IRU�EXVLQHVV

3RVVLEOH�UHVSRQVHV�RI
EXVLQHVVHV�WR�FKDQJLQJ
WUDGLQJ�FRQGLWLRQV

8SVZLQJ
RU
H[SDQVLRQ

Ь��5LVLQJ�LQFRPHV�DQG
H[SHQGLWXUHV

Ь��3RVVLEOH�ODERXU
VKRUWDJHV��SXVKLQJ�XS
ZDJHV

Ь��3RVVLEOH�ULVH�LQ�RXWSXW�
HQFRXUDJLQJ�H[SDQVLRQ

Ь��2SSRUWXQLW\�WR�FKDUJH
KLJKHU�SULFHV

Ь��$GRSWLRQ�RI�PRUH
WHFKQRORJ\�WR�UHSODFH
H[SHQVLYH�ODERXU

Ь��'HFLGH�WR�LQYHVW�LQ
IL[HG�DVVHWV

Ь��2SHUDWH�QHDUHU�WR�IXOO
FDSDFLW\

%RRP Ь��3RVVLEOH�ULVH�LQ
LQIODWLRQ

Ь��%RWWOHQHFNV�LQ�VXSSO\�RI
PDWHULDOV�DQG�FRPSRQHQWV

Ь��8QDEOH�WR�VDWLVI\�OHYHOV
RI�GHPDQG�DV�FRQVXPSWLRQ
ULVHV

Ь��3URILWV�OLNHO\�WR�EH
KLJK

Ь��)DFH�LQFUHDVLQJ
SUHVVXUH�WR�UDLVH
SULFHV�UHJXODUO\

Ь��6HHN�PHWKRGV�WR
LQFUHDVH�RXWSXW��PD\EH
SURGXFLQJ�DW�RYHUVHDV
SODQWV�

Ь��2IIHU�ZDJH�ULVHV�WR
DYRLG�WKUHDW�RI
LQGXVWULDO�DFWLRQ

Ь��0DQDJHUV�SODQ�IRU
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IDOOLQJ�OHYHOV�RI
GHPDQG

5HFHVVLRQЬ��&RQVXPHUVÿ�GLVSRVDEOH
LQFRPHV�VWDUW�WR�IDOO

Ь��'HPDQG�IRU�PDQ\�SURGXFWV
EHJLQV�WR�IDOO

Ь��6RPH�EXVLQHVVHV
H[SHULHQFH�ILQDQFLDO
SUREOHPV

Ь��([FHVV�VWRFNV

Ь��%HJLQ�WR�HPSKDVLVH
SULFH�FRPSHWLWLYHQHVV
LQ�DGYHUWLVLQJ

Ь��6HHN�QHZ�PDUNHWV�IRU
H[LVWLQJ�SURGXFWV

Ь��/D\�RII�VRPH�ZRUNHUV
RU�DVN�WKHP�WR�ZRUN
VKRUW�WLPH

Ь��3RVVLEOH�UHGXFWLRQ�LQ
WUDGH�FUHGLW�SURYLGHG

6OXPS Ь��*RYHUQPHQW�PD\�LQLWLDWH
FRXQWHU�F\FOLFDO
SROLFLHV��H�J��ORZHU
LQWHUHVW�UDWHV

Ь��5LVH�LQ�QXPEHU�RI
EDQNUXSWFLHV

Ь��,QFUHDVHG�IUHTXHQF\�RI
EDG�GHEWV

Ь��+LJK�OHYHOV�RI
XQHPSOR\PHQW

Ь��2IIHU�EDVLF�SURGXFWV
DW�EDUJDLQ�SULFHV

Ь��5HYLHZ�FUHGLW�FRQWURO
SROLFLHV

Ь��&RQWLQXH�WR�WDUJHW�QHZ
PDUNHWV

Ь��6HHN�WR�GLYHUVLI\
SURGXFW�UDQJH�DQG�VHOO
LQFRPH�LQHODVWLF
SURGXFWV

Ь��5HGXFH�ZDJH�OHYHOV

7D[DWLRQ

In order to fund government expenditure, it is necessary to impose taxes
on individuals and businesses. These may be direct taxes or indirect
taxes and the main ones used by the UK government and their impact on
businesses are outlined below.
Income tax. Paid on all income earned over the personal allowance
(currently £11,000), this includes income from employment, investments
and pensions. Changes in the level of personal allowance and rates of
income tax can affect consumer disposable income and, as a result, the
level of spending within the economy.
Corporation tax. This is a tax levied on business profit and the rate at
which it is charged can affect the attractiveness of the UK as a business
location. It currently stands at 20%, which is one of the lowest in the EU.
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The UK also offers incentives for innovation through the Patent Box
system (see p. 131), leading to a lower level of corporation tax on the
resulting profit from innovations.
National insurance payments. Initially introduced to cover the cost of the
welfare state, this is a tax paid jointly by both employees and employers.
Changes in the rates paid can affect the disposable income of both
businesses and consumers.
Value added tax (VAT). This is a consumption or spending tax. In the
UK the rate is 20%, although some goods have lower rates and most food
items are zero-rated. Changes in rates can affect spending as VAT has a
direct impact on the price of goods.
Excise duty. This is a tax on the sale of specific goods such as alcohol,
tobacco and fuel.
Green taxes. These are paid by consumers for products or services that are
not considered environmentally friendly, such as air transport tax. They
also cover measures such as levies on consumer energy bills, which have
been used to encourage the expansion of low-carbon power such as solar.

([FKDQJH�UDWHV

The exchange rate is the price at which the currency of a country can be
exchanged for another country’s currency. As with changes in interest
rates, changes in exchange rates can cause uncertainty for business and
affect competitiveness.

Rising exchange rates make goods exported from the UK more expensive
and goods imported less expensive. This may have the impact of reducing
the competitiveness of UK-producing businesses. If a business is
importing materials for production, however, these will be cheaper, which
could possibly offset an increase in the export price.

Falling exchange rates have the effect of making exports cheaper but
imports more expensive, although again, in terms of exports, if materials
are imported this could offset any reduction in export price.

Businesses can take measures to limit the uncertainty presented by the
fluctuating £ exchange rate. For example, a number of businesses
producing in the UK and selling to the EU deal in euros and use the
forward foreign currency market to reduce their exposure to fluctuations.

7\SLFDO�PLVWDNH

281



6WXGHQWV�RIWHQ�DVVXPH�WKDW�DOO�EXVLQHVVHV�DUH�DIIHFWHG�LQ
WKH�VDPH�ZD\�E\�FKDQJHV�LQ�LQWHUHVW�UDWHV�RU�H[FKDQJH
UDWHV��EXW�WKLV�LV�QRW�WKH�FDVH��,W�GHSHQGV�RQ�WKH
LQGLYLGXDO�FLUFXPVWDQFHV�RI�WKH�EXVLQHVV�FRQFHUQHG�

,QIODWLRQ

Inflation is the rate at which the general level of prices for goods and
services is rising and consequently the purchasing power of a currency is
falling. Since 2003 the main measure of inflation has been the consumer
price index (CPI). Each month it measures the change in price of a basket
of goods and services purchased by households.

The objective of the Bank of England’s Monetary Policy Committee
(MPC) is to deliver price stability and low inflation, and it has a target rate
of 2%. Interest rates can be increased if there is a danger of inflation rising
above 2%. In this way, the Bank of England is trying to avoid the
uncertainty associated with volatile inflation and increase business
confidence. High inflation poses a number of problems for business:
Cost pressures. These might be in terms of higher borrowing costs on
account of interest rate rises, higher material costs as well as pressure on
wage rates from employees due to their wages declining in value as a
result of inflation.
Reduced sales. This might be because of lower demand as a result of
lower consumer disposable income because of the fall in value of money
or because of a tendency for consumers to save more in periods of
inflation. Lower sales might also be a result of lower competiveness if
overseas competitors are not experiencing the same levels of inflation and
therefore cost pressures.

However, inflation is not all bad news for business. If a business can cope
with interest payments, the value of any borrowings declines. Some
inflation allows revenues to grow and, if costs can be kept the same,
profits can grow.

)LVFDO�DQG�PRQHWDU\�SROLF\

The way in which the government adjusts its own spending levels and tax
rates to monitor and influence the economy is known as fiscal policy.

Changes in taxation can affect the level of spending within the economy
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and could be used to stimulate growth in the economy or to curtail it, as
shown in Table 7.3. The government can also affect the level of spending
within the economy by its own spending and investment, such as that on
infrastructure projects (Table 7.4).

7DEOH�����7KH�HIIHFWV�RI�LQFUHDVHV�DQG�UHGXFWLRQV�LQ
WD[DWLRQ

7KH�HIIHFWV�RI�LQFUHDVHV�LQ
WD[DWLRQ

7KH�HIIHFWV�RI�GHFUHDVHV
LQ�WD[DWLRQ

��,QFUHDVHV�LQ�LQGLUHFW�WD[HV
VXFK�DV�9$7�UHVXOW�LQ�KLJKHU
SULFHV��FXWWLQJ�FRQVXPHU
GHPDQG�
��3URGXFHUV�PD\�SD\�WKH�LQFUHDVH
LQ�LQGLUHFW�WD[HV�WR�DYRLG
UDLVLQJ�SULFHV��7KLV�ZLOO�FXW
SURILWV�DQG�PD\�UHGXFH
LQYHVWPHQW�OHYHOV�E\
EXVLQHVVHV�
��,QFUHDVHV�LQ�LQFRPH�WD[�OHDYH
FRQVXPHUV�ZLWK�OHVV�GLVSRVDEOH
LQFRPH��DJDLQ�UHGXFLQJ�GHPDQG�

Ь��&XWWLQJ�LQGLUHFW�WD[HV
UHGXFHV�SULFHV��ZKLFK�PD\
ERRVW�VSHQGLQJ��HVSHFLDOO\
IRU�SULFH�HODVWLF�SURGXFWV�

Ь��5HGXFWLRQV�LQ�LQFRPH�WD[
UHVXOW�LQ�FRQVXPHUV�KDYLQJ
KLJKHU�LQFRPHV��7KLV
LQFUHDVHV�GHPDQG�
SDUWLFXODUO\�IRU�OX[XU\
SURGXFWV�

Ь��)DOOLQJ�FRUSRUDWH�WD[DWLRQ
SURPRWHV�LQYHVWPHQW�DQG
RXWSXW�IRU�EXVLQHVV�
LQFUHDVLQJ�HFRQRPLF
DFWLYLW\�

Ь��5HGXFWLRQV�LQ�FRUSRUDWH
WD[DWLRQ�PD\�DWWUDFW
LQYHVWPHQW�E\�IRUHLJQ
LQGLYLGXDOV�DQG�EXVLQHVVHV�

7DEOH�����)LVFDO�SROLF\�DQG�OHYHOV�RI�HFRQRPLF�DFWLYLW\

� )DOOLQJ�OHYHO�RI
HFRQRPLF�DFWLYLW\

5LVLQJ�OHYHO�RI�HFRQRPLF
DFWLYLW\

&DXVHG
E\

5HGXFHG�JRYHUQPHQW
VSHQGLQJ�RU�LQFUHDVHG
WD[DWLRQ�

,QFUHDVHG�JRYHUQPHQW
VSHQGLQJ�RU�ORZHU�UDWHV
RI�WD[DWLRQ�

/LNHO\
HIIHFWV

,QFUHDVHG�XQHPSOR\PHQW�
GHFOLQLQJ�VSHQGLQJ�DQG

,QIODWLRQ�PD\�DSSHDU
ZKLOH�XQHPSOR\PHQW�IDOOV
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SURGXFWLRQ� DV�LPSRUWV�LQFUHDVH�

,PSDFW
RQ
EXVLQHVV

Ь��)DOOLQJ�VDOHV�DQG
GRZQZDUG�SUHVVXUH�RQ
SULFHV�

Ь��5LVLQJ�QXPEHUV�RI
EDQNUXSWFLHV��HVSHFLDOO\
DPRQJ�VPDOO�ILUPV�

Ь��,QFUHDVHG�OHYHOV�RI
LQYHQWRULHV�

Ь��5LVLQJ�ZDJHV�DQG
SRVVLEOH�VNLOO�VKRUWDJHV�

Ь��6DOHV�ULVH�DQG
SRVVLELOLW\�RI�LQFUHDVLQJ
SULFHV�

Ь��,QFUHDVLQJ�FRVWV�RI�UDZ
PDWHULDOV�DQG�FRPSRQHQWV�

The level of consumer spending in the economy is also affected by
monetary policy. This involves using interest rates and other monetary
tools such as credit controls to control consumer spending. It is the role of
the Bank of England and the Monetary Policy Committee (MPC) to
determine interest rates. During a period of expansion in the business cycle
where inflationary pressures are growing, interest rates are likely to be
increased to reduce consumer spending and ease inflationary pressures.
When growth in the economy is falling and inflationary pressures easing,
the MPC may need to lower interest rates to stimulate demand. The UK is
currently experiencing one of the longest periods of low interest rates as a
result of global economic problems and the need to stimulate spending.

0RUH�RSHQ�WUDGH�Y�SURWHFWLRQLVP

Free trade is the unrestricted purchase and sale of goods and services
between countries without the imposition of constraints. The EU provides
one of the biggest free trade areas in the world. Protectionism is where
constraints are used to restrict the purchase and sale of goods and services
between countries. Examples of constraints include:
tariffs: taxes on imported goods that increase the price, thereby making
the import less competitive
quotas: physical restrictions on the number of goods imported into a
country
non-tariff barriers: these might include excessive rules and regulations
that make importing difficult, and exacting standards or specifications
designed to make the cost for the exporting nation excessive.

The arguments for the introduction of protectionist measures include the
protection of domestic industries and employment as well as the
prevention of ‘dumping’. This is when a country exports or sells products
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in a foreign country for less than either the price in the domestic country or
the cost of making the products.

With the growth of globalisation there are greater demands for more open
trade or trade liberalisation. This aims to free up world trade by breaking
down the barriers to trade. Although this exposes businesses to greater
competition, it should lead to the more efficient use of resources.
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5HDVRQV�IRU�JUHDWHU�JOREDOLVDWLRQ
RI�EXVLQHVV
The Organisation for Economic Co-operation and Development (OECD)
defines globalisation as ‘the process of deeper economic integration
between countries and regions of the world’. It refers to the breakdown of
barriers that prevent the exchange and integration of finances, trade and
ideas across the world. Reasons for greater globalisation include:
Improved transport. The use of containers to transport goods and the
introduction of bigger ships has made transport cheaper and more efficient.
The rapid growth of air transport has also made the movement of both
people and some goods across the globe easier.
Technology. Improvements in technology have made it easier and quicker
to communicate, share information and trade across the world. Some
services such as website creation can be sourced anywhere in the world.
More open trade. The World Trade Organization (WTO) encourages
reduced tariff barriers and more open trade. There has also been a
reduction in national barriers through the development of the EU and other
trading blocs such as NAFTA and ASEAN.
Multinational companies. Many firms now have a global presence,
seeking to benefit from the increased opportunities for economies of scale.
Other reasons. These include the increasing by global nature of the
financial system, leading to a reduction in capital barriers and making it
easier for capital to flow between countries.
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7KH�LPSRUWDQFH�RI�JOREDOLVDWLRQ�IRU
EXVLQHVV
Globalisation is important for business for a number of reasons that affect
strategic and functional decision-making.

3RVLWLYH�UHDVRQV
Freer trade. This is likely to lead to increased sales and profit. It also
means countries and businesses can specialise in producing goods and
services where they have a comparative advantage, leading to economies
of scale and lower costs.
Free movement of labour. Although this is a controversial topic, this has
allowed UK business to fill job vacancies (both skilled and unskilled) with
migrants such as nurses and doctors working in the NHS.
Increased investment. The UK has benefited from direct inward
investment from multinational companies such as Nissan and Toyota.

1HJDWLYH�UHDVRQV
Greater competition. Globalisation leads to greater competition, which
results in lower costs and prices and might put pressure on domestic firms
if they cannot compete.
Takeovers. The growth of large multinationals has led to a number of
high-profile takeovers such as Kraft taking over Cadbury and Tata Steel
taking over Jaguar Land Rover. Although not necessarily bad, this can
pose a threat to ‘British’ businesses.
Global economy. Business is likely to be influenced by not only the UK
economy but also the global economy. Lower growth and demand in
China or the USA has consequences for UK businesses.

One final issue that is very much in the news is taxation and how the
growth of large multinationals has enabled tax avoidance. Companies such
as Google, Amazon and Starbucks have been able to significantly reduce
their tax bills as a result. This is good for the individual business but not so
good for governments of host countries.

([DP�WLS
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7D[�DYRLGDQFH�LV�D�FRPSOH[�LVVXH�DV�WKH�8.�JRYHUQPHQW�GRHV
QRW�ZDQW�WR�GHWHU�GLUHFW�LQZDUG�LQYHVWPHQW��&RPSDQLHV�VXFK
DV�$PD]RQ�DQG�6WDUEXFNV�KDYH�SURYLGHG�D�ODUJH�QXPEHU�RI
MREV�DQG�WKHLU�DVVRFLDWHG�LQFRPH�WD[�DQG�QDWLRQDO�LQVXUDQFH
FRQWULEXWLRQV�
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7KH�LPSRUWDQFH�RI�HPHUJLQJ
HFRQRPLHV�IRU�EXVLQHVV
Emerging markets are countries in the process of rapid growth and
industrialisation, the most notable of which are Brazil, Russia, India and
China (the BRICs). Others include South Africa, Vietnam and Turkey, as
well as a number of Latin American and Eastern European countries. They
are important for a number reasons:
Large and growing markets. The BRIC nations as well as other emerging
markets have large populations that provide a growing middle class as
their economies develop.
Growth of middle classes. As economies grow, a wealthy middle class
develops with aspirations for more up-market, high-quality goods,
providing further opportunities for business.
Low-cost locations. Emerging markets can also provide low-cost locations
for producing products.

Strategies for businesses entering emerging markets include:
Knowledge. An understanding of the market and its consumers, suppliers
and competitors is crucial and an essential first step when entering an
emerging market. Note the failure of companies such as Tesco when first
entering the Chinese market.
Local partners. Having a local partner and not just knowledge eases entry
to a market and aids success.
Well-made and locally tailored products. The aspiring middle classes in
emerging economies want known brands and quality, but having
something that is tailored specifically to them also aids success.

1RZ�WHVW�\RXUVHOI
����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þ*'3ÿ"
����%ULHIO\�RXWOLQH�KRZ�D�GRZQWXUQ�LQ�WKH�EXVLQHVV�F\FOH

PLJKW�DIIHFW�D�8.�FDU�PDQXIDFWXUHU�
����8VLQJ�H[DPSOHV��GLVWLQJXLVK�EHWZHHQ�GLUHFW�DQG�LQGLUHFW

WD[DWLRQ�
����+RZ�GRHV�ILVFDO�SROLF\�GLIIHU�IURP�PRQHWDU\�SROLF\"
����:KDW�ZRXOG�EH�WKH�LPSDFW�RI�D�ULVH�LQ�LQWHUHVW�UDWHV�RQ

WKH�IROORZLQJ�
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�������D���&RQVXPHUV�
�������E���$�KLJK�JHDUHG�FRQVXPHU�GXUDEOH�PDQXIDFWXUHU�
�������F���6XSHUPDUNHWV�
����:KDW�GLIILFXOWLHV�PLJKW�D�8.�PDQXIDFWXUHU�IDFH�IURP�D

VWURQJHU�SRXQG"
����:LWK�WKH�XVH�RI�H[DPSOHV��LOOXVWUDWH�ZKDW�LV�PHDQW�E\

WKH�WHUP�þSURWHFWLRQLVPÿ�
����%ULHIO\�RXWOLQH�WZR�UHDVRQV�IRU�WKH�JURZWK�RI

JOREDOLVDWLRQ�
����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þHPHUJLQJ�PDUNHWÿ"

$QVZHUV�RQ�S�����
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$QDO\VLQJ�WKH�H[WHUQDO�HQYLURQPHQW
WR�DVVHVV�RSSRUWXQLWLHV�DQG
WKUHDWV��VRFLDO�DQG�WHFKQRORJLFDO
Changes in the social and technological environment provide both
opportunities and threats for a business. This might include changes in the
age and structure of a population, as well as changes in tastes, habits and
environmental awareness. Technological change influences not only what
we produce and the way it is produced but also the way in which
consumers go about their everyday lives.
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7KH�LPSDFW�RI�WKH�VRFLDO�DQG
WHFKQRORJLFDO�HQYLURQPHQW�RQ
VWUDWHJLF�DQG�IXQFWLRQDO�GHFLVLRQ�
PDNLQJ

6RFLDO�FKDQJHV

8UEDQLVDWLRQ�DQG�PLJUDWLRQ

Demographic change most commonly refers to shifts in a population
structure, its size, composition and make-up. Two important aspects of the
UK population are longer life expectancy and increasing immigration.
Such changes affect the types of goods and services demanded and the
overall structure of the workforce. Businesses need to respond to these
changes in terms of the goods and services offered, as well as the structure
and training needs of their workforces.

Migration is the movement of people between countries. UK net
migration is the difference between the numbers leaving and the numbers
arriving in the UK. The 5-year period between 2009 and 2014 saw UK net
migration boost the population by around 1 million. One positive of this is
an increase in the labour force, which adds to the skills available
particularly in the health sector. It also boosts demand in the economy and
can have a positive impact on some sectors such higher education, where
foreign students contribute to the financing for domestic students.

Urbanisation is the movement of people from the countryside to the
cities. This happened in the UK as a result of the Industrial Revolution and
is now happening on a large scale in emerging nations such as China.
Urbanisation can cause problems such as traffic congestion, over-
crowding, a lack of suitable housing and inequalities. Advancements in
technology and more flexible working have meant that the UK’s cities are
perhaps less attractive than they used to be.

&KDQJHV�LQ�FRQVXPHU�OLIHVW\OH�DQG�EX\LQJ
EHKDYLRXU
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Over time, consumer tastes change and evolve because of changing
fashion and increased awareness of alternative lifestyles. Rising incomes
afford more opportunities, more leisure time allows for a wider variety of
opportunities and advances in technology make communication and life
altogether much easier. Consumers now have a vast amount of information
at their fingertips on a whole range of issues including health, the
environment, holiday destinations and shopping in general. Some of the
resulting changes in lifestyle include:
Organic and fair-trade produce. Although this has been affected by the
recession, this sector represents a large market with organic food
commanding £1.86 billion worth of sales.
Health. There is a growing awareness of issues surround health, ranging
from the dangers of smoking, alcohol, salt and sugar consumption to the
benefits of a healthy diet and exercise.
Holidays. With more leisure time and greater affluence, people take more
holidays, expect to travel overseas and go further afield with long-haul
flights and cruises.
Ready meals and eating out. The growth in the number and variety of
restaurants and fast-food outlets in our towns and cities illustrates the
greater demand for eating out. The variety of ready meals on supermarket
shelves indicates that when consumers do eat in, it is often the easy option
they take.

Some of these changes have come about on account of demographics such
as an ageing population and the demand for cruises and a greater variety in
holidays and destinations. Others are the result of improvements in
communication and the expectancy of 24/7 shopping that has come with
online shopping.

7KH�JURZWK�RI�RQOLQH�EXVLQHVVHV

There was a time when online shopping was mistrusted with worries over
using credit cards and giving personal information, but that has all
changed. It is now possible to buy just about anything online from
anywhere in the world, and businesses today ignore this medium at their
peril. In the 20 years between 1995 and 2015, the number of internet users
and the percentage of world population using the internet have grown from
16 million to 3,366 million and from 0.4% to 46.4% respectively. The
internet has been a big driver of economic growth.

This growth has had a big impact on supermarkets, which at one time were

293



competing for prime out-of-town retail space and adopting longer opening
hours and bigger stores. With the advent of online business including
home delivery and ‘click and collect’, the size of stores and opening hours
are less important. With more consumers turning to online shopping,
Tesco has even closed some of its bigger stores and in January 2016
announced that 70 of its stores would no longer offer 24/7 opening. The
necessity for actual retail floor space has therefore declined and, as
illustrated by Amazon and ASOS, it is possible operate through a website
and distribution centres.

This has not only helped large, well-known businesses and brands, it has
also helped smaller and start-up businesses. For a business to achieve its
full potential in this internet age, it not only needs a good product or
service but also a highly respected internet presence. This is likely to
involve:

  the creation of a high-quality, user-friendly website
  a carefully targeted audience
  content that is increasingly personalised
  mobile capabilities for modern consumers
  integrated sales channels

These changes in consumer tastes and the growth of online business are in
many respects the result of technological change.

7HFKQRORJLFDO�FKDQJHV

There is no doubt that technological changes have had a big impact on the
goods and services produced and the processes used to produce them. It
has also revolutionised the way in which organisations conduct their
business. Computer-aided design (CAD) has shortened lead times and
computer-aided manufacture (CAM) has made production more efficient.
As a result, new products are brought to the market more quickly and
cheaply. Technology has also provided access to greater information about
consumers and their buying habits, as well as access to wider markets. The
benefits of technological change can be summed up as follows:
Lower costs. These are a result not only of improved efficiency and
reduced waste in production, but also of reduced administration
expenditure and distribution costs.
Improved communication. This is now quicker and easier, allowing a
flexible business to be more responsive to customer needs.
Increased sales. Access to wider markets is possible, particularly for
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small- and medium-sized business.
Working environment. This has generally become cleaner, quieter and
safer, especially in manufacturing.
Quality. CAD and CAM (often known as CADCAM) have generally
brought improvements in the quality and reliability of products.

Technological changes are not without their problems, including:
Pace of change. Businesses must keep moving forward in order to stay
ahead of competition, which can sometimes prove costly.
Competition. Technology has resulted in a more competitive market, not
only because of globalisation but also as a result of the fact that smaller
businesses have found it easier to access markets.
Security. This is an increasing problem with hackers able to access
confidential material and customer information. This results in the need for
higher-security systems, adding further to costs.

The advancement in technology has implications for each functional area:
  operations in the way products are designed and made
  marketing in the way products are sold to consumers
  human resources in terms of the skills required and the working

environment
  finance in terms of the costs and potential savings to be made

7KH�VRFLDO�HQYLURQPHQW�LQFOXGLQJ�FRUSRUDWH
VRFLDO�UHVSRQVLELOLW\

Corporate social responsibility (CSR) is the continuing commitment by
business to behave ethically and contribute to economic development,
while improving the quality of life of the workforce and their families as
well as the local community and society at large. This is a significant area
where greater consumer environmental awareness has led to increased
pressure for CSR reporting, but there are a number of reasons both for and
against corporate social responsibility.

5HDVRQV�IRU�DQG�DJDLQVW�&65

Reasons for include:
Cost savings. These might arise from using less packaging or less energy.
For example, the installation of energy-monitoring metres can help save
energy.
Brand differentiation. Although more difficult now, CSR reporting could
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lead to a competitive advantage for a company that took it seriously.
Customer and employee engagement. Customers and potential
employees are aware of an organisation’s position on social reporting.
The ‘right thing to do’. Business is responsible for some of society’s
problems such as pollution and working conditions and therefore it should
take responsibility for them.
Resources. Some would argue that business has the resources to be able to
take action.
Prevent government intervention. By taking action, business can offset
the need for government intervention and regulation.

Reasons against include:
Profit. Socially responsible policies have a cost and some would argue that
business should focus on profit and let governments deal with social and
environmental issues.
Customer perception. Although some consumers may be willing to pay
more for products that are produced by environmentally aware businesses,
others may not be. The success of Primark illustrates this point.
State of the economy. In periods of high growth and profit, it may be
possible to take a more socially aware approach, but during periods of low
growth/recession and lower profit this may be difficult.
The market. Milton Friedman argued that the market should decide what
is best rather than businesses. In some ways, we can see this happening, in
that CSR is just an extension of a business’s market orientation. For
example, the move to hybrid and electric cars has been undertaken because
of the potential profit available.
Stakeholders’ views. Different stakeholders have different views, making
it difficult to achieve agreement on socially responsible behaviour.

7KH�GLIIHUHQFH�EHWZHHQ�VWDNHKROGHU�DQG
VKDUHKROGHU�FRQFHSWV

A stakeholder is anyone who has an interest in business, such as
employees, consumers and suppliers. Shareholders are also stakeholders,
but they own part of the business and are primarily interested in its
financial performance.

The shareholder concept was proposed by Milton Freedman and it states
that it is the responsibility of business to increase profit within the basic
rules of society. After all, the management is hired by the shareholders to
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run the business for their benefit.

The awareness of CSR, however, has encouraged businesses to take the
interests of all stakeholders into consideration during the decision-making
process, rather than just those of shareholders. This is the stakeholder
concept: that a business owes a responsibility to a wider group of
stakeholders than just shareholders. Some would argue that in the long
term this can result in increased shareholder value because:

  by treating employees properly, they are likely to be more engaged
  by providing higher-quality products, consumers are more likely to buy
  by having a socially responsible image, consumers may again be more

likely to buy

However, this may not work in practice — consider why consumers
continue to shop at certain clothes shops despite their record on the use of
sweatshops, for example. In an economic downturn, CSR is low on the list
of priorities. As a result, a happy medium of enlightened shareholder value
(ESV) may be a more acceptable concept. This states that businesses
should seek shareholder wealth that promotes sustainable growth and
profits based on a responsible attention to a full range of stakeholder
interests: in other words, gaining shareholder value while having full
regard for the long-term external impacts of wealth creation.

&DUUROOÿV�FRUSRUDWH�VRFLDO�UHVSRQVLELOLW\
S\UDPLG

In 1991 A. B. Carroll proposed the pyramid of corporate social
responsibility, which shows four main areas that a business’s duties to its
stakeholders fall under. This is illustrated in Figure 7.10.
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It is sometimes claimed that the basis of what we consider to be CSR is
rooted in the four types of responsibility depicted. The four areas are
outlined below:
Economic. This is the responsibility to be profitable, to provide a return to
shareholders, to create jobs and to contribute useful products and services
to society.
Legal. This is the responsibility to ensure that business practices are legal.
This involves obeying laws and regulations relating to employees,
consumers and the environment.
Ethical. This responsibility extends beyond the letter of the law to do what
is ‘right’ in terms of, for example, waste, recycling and the working
environment: in other words, looking after its stakeholders.
Philanthropic. This is the responsibility to be good corporate citizens and
to improve the lives of others in society.

The relevance of this pyramid perhaps lies in the framework it provides for
a business to understand the necessary principles of social responsibility,
enabling practices and strategies to be developed to achieve it.
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7KH�SUHVVXUHV�IRU�VRFLDOO\
UHVSRQVLEOH�EHKDYLRXU
Concerns for CSR have grown significantly over the last two decades,
adding to the pressures on business to act in a responsible manner. Other
pressures include:
Pressure groups. The actions of pressure groups such as Greenpeace can
draw unwanted attention to a business’s activities and in extreme cases
influence consumer purchasing choices.
Regulation. Strong and well-enforced state regulation makes socially
responsible behaviour more likely.
Self-regulation. Businesses are more likely to act in a socially responsible
way if there is a well-organised and effective system of industrial self-
regulation in place.
The media. These can have a big impact on business, making CSR more
likely as businesses aim to avoid negative publicity.
Consumer perception. Consumers are more aware and through social
media could have a big impact on a business that is not acting responsibly.

1RZ�WHVW�\RXUVHOI
����/LVW�WKUHH�EHQHILWV�RI�LQFUHDVHG�LPPLJUDWLRQ�WR�WKH�8.�
����%ULHIO\�RXWOLQH�WZR�ZD\V�LQ�ZKLFK�FRQVXPHU�OLIHVW\OHV

KDYH�FKDQJHG�RYHU�UHFHQW�\HDUV�
����:KDW�EHQHILWV�GRHV�RQOLQH�VKRSSLQJ�EULQJ�IRU�8.

SURGXFHUV"
����+RZ�GRHV�WKH�VWDNHKROGHU�FRQFHSW�GLIIHU�IURP�WKH

VKDUHKROGHU�FRQFHSW"
����:KDW�GR�\RX�XQGHUVWDQG�E\�FRUSRUDWH�VRFLDO

UHVSRQVLELOLW\��&65��DQG�IRU�ZKDW�UHDVRQV�VKRXOG
EXVLQHVVHV�XQGHUWDNH�&65�UHSRUWLQJ"

����:KDW�LV�&DUUROOÿV�S\UDPLG�RI�FRUSRUDWH�VRFLDO
UHVSRQVLELOLW\�DQG�ZKDW�UHOHYDQFH�GRHV�LW�KDYH�IRU
EXVLQHVV"

����%ULHIO\�H[SODLQ�WZR�UHDVRQV�IRU�WKH�JURZWK�LQ�SUHVVXUH
IRU�VRFLDO�UHVSRQVLELOLW\�LQ�GHFLVLRQ�PDNLQJ�
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$QDO\VLQJ�WKH�H[WHUQDO�HQYLURQPHQW
WR�DVVHVV�RSSRUWXQLWLHV�DQG
WKUHDWV��WKH�FRPSHWLWLYH
HQYLURQPHQW
The competitive environment refers to the market structure and the
dynamic system in which a business competes. The state of the system is
likely to impact on the flexibility of the businesses that operate within it.
An individual business’s power within the competitive environment can be
analysed through the framework provided by Porter’s five forces model.
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3RUWHUÿV�ILYH�IRUFHV

7KH�ILYH�IRUFHV

Michael E. Porter first put forward the five forces model in his book
Competitive Strategy: Techniques for Analysing Industries and
Competitors in 1980. It provides a simple but powerful tool for
understanding where power lies in an industry, enabling a business to
understand more clearly its own competitive strengths. Figure 7.11
illustrates the model.

(QWU\�WKUHDW��EDUULHUV�WR�HQWU\�

It is not just existing firms in an industry that may pose a threat; this may
also come from new entrants to the industry. Although it should be
possible for a firm to enter any market, in practice there may be significant
barriers to entry:
Cost of entry. Some industries may involve a high cost to enter, e.g.
aircraft manufacture.
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Government barriers. Government legislation can sometimes inhibit a
new entrant.
Patents. These give the holder a competitive advantage, which may make
it more difficult for a new entrant to access a market.
Economies of scale. Whether a new entrant or how quickly a new entrant
would benefit from economies would act as a barrier to entry.
Access to suppliers. Whether or not a new entrant has access to suppliers
is a potential barrier.

To sum up, a market is likely to be easier to enter where brand loyalty is
weak, there is easy access to suppliers, there is common technology
available and there is a low threshold to economies of scale.

%X\HU�SRZHU

This relates to the impact the customers have on a business. In general, the
fewer the customers and the more the suppliers, the stronger the buyer will
be. The relative strength of buyers is summarised in Table 7.5.

7DEOH�����%X\HU�SRZHU

0RUH�OLNHO\�WR�EH�SRZHUIXO 0RUH�OLNHO\�WR�EH�ZHDN

��)HZ�EX\HUV�DQG�RU�EX\V�D
VLJQLILFDQW�SURSRUWLRQ�RI�RXWSXW
��%X\HUV�KDYH�D�FUHGLEOH�EDFNZDUG
LQWHJUDWLRQ�WKUHDW

Ь��0DQ\�EX\HUV
Ь��3URGXFHUV�KDYH�D
FUHGLEOH�IRUZDUG�WKUHDW

Ь��7KHUH�DUH�VLJQLILFDQW
VZLWFKLQJ�FRVWV

6XSSOLHU�SRZHU

Any producing business requires supplies, which necessitates relationships
with suppliers. If suppliers are powerful, they are more likely to be able to
exert influence on the producing business. The relative strength of
suppliers is summarised in Table 7.6.

7DEOH�����6XSSOLHU�SRZHU

0RUH�OLNHO\�WR�EH�SRZHUIXO 0RUH�OLNHO\�WR�EH�ZHDN

��$�EXVLQHVV�XVHV�D�VLQJOH
VXSSOLHU
��&UHGLEOH�IRUZDUG
LQWHJUDWLRQ�WKUHDW�E\

Ь��7KHUH�DUH�PDQ\�FRPSHWLWLYH
VXSSOLHUV

Ь��&UHGLEOH�EDFNZDUG
LQWHJUDWLRQ�WKUHDW�E\
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VXSSOLHUV
��&XVWRPHUV�DUH�SRZHUIXO
��+LJK�FRVW�WR�VZLWFK
VXSSOLHUV

SXUFKDVHUV
Ь��&XVWRPHUV�DUH�ZHDN
Ь��/RZ�FRVW�WR�VZLWFK

5LYDOU\

This refers to the rivalry between firms in the same industry. Rivalry is
likely to be high in the following situations:
Many firms of similar size. Rivalry is more likely to be intense where
there are a large number of firms all targeting the same customers, as well
as if competitors are of a similar size.
Low levels of product differentiation. Customers are more likely to
switch between products in this situation, whereas if there is strong brand
identification and loyalty rivalry will be less intense.
Slow market growth. This results in increased rivalry as firms fight for
market share.
High exit costs. This means firms are more likely to stay and compete as
the assets may not be sold easily or transferred to other uses.

The intensity of rivalry is described in various ways, such as cut-throat,
aggressive or weak. To gain a competitive advantage, a firm may try to
improve differentiation or change its pricing policy.

6XEVWLWXWH�WKUHDW

A business’s ability to achieve profitability is affected by the threat of
substitutes, giving consumers the ability to choose an alternative product.
A substitute product is one from another industry that offers similar
benefits to the one produced by a particular business. For example, bottles
provide an alternative to cans, airlines provide an alternative to train
companies for domestic travel, e-readers are a substitute for books.

+RZ�WKH�ILYH�IRUFHV�VKDSH�FRPSHWLWLYH
VWUDWHJ\

As a result of analysis of the five forces, Porter identified three generic
strategies that could be implemented by a business to create a competitive
advantage:
Cost leadership strategy. This strategy may result from economies of
scale, proprietary technology, preferential access to raw materials or other
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factors. The low-cost producer needs to sustain cost leadership in order
retain customers and maintain an above average performance.
Differentiation strategy. With this strategy, the producer seeks to be
unique within the industry, giving consumers a reason to buy its product
over others. As a result, a higher price can be charged.
Focus strategy. This strategy entails a narrow competitive scope where a
particular segment or segments in the market are targeted. The focus on
that segment may then be on the basis of either cost leadership or
differentiation.

1RZ�WHVW�\RXUVHOI
����/LVW�WKH�IRUFHV�LQ�3RUWHUÿV�ILYH�IRUFHV�PRGHO�
����+RZ�GRHV�D�GLIIHUHQWLDWLRQ�VWUDWHJ\�GLIIHU�IURP�D�FRVW

OHDGHUVKLS�VWUDWHJ\"

$QVZHUV�RQ�S�����
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$QDO\VLQJ�VWUDWHJLF�RSWLRQV�
LQYHVWPHQW�DSSUDLVDO
An essential element of a successful business is investment, which may be
to renew capital equipment and machinery or an investment in new capital
stock that will lead to the long-run expansion of the business. Not only will
an investment involve risk, but there are always choices to be made
because of the size and the limit of the capital investment budget.
Investment appraisal can help in both reducing risk and enabling the
correct choice to be made.
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)LQDQFLDO�PHWKRGV�RI�DVVHVVLQJ�DQ
LQYHVWPHQW
It is important that a business estimates the benefits of an investment in
financial terms in order to identify the best option and thereby reduce risk.
The different appraisal techniques allow an organisation to assess the
effects an investment will have on its cash flow. This is achieved by
evaluating the costs and benefits of the investment over its useful or
expected life span. As a result, the expected net cash flow can be estimated
for each year of the investment’s life by taking the expected costs from the
estimated returns. There are three methods of financial investment
appraisal, as shown in this example.

([DPSOH

;<=�SOF�LV�FRQVLGHULQJ�WKH�FDSLWDO�LQYHVWPHQW�RI�ϗ�������LQ
WHFKQRORJ\��ZKLFK�LW�HVWLPDWHV�ZLOO�SURGXFH�WKH�IROORZLQJ
QHW�FDVK�IORZV�RYHU�WKH�QH[W���\HDUV�

<HDU 1HW�FDVK�IORZ��ϗ�

� ��������

� ��������

� ��������

� ��������

� ��������

� ��������

3D\EDFN
7KH�SD\EDFN�PHWKRG�PHDVXUHV�WKH�OHQJWK�RI�WLPH�QHHGHG�WR
UHFRYHU�WKH�LQLWLDO�LQYHVWPHQW��ϗ���������,Q�WKLV�H[DPSOH
LW�LV������\HDUV��ZKLFK�LV���\HDUV�DQG���PRQWKV��7KLV�LV
IRXQG�E\�XVLQJ�WKH�IROORZLQJ�IRUPXOD�
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$IWHU���\HDUV�ϗ�������KDV�EHHQ�JHQHUDWHG��OHDYLQJ�D�IXUWKHU
ϗ�������WR�FRYHU�WKH�IXOO�ϗ�������FRVW��7KH�QHW�FDVK�IORZ
LQ�\HDU���LV�ϗ�������
7KHUHIRUH�

7KLV�WHFKQLTXH�LV�TXLFN�DQG�VLPSOH�EXW�LW�LJQRUHV�WKH
WLPLQJV�RI�FDVK�IORZV��ϗ��UHFHLYHG�WRGD\�FRPSDUHG�WR�D
SRXQG�UHFHLYHG�LQ���RU���\HDUVÿ�WLPH�QRW�RQO\�FDUULHV
ORZHU�ULVN�EXW�FDQ�DOVR�EH�UHLQYHVWHG�DW�D�SRVLWLYH�UDWH�RI
UHWXUQ�

$YHUDJH�UDWH�RI�UHWXUQ
7KH�DYHUDJH�UDWH�RI�UHWXUQ�FDOFXODWHV�WKH�DYHUDJH�DQQXDO
UHWXUQ�DV�D�SHUFHQWDJH�RI�WKH�LQLWLDO�RXWOD\��7KHUH�DUH�D
QXPEHU�RI�VWHSV�WR�WKLV�FDOFXODWLRQ�

���7KH�QHW�UHWXUQ�LV�FDOFXODWHG�E\�WDNLQJ�WKH�LQLWLDO
RXWOD\��WKH�FRVW�RI�WKH�LQYHVWPHQW��IURP�WKH�WRWDO�QHW
FDVK�IORZV�

����

���7KH�DYHUDJH�DQQXDO�UHWXUQ�LV�FDOFXODWHG�E\�GLYLGLQJ�WKH
QHW�UHWXUQ�E\�WKH�OLIH�H[SHFWDQF\�

����

���7KH�DYHUDJH�UDWH�RI�UHWXUQ�LV�IRXQG�XVLQJ�WKH�IROORZLQJ
IRUPXOD�
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����

7KLV�PHWKRG�LV�XVHIXO�DV�LW�HQDEOHV�SHUFHQWDJHV�WR�EH
FRPSDUHG�IRU�GLIIHUHQW�LQYHVWPHQWV�EXW��OLNH�SD\EDFN��LW
LJQRUHV�WKH�WLPLQJ�RI�FDVK�IORZV�

1HW�SUHVHQW�YDOXH
1HW�SUHVHQW�YDOXH�WDNHV�LQWR�DFFRXQW�WKH�WLPLQJV�RI�FDVK
IORZV�E\�XVLQJ�D�WHFKQLTXH�FDOOHG�GLVFRXQWLQJ��,W�FRQYHUWV
IXWXUH�FDVK�IORZV�LQWR�WKHLU�SUHVHQW�YDOXHV��LQ�RWKHU
ZRUGV��LW�LV�VKRZLQJ�ZKDW�FDVK�IORZV�UHFHLYHG�LQ�IXWXUH
\HDUV�ZRXOG�EH�ZRUWK�WRGD\��ϗ����LQ�\RXU�SRFNHW�WRGD\�LV
PXFK�EHWWHU�WKDQ�WKH�SURPLVH�RI�ϗ����LQ��VD\����\HDUVÿ
WLPH��7KLV�LV�EHFDXVH��GXH�WR�LQIODWLRQ��LW�ZLOO�EH�ZRUWK
OHVV�LQ���\HDUVÿ�WLPH��'LVFRXQWLQJ�FDVK�IORZV�WHOOV�\RX
ZKDW�WKDW�ϗ����LQ���\HDUVÿ�WLPH�ZRXOG�EH�ZRUWK�WR�\RX
WRGD\��7KH�GLVFRXQW�IDFWRU�XVHG�GHSHQGV�RQ�D�QXPEHU�RI
WKLQJV�VXFK�DV�FXUUHQW�LQWHUHVW�UDWHV�RU�WKH�SHUFHQWDJH
UHWXUQ�RQ�DQ�LQYHVWPHQW�H[SHFWHG�E\�VKDUHKROGHUV��EXW�WKLV
QHHG�QRW�FRQFHUQ�XV�KHUH�

8VLQJ�WKH�H[DPSOH�DERYH�DQG�D�GLVFRXQW�IDFWRU�RI������ZH
FDQ�ZRUN�RXW�WKH�QHW�SUHVHQW�YDOXH�IRU�;<=�SOF��)RU�HDFK
\HDU��WKLV�LV�FDOFXODWHG�E\�PXOWLSO\LQJ�WKH�QHW�FDVK�IORZ
E\�WKH�GLVFRXQW�IDFWRU��7KH�QHW�SUHVHQW�YDOXH�IRU�HDFK�\HDU
LV�WKHQ�DGGHG�WRJHWKHU�DQG�WKH�FRVW�RI�WKH�LQLWLDO
LQYHVWPHQW�LV�GHGXFWHG�WR�DUULYH�DW�WKH�RYHUDOO�QHW�SUHVHQW
YDOXH�RI�ϗ��������7KLV�LV�VKRZQ�LQ�WKH�7DEOH�����

([DP�WLS

,I�\RX�DUH�DVNHG�WR�FDOFXODWH�QHW�SUHVHQW�YDOXH�LQ�WKH
H[DP��\RX�ZLOO�EH�VXSSOLHG�ZLWK�WKH�UHOHYDQW�GLVFRXQW
IDFWRU�WR�XVH�
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,I�WKH�UHVXOWLQJ�QHW�SUHVHQW�YDOXH�ILJXUH�LV�SRVLWLYH��WKH
LQYHVWPHQW�FDQ�EH�FRQVLGHUHG�ZRUWKZKLOH��DQG�WKH�KLJKHU�WKH
ILJXUH��WKH�EHWWHU��$OWKRXJK�LW�LV�PRUH�FRPSOH[�WR
FDOFXODWH�LW�WKDQ�SD\EDFN�RU�DYHUDJH�UDWH�RI�UHWXUQ��LW
RYHUFRPHV�WKH�SUREOHP�RI�WKH�WLPLQJV�RI�FDVK�IORZV�

7\SLFDO�PLVWDNH

,Q�RUGHU�WR�DYRLG�HUURUV�LQ�FDOFXODWLQJ�QHW�SUHVHQW�YDOXH�
LW�LV�VHQVLEOH�WR�VHW�RXW�\RXU�ZRUNLQJV�LQ�D�WDEOH�VXFK�DV
WKH�RQH�VKRZQ�KHUH��1RW�RQO\�ZLOO�WKLV�KHOS�ZLWK�\RXU
DFFXUDF\��LW�ZLOO�DOVR�HQDEOH�WKH�H[DPLQHU�WR�VHH�FOHDUO\
ZKDW�\RX�DUH�GRLQJ�DQG�LGHQWLI\�DQ\�PLVWDNHV�

Financial investment appraisal does not eliminate risk completely because
it is based on two key assumptions:

  Costs and revenues can be forecast accurately for future years.
  Key variables such as interest rates will not change.
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)DFWRUV�LQIOXHQFLQJ�LQYHVWPHQW
GHFLVLRQV
When making investment decisions, a business needs to consider a range
of factors besides the quantitative analysis undertaken through investment
appraisal. These further qualitative factors include:
The economy. Investment might be postponed if economic conditions
appear to be deteriorating or fast-tracked if there is a sudden improvement.
Competitive environment. An organisation may need to undertake capital
investment in order to keep up with competitors, such as the move by
supermarkets into online retailing.
Industrial relations. A business may need to consider the impact on its
workforce and the strength of any trade unions when, for example, the
introduction of new technology may lead to a reduction in employees.
Corporate image and objectives. Is an investment aligned with the
business’s corporate objectives and its attitude to corporate social
responsibility?
Logistics. This relates to the availability of the machinery or equipment
purchased, particularly if there is a choice to be made between different
options. A least favourable option from a quantitative standpoint may be
taken as if it can be delivered at short notice.

All investment decisions are undertaken in conditions of risk and
uncertainty. There is a risk associated with estimating the potential costs
and payoffs of an investment, so accuracy is not guaranteed. Estimates are
based on past experience, relevant information available and the decision-
maker’s judgement; the outcome could be vastly different. The difference
is because of the uncertainty involved if the decision-maker is unable to
foresee the overall consequences of a decision. This may be on account of
competitors’ actions, unexpected changes in the economy or consumers’
tastes and fashions.
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7KH�YDOXH�RI�VHQVLWLYLW\�DQDO\VLV
Sensitivity analysis is a ‘what if’ tool that can be used to address the
problem of uncertainty in a number of situations in business, including
investment appraisal. This is achieved by examining the impact of a
change in a variable using the payback, average rate of return or net
present value method. For example, what if the revenues achieved from an
investment were lower than expected? This would result in a reduced net
cash flow and a longer payback period, lower average rate of return and
lower net present value. The impact of other variables can also be
examined, such as using a higher or lower discount factor in a net present
value calculation. The benefits of using sensitivity analysis are its
simplicity and ease of use, enabling better and more informed decisions to
be made.

1RZ�WHVW�\RXUVHOI
����/LVW�WKUHH�PHWKRGV�RI�LQYHVWPHQW�DSSUDLVDO�
����&DOFXODWH�WKH�SD\EDFN�IRU�FDSLWDO�HTXLSPHQW�WKDW�FRVWV

ϗ��������DQG�JHQHUDWHV�D�SRVLWLYH�QHW�FDVK�IORZ�RI
ϗ�������HDFK�\HDU�

����:KDW�LV�WKH�DYHUDJH�UDWH�RI�UHWXUQ�IRU�FDSLWDO
HTXLSPHQW�WKDW�JHQHUDWHV�D�WRWDO�FXPXODWLYH�QHW�FDVK
IORZ�RYHU�D�SHULRG�RI���\HDUV�RI�ϗ�P�DQG�FRVWV�ϗ�P�WR
SXUFKDVH"

����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þGLVFRXQW�IDFWRUÿ"
����:K\�PLJKW�QHW�SUHVHQW�YDOXH�EH�FRQVLGHUHG�D�EHWWHU

PHWKRG�RI�LQYHVWPHQW�DSSUDLVDO�WKDQ�SD\EDFN�RU�DYHUDJH
UDWH�RI�UHWXUQ"

����([SODLQ�WZR�TXDOLWDWLYH�IDFWRUV�WKDW�FRXOG�LQIOXHQFH�DQ
LQYHVWPHQW�GHFLVLRQ�

����:K\�GRHV�VHQVLWLYLW\�DQDO\VLV�DOORZ�D�PRUH�LQIRUPHG
GHFLVLRQ�WR�EH�PDGH"

$QVZHUV�RQ�S�����

([DP�SUDFWLFH
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;<=�SOF

'XH�WR�LQFUHDVLQJ�GHPDQG�LQ�DOO�PDUNHWV��;<=�SOF�QHHGV�WR
H[SDQG�LWV�SURGXFWLRQ�IDFLOLWLHV��,WV�OX[XU\�SURGXFWV�DUH
H[WUHPHO\�SRSXODU�ZLWKLQ�LWV�PDLQ�(XURSHDQ�PDUNHW�DQG�WKHUH
LV�D�VPDOO�EXW�IDVW�JURZLQJ�PDUNHW�LQ�WKH�)DU�(DVW�
HVSHFLDOO\�&KLQD��$V�D�UHVXOW��LW�LV�ORRNLQJ�DW�WZR
SURSRVLWLRQV��H[SDQG�LWV�FXUUHQW�IDFWRU\�RU�EXLOG�D�QHZ
SODQW�LQ�&KLQD�LQ�RUGHU�WR�EH�ZHOO�SODFHG�WR�WDNH�DGYDQWDJH
RI�WKDW�IDVW�JURZLQJ�PDUNHW��/RZHU�SURGXFWLRQ�FRVWV�PHDQ
WKDW�WKH�&KLQHVH�SODQW�FRXOG�DOVR�EH�XVHG�WR�VDWLVI\�GHPDQG
LQ�LWV�RWKHU�PDUNHWV��7KH�FRVW�DQG�QHW�DQQXDO�FDVK�IORZV
IRU�WKH�WZR�RSWLRQV�DUH�RXWOLQHG�LQ�WKH�IROORZLQJ�WDEOH�

<HDU ([SDQG�H[LVWLQJ�IDFWRU\
�ϗ�

%XLOG�QHZ�IDFWRU\�LQ�&KLQD
�ϗ�

� ��������� ���������

� ���������� ���������

� ��������� ���������

� ��������� ���������

� ��������� ���������

� ��������� ���������

+RZHYHU��WKH�GLUHFWRUV�DUH�XQGHFLGHG�RYHU�ZKLFK�RSWLRQ�WR
FKRRVH��;<=�SOF�LV�YHU\�PXFK�D�þ%ULWLVKÿ�EXVLQHVV�WKDW
SULGHV�LWVHOI�RQ�WKH�TXDOLW\�RI�LWV�SURGXFWV��,W�DOVR�KDV
DQ�H[SHULHQFHG��VNLOOHG�DQG�OR\DO�ZRUNIRUFH�DQG�D
UHSXWDWLRQ�IRU�ORRNLQJ�DIWHU�WKDW�ZRUNIRUFH�

'LVFRXQW�IDFWRU�DW�����

<HDU���������

<HDU���������

<HDU���������

<HDU���������

<HDU���������

4XHVWLRQV
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F��&DOFXODWH�SD\EDFN��DYHUDJH�UDWH�RI�UHWXUQ�DQG�QHW
SUHVHQW�YDOXH�IRU�WKH�WZR�RSWLRQV�DQG�VWDWH�ZKLFK�LV�WKH
EHVW�RSWLRQ�IURP�D�ILQDQFLDO�SHUVSHFWLYH�

>�@
G��7R�ZKDW�H[WHQW�GR�\RX�EHOLHYH�ILQDQFLDO�IDFWRUV�VKRXOG

EH�WKH�PRVW�LPSRUWDQW�FRQVLGHUDWLRQ�LQ�;<=�SOFÿV
GHFLVLRQ"

>��@

(VVD\

86�PXOWLQDWLRQDO�FRPSDQLHV�$SSOH�DQG�$PD]RQ�KDYH�UHVSRQGHG
WR�WHFKQRORJLFDO�FKDQJH�E\�SURGXFLQJ�QHZ�SURGXFWV�WKDW
LQFRUSRUDWH�WKH�ODWHVW�WHFKQRORJ\��'R�\RX�WKLQN�WKLV�LV�WKH
EHVW�ZD\�IRU�EXVLQHVVHV�WR�UHVSRQG�WR�FKDQJHV�LQ
WHFKQRORJ\"�-XVWLI\�\RXU�DQVZHU�ZLWK�UHIHUHQFH�WR
$SSOH�$PD]RQ�RU�DQ\�RWKHU�EXVLQHVV�ZLWK�ZKLFK�\RX�DUH
IDPLOLDU�

>��@

$QVZHUV�DQG�TXLFN�TXL]��%�RQOLQH

([DP�WLS

7KH�H[DP�FRPSULVHV�WKUHH�SDSHUV�DQG�LW�LV�LPSRUWDQW�WKDW
\RX�IDPLOLDULVH�\RXUVHOI�ZLWK�WKHVH�SDSHUV�DQG�WKH�VNLOOV
UHTXLUHG�VR�WKDW�\RX�NQRZ�ZKDW�WR�H[SHFW�DQG�WKH�DPRXQW�RI
WLPH�WR�DOORFDWH�WR�HDFK�TXHVWLRQ��)RU�H[DPSOH��IRU�3DSHU��
RI�WKH�$�OHYHO�H[DP��WKH�ODVW�TXHVWLRQ��ZRUWK����PDUNV��LV
DQ�HVVD\�DQG�LW�LV�LPSRUWDQW�\RX�KDYH�HQRXJK�WLPH�WR�DQVZHU
WKLV�TXHVWLRQ�SURSHUO\��5HPHPEHU�WKDW�DOO�WKUHH�SDSHUV
DGGUHVV�WKH�ZKROH�VSHFLILFDWLRQ�FRYHUHG�DW�ERWK�$6�DQG�$�
OHYHO�DQG�\RX�PXVW�EH�SUHSDUHG�WR�GUDZ�RQ�WKH�ZKROH�RI�WKDW
NQRZOHGJH�LQ�SODQQLQJ�DQG�ZULWLQJ�\RXU�DQVZHUV�

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�
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0LVVLRQ��FRUSRUDWH�REMHFWLYHV�DQG�VWUDWHJ\
��LQIOXHQFHV�RQ�WKH�PLVVLRQ�RI�D�EXVLQHVV
��LQWHUQDO�DQG�H[WHUQDO�LQIOXHQFHV�RQ�FRUSRUDWH�REMHFWLYHV
DQG�GHFLVLRQV�LQFOXGLQJ�SUHVVXUH�IRU�VKRUW�WHUPLVP�
EXVLQHVV�RZQHUVKLS��WKH�H[WHUQDO�DQG�LQWHUQDO�HQYLURQPHQW
��WKH�OLQNV�EHWZHHQ�PLVVLRQ��FRUSRUDWH�REMHFWLYHV�DQG
VWUDWHJ\��DQG�WKH�GLVWLQFWLRQ�EHWZHHQ�VWUDWHJ\�DQG�WDFWLFV
��WKH�LPSDFW�RI�VWUDWHJLF�GHFLVLRQ�PDNLQJ�RQ�IXQFWLRQDO
GHFLVLRQ�PDNLQJ
��WKH�YDOXH�RI�6:27�DQDO\VLV

,QWHUQDO�VWUHQJWKV�DQG�ZHDNQHVVHV��ILQDQFLDO
UDWLR�DQDO\VLV
��KRZ�WR�DVVHVV�WKH�ILQDQFLDO�SHUIRUPDQFH�RI�D�EXVLQHVV
XVLQJ�EDODQFH�VKHHWV��LQFRPH�VWDWHPHQWV�DQG�WKH�IROORZLQJ
ILQDQFLDO�UDWLRV��SURILWDELOLW\��UHWXUQ�RQ�FDSLWDO
HPSOR\HG���OLTXLGLW\��FXUUHQW�UDWLR���JHDULQJ�DQG
HIILFLHQF\�UDWLRV��SD\DEOHV�GD\V��UHFHLYDEOHV�GD\V�DQG
LQYHQWRU\�WXUQRYHU�
��WKH�YDOXH�RI�ILQDQFLDO�UDWLRV�ZKHQ�DVVHVVLQJ�SHUIRUPDQFH
LQFOXGLQJ�WKH�LPSRUWDQFH�RI�DQDO\VLV�RYHU�WLPH�DQG
FRPSDULVRQ�ZLWK�RWKHU�EXVLQHVVHV

,QWHUQDO�VWUHQJWKV�DQG�ZHDNQHVVHV��RYHUDOO
SHUIRUPDQFH
��KRZ�WR�DQDO\VH�GDWD�RWKHU�WKDQ�ILQDQFLDO�VWDWHPHQWV�WR
DVVHVV�WKH�VWUHQJWKV�DQG�ZHDNQHVVHV�RI�D�EXVLQHVV�LQFOXGLQJ
RSHUDWLRQV��KXPDQ�UHVRXUFH�DQG�PDUNHWLQJ�GDWD��WKLV�VKRXOG
EH�GRQH�RYHU�WLPH�DQG�LQ�FRPSDULVRQ�ZLWK�RWKHU�EXVLQHVVHV
��WKH�LPSRUWDQFH�RI�FRUH�FRPSHWHQFLHV
��DVVHVVLQJ�VKRUW��DQG�ORQJ�WHUP�SHUIRUPDQFH
��WKH�YDOXH�RI�GLIIHUHQW�PHDVXUHV�RI�DVVHVVLQJ�EXVLQHVV
SHUIRUPDQFH�LQFOXGLQJ�.DSODQ�DQG�1RUWRQÿV�%DODQFHG
6FRUHFDUG�PRGHO�DQG�(ONLQJWRQÿV�7ULSOH�%RWWRP�/LQH
�3URILW��3HRSOH�DQG�3ODQHW�

([WHUQDO�RSSRUWXQLWLHV�DQG�WKUHDWV�
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SROLWLFDO�DQG�OHJDO�FKDQJH
��WKH�LPSDFW�RI�FKDQJHV�LQ�WKH�SROLWLFDO�DQG�OHJDO
HQYLURQPHQW�RQ�VWUDWHJLF�DQG�IXQFWLRQDO�GHFLVLRQ�PDNLQJ
��WKH�SROLWLFDO�DQG�OHJDO�HQYLURQPHQW�LQFOXGLQJ�D�EURDG
XQGHUVWDQGLQJ�RI�WKH�VFRSH�DQG�HIIHFWV�RI�8.�DQG�(8�ODZ
UHODWHG�WR�FRPSHWLWLRQ��WKH�ODERXU�PDUNHW�DQG�HQYLURQPHQWDO
OHJLVODWLRQ
��WKH�LPSDFW�RI�8.�DQG�(8�JRYHUQPHQW�SROLF\�UHODWHG�WR
HQWHUSULVH��WKH�UROH�RI�UHJXODWRUV��LQIUDVWUXFWXUH��WKH
HQYLURQPHQW�DQG�LQWHUQDWLRQDO�WUDGH

([WHUQDO�RSSRUWXQLWLHV�DQG�WKUHDWV��HFRQRPLF
FKDQJH
��WKH�LPSDFW�RI�FKDQJHV�LQ�WKH�8.�DQG�WKH�JOREDO�HFRQRPLF
HQYLURQPHQW�RQ�VWUDWHJLF�DQG�IXQFWLRQDO�GHFLVLRQ�PDNLQJ
��UHOHYDQW�HFRQRPLF�IDFWRUV�LQFOXGLQJ�*'3��WD[DWLRQ�
H[FKDQJH�UDWHV��LQIODWLRQ��ILVFDO�DQG�PRQHWDU\�SROLF\�DQG
PRUH�RSHQ�WUDGH�Y�SURWHFWLRQLVP
��UHOHYDQW�HFRQRPLF�GDWD�LQFOXGLQJ�DQ�DELOLW\�WR�LQWHUSUHW
DQ\�FKDQJHV�IRU�WKH�8.��(8�DQG�JOREDOO\�DQG�WR�FRQVLGHU�WKH
LPSOLFDWLRQV�RI�VXFK�FKDQJHV�IRU�EXVLQHVV
��UHDVRQV�IRU�DQG�WKH�LPSRUWDQFH�RI�JUHDWHU�JOREDOLVDWLRQ
RI�EXVLQHVV
��WKH�LPSRUWDQFH�RI�HPHUJLQJ�HFRQRPLHV�IRU�EXVLQHVV

([WHUQDO�RSSRUWXQLWLHV�DQG�WKUHDWV��VRFLDO
DQG�WHFKQRORJLFDO
��WKH�LPSDFW�RI�WKH�VRFLDO�DQG�WHFKQRORJLFDO�HQYLURQPHQW�RQ
VWUDWHJLF�DQG�IXQFWLRQDO�GHFLVLRQ�PDNLQJ
��VRFLDO�FKDQJHV�LQFOXGLQJ�GHPRJUDSKLF�DQG�SRSXODWLRQ
PRYHPHQWV��XUEDQLVDWLRQ�DQG�PLJUDWLRQ��FKDQJHV�LQ�FRQVXPHU
OLIHVW\OH�DQG�EX\LQJ�EHKDYLRXU��DQG�WKH�JURZWK�RI�RQOLQH
EXVLQHVV
��WKH�VRFLDO�HQYLURQPHQW�LQFOXGLQJ�FRUSRUDWH�VRFLDO
UHVSRQVLELOLW\��&65��DQG�WKH�UHDVRQV�IRU�DQG�DJDLQVW�LW�
WKH�GLIIHUHQFH�EHWZHHQ�WKH�VWDNHKROGHU�DQG�VKDUHKROGHU
FRQFHSWV��DQG�&DUUROOÿV�FRUSRUDWH�VRFLDO�UHVSRQVLELOLW\
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S\UDPLG
��WHFKQRORJLFDO�FKDQJH�LQFOXGLQJ�WKH�LPSDFW�RI�VXFK�FKDQJH
RQ�WKH�IXQFWLRQDO�DUHDV�DQG�VWUDWHJ\
��WKH�SUHVVXUHV�IRU�VRFLDOO\�UHVSRQVLEOH�EHKDYLRXU

([WHUQDO�RSSRUWXQLWLHV�DQG�WKUHDWV��WKH
FRPSHWLWLYH�HQYLURQPHQW
��3RUWHUÿV�ILYH�IRUFHV��HQWU\�WKUHDW�EDUULHUV�WR�HQWU\�
EX\HU�SRZHU��VXSSOLHU�SRZHU��ULYDOU\�DQG�VXEVWLWXWH
WKUHDW���KRZ�DQG�ZK\�WKHVH�PLJKW�FKDQJH�DQG�WKH
LPSOLFDWLRQV�RI�WKHVH�IRUFHV�IRU�VWUDWHJLF�DQG�IXQFWLRQDO
GHFLVLRQ�PDNLQJ�DQG�SURILW
��FRQVLGHUDWLRQ�VKRXOG�EH�JLYHQ�WR�KRZ�WKHVH�ILYH�IRUFHV
VKDSH�FRPSHWLWLYH�VWUDWHJ\

$QDO\VLQJ�VWUDWHJLF�RSWLRQV��LQYHVWPHQW
DSSUDLVDO
��ILQDQFLDO�PHWKRGV�RI�DVVHVVLQJ�LQYHVWPHQW�LQFOXGLQJ�WKH
FDOFXODWLRQ�DQG�LQWHUSUHWDWLRQ�RI�SD\EDFN��DYHUDJH�UDWH�RI
UHWXUQ�DQG�QHW�SUHVHQW�YDOXH
��IDFWRUV�LQIOXHQFLQJ�LQYHVWPHQW�GHFLVLRQV�LQFOXGLQJ
LQYHVWPHQW�FULWHULD��QRQ�ILQDQFLDO�IDFWRUV��ULVN�DQG
XQFHUWDLQW\
��WKH�YDOXH�RI�VHQVLWLYLW\�DQDO\VLV
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��&KRRVLQJ�VWUDWHJLF
GLUHFWLRQ

6WUDWHJLF�GLUHFWLRQ��FKRRVLQJ�ZKLFK
PDUNHWV�WR�FRPSHWH�LQ�DQG�ZKDW
SURGXFWV�WR�RIIHU
Strategic direction relates to a course of action that it is hoped will lead to
the achievement of the goals and mission of an organisation. This involves
decisions about which markets to operate in and what products to offer.
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)DFWRUV�LQIOXHQFLQJ�ZKLFK�PDUNHWV
WR�FRPSHWH�LQ�DQG�ZKLFK�SURGXFWV�WR
RIIHU
When an organisation undertakes a SWOT analysis, it examines the
internal strengths and weaknesses and external opportunities and threats.
This analysis can be used in choosing the organisation’s strategic
direction, seeking to build on its strengths or develop any opportunities
identified. Alternatively, it may wish to address any weaknesses or threats.
The choice of strategic direction can be further analysed using the Ansoff
matrix.

7KH�$QVRII�PDWUL[

Created by Igor Ansoff and first published in 1957, this matrix (Figure 8.1)
was designed to help managers consider how to grow their business
through existing or new markets and existing or new products. The matrix
identifies four strategies:
Market penetration: increased market share in existing markets achieved
by selling more products to either existing customers or new customers.
Market development: involves finding new markets for existing products
using market research and segmentation to identify new groups of
customers.
New product development: involves producing new products for existing
markets.
Diversification: the most risky strategy, involving new products in new
areas.
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The following factors are likely to have an impact on the choice of
strategic direction:
Objectives and attitude to risk. Some organisations may be risk averse
and therefore pursue strategies that are more conservative, focusing on
what they know and steady growth rather than adopting a more risky
strategy that offers fast growth.
Cost. The budget available is likely to have an impact on strategic
direction, which will be analysed in relation to the expected returns in a
cost–benefit analysis.
Barriers to entry. Some markets may have high barriers to entry, making
entry very difficult. This might be in the form of tariffs, quotas and
regulations. Access to these markets might be enabled by strategies
involving setting up production facilities in the market, collaboration with
existing businesses or takeover of existing businesses within the market.
Competitors’ actions. Organisations will seek proactive strategies to
enable them to stay ahead of competitors, although sometimes they will
need to be reactive, responding to competitors.
Ethics involved. With greater attention attached to corporate social
responsibility, the ethics involved may be an important consideration.

Strategic decisions are medium- to long-term decisions that require
detailed analysis in order to guide an organisation on the right strategic
direction. Failure to achieve this can be costly, as demonstrated by Kodak.
It invented the first digital camera in 1975, but instead of marketing the
technology it held back for fear of damaging its film business.
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7KH�UHDVRQV�IRU�FKRRVLQJ�DQG�WKH
YDOXH�RI�GLIIHUHQW�RSWLRQV�IRU
VWUDWHJLF�GLUHFWLRQ
The reasons for and value of choosing the four strategies suggested by
Ansoff are as follows.

0DUNHW�SHQHWUDWLRQ��H[LVWLQJ�SURGXFWV�LQ
H[LVWLQJ�PDUNHWV�

This strategy can be implemented quickly with limited risk. It avoids the
commitment in terms of the expense and time involved in developing new
products or investigating and analysing unfamiliar markets. However, it
does require there to be the potential for growth within the market,
otherwise if the market is saturated heavy promotion may be needed to
entice customers away from competitors.

0DUNHW�GHYHORSPHQW��H[LVWLQJ�SURGXFWV��QHZ
PDUNHWV�

This is a good strategy for a business with a well-established brand name
such as Starbucks or Coca-Cola. The product is already proven and the
business remains focused on its core function, which should make entry to
new markets easier. It avoids the development of new products, which can
be costly. However, such a strategy depends on markets being accessible
and could be costly if modifications are required to suit the new market.

1HZ�SURGXFW�GHYHORSPHQW��QHZ�SURGXFWV�
H[LVWLQJ�PDUNHWV�

This strategy is a good choice for an organisation that has a strong brand
name, such as Virgin or Apple. Businesses adopting this strategy benefit
from knowing their customer base, making market research and promotion
easier. Such a strategy is required if an existing product has become
obsolete and may also be used if there is potential for new segments of the
market to be targeted or if complementary products can be produced.
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There is also the possibility of new innovative products being developed
for the market, as Apple has done with its products. However, this
approach may involve producing and selling products it has limited
expertise with, and where there may be already established producers.

'LYHUVLILFDWLRQ��QHZ�SURGXFWV��QHZ�PDUNHWV�

This might be related diversification (e.g. an alcoholic drinks business
moving into soft drinks) or unrelated diversification (where there is no
previous industry experience). This strategy may be chosen if the existing
industry is in decline or has become saturated. As a result, it can enable
further growth for a business and spread risk. However, it does involve
greater risk as a business is moving into an area in which it has no
experience.

7\SLFDO�PLVWDNH

'LYHUVLILFDWLRQ�LV�ULJKWO\�FRQVLGHUHG�WKH�PRVW�ULVN\
VWUDWHJ\��EXW�GR�QRW�GLVPLVV�VXFK�D�VWUDWHJ\�ZLWKRXW
VWXG\LQJ�DOO�RWKHU�LQIRUPDWLRQ��)RU�VRPH�EXVLQHVVHV�
GLYHUVLILFDWLRQ�KDV�EHHQ�KXJHO\�VXFFHVVIXO�

([DP�WLS

5HPHPEHU�WKDW�DOO�VWUDWHJLHV�KDYH�VRPH�ULVN�DQG�WKDW�WKH
GHJUHH�RI�ULVN�YDULHV�DFFRUGLQJ�WR�WKH�FLUFXPVWDQFH�RI�WKH
EXVLQHVV�LQYROYHG��$Q\�MXGJHPHQW�PDGH�QHHGV�WR�EH�VHW�LQ
WKH�FRQWH[W�RI�WKH�EXVLQHVV�DV�D�ZKROH��QRW�MXVW�WKH
VWUDWHJ\�DGRSWHG�

1RZ�WHVW�\RXUVHOI
���:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þVWUDWHJLF

GLUHFWLRQÿ"
���/LVW�IRXU�IDFWRUV�WKDW�PLJKW�DIIHFW�VWUDWHJLF�GLUHFWLRQ�
���'LVWLQJXLVK�EHWZHHQ�PDUNHW�DQG�SURGXFW�GHYHORSPHQW�LQ

WKH�$QVRII�PDWUL[�
���)RU�ZKDW�UHDVRQV�PLJKW�D�EXVLQHVV�FKRRVH�D�VWUDWHJ\�RI

GLYHUVLILFDWLRQ"
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$QVZHUV�RQ�S�����
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6WUDWHJLF�SRVLWLRQLQJ��FKRRVLQJ�KRZ
WR�FRPSHWH
Once the strategic direction of an organisation has been determined, the
business needs to decide how it wishes to be perceived in the market. This
is referred to as its strategic positioning and it influences how it competes
in terms of benefits and price.
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+RZ�WR�FRPSHWH�LQ�WHUPV�RI�EHQHILWV
DQG�SULFH
In many markets customers are faced with a tremendous amount of choice.
It is the job of individual companies within the market to find their
competitive edge and position in the market in order to meet customer
needs better than the next company. How companies do this is a crucial
question and the specification suggests that strategic positioning and how
to compete are examined in terms of two models: Porter’s three generic
strategies of low cost, differentiation and focus strategies and Bowman’s
strategic clock.

3RUWHUÿV�JHQHULF�VWUDWHJLHV

Porter’s generic strategies are ways of gaining a competitive advantage
that can be applied to all industries and organisations. The three strategies
are illustrated in Figure 8.2.

/RZ�FRVW�VWUDWHJ\

This is not just having low costs but being the leader in terms of cost in
your industry. In pursuing this strategy, an organisation needs to be
confident it can maintain its leadership. It must have a sustainable low-cost
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base and access to capital to invest in technology that can further reduce
costs.

([DP�WLS

&RVW�OHDGHUVKLS�LV�DERXW�PLQLPLVLQJ�WKH�FRVWV�RI�SURGXFLQJ
D�JRRG�RU�VHUYLFH�DQG�LV�VHSDUDWH�IURP�WKH�FRVW�RU�SULFH
SDLG�IRU�WKH�JRRG�RU�VHUYLFH�

'LIIHUHQWLDWLRQ�VWUDWHJ\

This involves making products different from and more attractive than
your competitors. Methods of achieving this may be through quality,
durability, functionality, customer service or a brand image that is valued
by customers. A successful differentiation strategy requires research and
development, innovation and effective sales and marketing.

)RFXV�VWUDWHJ\

With a focus strategy, an organisation focuses on a particular niche in the
market. However, within that niche it is still important to decide how to
achieve a competitive advantage and whether a low-cost or differentiation
strategy will be chosen. For example, Baxters soups focuses on a small
segment of the soup market, providing highly differentiated products. It is
this focus that makes Baxters soup stand out; without it, the business
would be stuck in the middle, heading for failure.

%RZPDQÿV�VWUDWHJLF�FORFN

Developed in 1996 by Cliff Bowman and David Faulkner, Bowman’s
strategic clock looks at Porter’s generic strategies in a different way. Price
is used as a variable rather than cost, and rather than three strategic
positions it identifies eight according to varying levels of price and value,
as well as identifying the likelihood of success of each strategy. This is
illustrated in Figure 8.3.
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The eight positions on the clock are outlined below:
1  Low price/low added value. Offers bargain basement — not a popular

choice as there is a lack of differentiated value and profit is achieved
only by selling high volume (e.g. Poundland).

2  Low price. Companies operating in this area are low-cost leaders
selling everyday products on low margins but in high volume (e.g. Aldi
and Lidl).

3  Hybrid (moderate price/moderate differentiation). Offers products at
a low cost but a higher perceived value and gains a reputation and
consumer loyalty for fair prices and reasonable goods (e.g. IKEA).

4  Differentiation. Offers customers high perceived value at a reasonable
price. Branding is important with this strategy as it allows companies to
become synonymous with quality and can enable higher prices to be
charged (e.g. Nike, BMW).

5  Focused differentiation. Offers high perceived value and price, such as
where markets are highly targeted and margins are high, as with
designer products (e.g. Gucci, Armani and Rolex).

6  Increased price/standard product. This can only be a short-term
strategy as a premium price cannot be justified in a competitive market
and will not survive.

7  High price/low value. A classic monopoly position that fortunately for
consumers is unlikely to exist in a market economy.
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8  Low value/standard price. Such a strategy involves a business losing
sales.

In situations where price is greater than the perceived value, there are
always competitors offering better-quality products at lower prices,
making positions 6, 7 and 8 unviable as competitive strategies.

By looking at different combinations of price and perceived value, it is
possible to identify and choose a position of competitive advantage. This
can be useful and certainly helps in the understanding of how companies
compete in the market place. Compared to Porter’s generic strategies,
however, Bowman’s strategic clock is overcomplicated and little used in
business today.

([DP�WLS

3RUWHU�DQG�%RZPDQ�DUH�XVHIXO�LQ�VWUDWHJLF�GHFLVLRQ�PDNLQJ�
3RUWHU�LV�D�JRRG�VWDUWLQJ�SRLQW��EXW�RQFH�D�FKRLFH�KDV�EHHQ
PDGH�WKHUH�DUH�D�QXPEHU�RI�RSWLRQV�DYDLODEOH�DQG�%RZPDQ
HQDEOHV�WKHVH�RSWLRQV�WR�EH�ORRNHG�DW�LQ�PRUH�GHWDLO�
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,QIOXHQFHV�RQ�WKH�FKRLFH�RI�D
SRVLWLRQLQJ�VWUDWHJ\
Where a business chooses to position itself is influenced by a number of
factors:
The business itself. This relates to the size, skills, assets and culture of the
business and its resulting strengths, what it is good at, what it is known for
and where it wishes to go.
The competition. This relates to the strengths and weaknesses of
competitors. Customer perception of their value brand and quality may
influence positioning, e.g. Aldi and Lidl are positioned in order to appear
different from Tesco and Asda.
Customer. This relates to customer needs and current trends and may be
analysed in terms of existing and potential customers, demographics or
satisfaction and brand perception.
External environment. This includes political and economic factors.
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7KH�YDOXH�RI�GLIIHUHQW�VWUDWHJLF
SRVLWLRQLQJ�VWUDWHJLHV
The correct positioning of a product or service is essential to the
generation of revenue and profit. As a result, knowledge of different
positioning strategies has some value. Although the model produced by
Bowman is complex, it gives an insight into the possibilities available to a
business in terms of price and perceived value. Although little used by
businesses today, it enables students to more easily understand positioning.
Porter’s generic strategies of low cost versus differentiation are perhaps
easier to use and may provide a better insight into the business world.
However, the message that comes from both these models is that any
business needs to treat positioning seriously, ensuring that the strategy
chosen fits clearly with its mission and objectives and with how consumers
perceive the organisation and their expectations.

([DP�WLS

3RVLWLRQLQJ�VWUDWHJLHV�FDQ�EH�OLQNHG�WR�PDUNHW�PDSSLQJ�
,GHQWLI\LQJ�D�SDUWLFXODU�JDS�LQ�WKH�PDUNHW�OHDGV�WR�WKH
FRUUHFW�SRVLWLRQLQJ�VWUDWHJ\�EHLQJ�DGRSWHG�
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7KH�EHQHILWV�RI�KDYLQJ�D
FRPSHWLWLYH�DGYDQWDJH
A competitive advantage is gained by an organisation when it provides the
same value as its competitors but at a lower price, or charges a higher price
than competitors due to greater value through differentiation. This has a
number of benefits for the organisation:
Sales: a competitive advantage should lead to greater sales.
Brand loyalty: this should be achieved due to the competitive advantage.
Profit: this could be achieved through higher volume in a cost leadership
strategy or from higher margins in a differentiation strategy.
Shareholder value: if the three benefits above are achieved, greater
shareholder value is generated.

However, these benefits are dependent on having a competitive advantage
that is not easy for competitors to duplicate or beat: in other words, it
needs to be sustainable. As a result, it may be dependent on an
organisation’s willingness and ability to invest in research and
development in order to innovate products and production processes, as
well as investing in the skills and development of its workforce and
marketing processes.
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7KH�GLIILFXOWLHV�RI�PDLQWDLQLQJ�D
FRPSHWLWLYH�DGYDQWDJH
Maintaining a sustainable competitive advantage is a challenge faced by
all organisations and one that some, such as Kodak, Nokia and
BlackBerry, have failed to achieve. Difficulties include:
Developments in technology. An organisation may fail to see or embrace
new technologies, e.g. Blockbuster failed to foresee the advent of Netflix
and Kodak failed to embrace digital technologies.
Investment. Investment in new plant and equipment as well as research
and development is expensive, and a failure to constantly update products
and processes could lead to cost and differentiation advantages being lost.
Human resources. Having a highly skilled and loyal workforce provides
advantages, but if this is not maintained any competitive advantage might
be lost. This might also be true of the leadership of an organisation, which
can sometimes lose direction when there is a change.
Financial constraints. These can lead to a lack of investment.
Short termism. A focus on short-term profit could lead to a lack of focus
on sustaining a long-term competitive advantage.

1RZ�WHVW�\RXUVHOI
�����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þVWUDWHJLF

SRVLWLRQLQJÿ"
�����:LWK�WKH�XVH�RI�DQ�H[DPSOH��H[SODLQ�ZKDW�LV�PHDQW�E\�D

ORZ�FRVW�VWUDWHJ\�
�����,Q�3RUWHUÿV�JHQHULF�VWUDWHJLHV��GLVWLQJXLVK�EHWZHHQ�D

GLIIHUHQWLDWLRQ�DQG�D�IRFXV�VWUDWHJ\�
�����:K\�DUH�SRVLWLRQV������DQG���RQ�%RZPDQÿV�VWUDWHJLF

FORFN�XQOLNHO\�WR�EH�DGRSWHG"
�����([SODLQ�WKH�LPSRUWDQFH�WR�D�EXVLQHVV�RI�KDYLQJ�D

FRPSHWLWLYH�DGYDQWDJH�
����,GHQWLI\�WKUHH�UHDVRQV�ZK\�LW�PD\�EH�GLIILFXOW�WR

PDLQWDLQ�D�FRPSHWLWLYH�DGYDQWDJH�

$QVZHUV�RQ�S�����
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([DP�SUDFWLFH

)O\IDVW�SOF

$IWHU����\HDUV�RI�ULVLQJ�SURILW��)O\IDVW�SOF��WKH�QR�IULOOV
EXGJHW�DLUOLQH��KDV�MXVW�DQQRXQFHG�D�VLJQLILFDQW�DQG
ZRUU\LQJ�IDOO�LQ�SURILW��8S�WR�QRZ�LWV�FRUH�FRPSHWHQFLHV�RI
ORZ�SULFH�DQG�D�FRVW�FRQVFLRXV�FXOWXUH�KDYH�VHUYHG�WKH
FRPSDQ\�DQG�LWV�VKDUHKROGHUV�ZHOO��+RZHYHU��IRU�D�QXPEHU�RI
\HDUV�WKH�&LW\�KDV�EHHQ�TXHVWLRQLQJ�WKH�VXVWDLQDELOLW\�RI
LWV�JURZLQJ�SURILW�OHYHOV��ZLWK�VRPH�QRZ�HYHQ�TXHVWLRQLQJ
WKH�ORQJ�WHUP�IXWXUH�RI�WKH�EXVLQHVV�

$OWKRXJK�HFRQRPLF�FRQGLWLRQV�KDYH�QRW�EHHQ�JUHDW��RWKHU
EXGJHW�DLUOLQHV�KDYH�EHHQ�DEOH�WR�SRVW�PRGHVW�LQFUHDVHV�LQ
SURILW��$V�D�UHVXOW��)O\IDVWÿV�GLUHFWRUV�ZHUH�EHJLQQLQJ�WR
TXHVWLRQ�WKH�VWUDWHJLF�SRVLWLRQ�RI�WKH�EXVLQHVV��:HUH�LWV
ORZ�SULFH��FRVW�FRQVFLRXV�FRPSHWHQFLHV�EHJLQQLQJ�WR�EH�VHHQ
DV�ORZ�SULFH�DQG�ORZ�YDOXH"�,W�LV�DOO�YHU\�ZHOO�EHLQJ�QR�
IULOOV��EXW�RWKHU�EXGJHW�DLUOLQHV�ZHUH�SHUKDSV�EHWWHU�DW
ORRNLQJ�DIWHU�WKHLU�FXVWRPHUV��$�FKDQJH�LQ�VWUDWHJLF
GLUHFWLRQ�DSSHDUHG�WR�EH�RQ�WKH�FDUGV�DQG�WKH�QH[W�ERDUG
PHHWLQJ�ZDV�OLNHO\�WR�EH�DQ�LQWHUHVWLQJ�RQH�

4XHVWLRQV

D��$QDO\VH�KRZ�)O\IDVWÿV�FRUH�FRPSHWHQFLHV�HQDEOHG�LW�WR
ERWK�HQWHU�DQG�DFKLHYH����\HDUV�RI�ULVLQJ�SURILW�LQ�WKH
DLUOLQH�LQGXVWU\�

>�@
E��(YDOXDWH�WKH�H[WHQW�WR�ZKLFK�)O\IDVW�QHHGV�WR�FKDQJH�LWV

VWUDWHJLF�SRVLWLRQLQJ�
>��@

$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�
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6WUDWHJLF�GLUHFWLRQ��FKRRVLQJ�ZKLFK�PDUNHWV
WR�FRPSHWH�LQ�DQG�ZKDW�SURGXFWV�WR�RIIHU
��WKH�IDFWRUV�LQIOXHQFLQJ�ZKLFK�PDUNHWV�WR�FRPSHWH�LQ�DQG
ZKLFK�SURGXFWV�WR�RIIHU
��WKH�$QVRII�PDWUL[�DQG�WKH�YDOXH�RI�PDUNHW�SHQHWUDWLRQ�
PDUNHW�GHYHORSPHQW��QHZ�SURGXFW�GHYHORSPHQW�DQG
GLYHUVLILFDWLRQ
��WKH�UHDVRQV�IRU�FKRRVLQJ�DQG�YDOXH�RI�GLIIHUHQW�RSWLRQV
IRU�VWUDWHJLF�GLUHFWLRQ

6WUDWHJLF�SRVLWLRQLQJ��FKRRVLQJ�KRZ�WR
FRPSHWH
��KRZ�WR�FRPSHWH�LQ�WHUPV�RI�EHQHILWV�DQG�SULFH�LQFOXGLQJ
WKH�SRVLWLRQLQJ�PRGHOV�RI�3RUWHU��ORZ�FRVW��GLIIHUHQWLDWLRQ
DQG�IRFXV�VWUDWHJ\��DQG�%RZPDQ��VWUDWHJLF�FORFN�
��LQIOXHQFHV�RQ�WKH�FKRLFH�RI�SRVLWLRQLQJ�VWUDWHJ\
��WKH�YDOXH�RI�GLIIHUHQW�VWUDWHJLF�SRVLWLRQLQJ�VWUDWHJLHV
��WKH�EHQHILWV�RI�KDYLQJ�D�FRPSHWLWLYH�DGYDQWDJH
��WKH�GLIILFXOWLHV�RI�PDLQWDLQLQJ�D�FRPSHWLWLYH�DGYDQWDJH
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��6WUDWHJLF�PHWKRGV��KRZ�WR
SXUVXH�VWUDWHJLHV

$VVHVVLQJ�D�FKDQJH�LQ�VFDOH
A change in scale is a change in the size of a business. We most often
think of this in terms of businesses growing, but it is also possible for
businesses to shrink, usually because of a strategy of retrenchment.
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7KH�UHDVRQV�ZK\�EXVLQHVVHV�JURZ�RU
UHWUHQFK
Growth may be achieved either internally (organically) or externally
through takeovers or mergers. Growth is an important objective and there
are a number of reasons for this:
Increased profit. Growth brings with it increased sales and revenue and
hopefully profit. This is likely to lead to an increase in share price and
greater returns to shareholders. In turn, this leads to positive media
attention and greater security for the CEO and board members.
Survival. Sometimes growth is essential for the survival of a business. By
remaining small, a business may not be able to benefit from economies of
scale, resulting in high costs and a lack of competitiveness. Small
businesses could more easily be taken over by larger rivals.
Reduce risk. Growth in the form of diversification or moving into new
markets can be used to reduce risk.
Increase market share. Growth in market share may give a business a
more dominant position in the market, thereby giving it greater power over
both suppliers and perhaps prices.

Retrenchment is the opposite of growth and means cutting down or
reducing the size of a business, usually with the aim of becoming a more
financially stable business. It is likely to involve job losses and reductions
in output and capacity. Some areas of the business may be sold off or
demerged. There are a number of reasons why a business might pursue a
strategy of retrenchment:
Changes in the market. This might be because of changes in taste and
fashion, technological development or the arrival of new more competitive
businesses.
Failed takeover. It is not unusual for a takeover to fail and for a business
to demerge part or all of the business taken over.
Economic downturn. Sometimes an economic downturn leads to a
business retrenching in order to better cope with the changed economic
environment.

([DP�WLS
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6RPHWLPHV�D�EXVLQHVV�PLJKW�UHWUHQFK�LQ�RUGHU�WR�IRFXV�PRUH
FORVHO\�RQ�FRUH�FRPSHWHQFLHV��VR�PDNH�VXUH�\RX�UHDG
FDUHIXOO\�DQ\�FDVH�VWXG\�PDWHULDO�LQ�DQ�H[DP�WR�VHH�LI�WKLV
LV�WKH�FDVH�
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7KH�GLIIHUHQFH�EHWZHHQ�RUJDQLF�DQG
H[WHUQDO�JURZWK
Organic growth (or internal growth) is when an organisation expands by
selling more of its existing products/services or develops new
products/services. It may be achieved by targeting a wider market or
moving into new markets. This type of growth is often financed from
retained profit and, as a result, tends to be slower and less risky than
external growth.

External growth is achieved through takeovers or mergers. It may also be
termed as growth by acquisition or integration. This type of growth is
much quicker than internal growth, but it brings much greater risk on
account of the problems of integrating two different businesses.
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+RZ�WR�PDQDJH�DQG�RYHUFRPH�WKH
SUREOHPV�RI�JURZWK�RU�UHWUHQFKPHQW

,VVXHV�ZLWK�JURZWK

(FRQRPLHV�RI�VFDOH

Economies of scale are the reduction in unit costs as a result of increased
size. If a business can increase output from existing plant and equipment
without further investment in fixed costs, the unit cost of production
declines as the fixed costs are spread over more units of output. Economies
of scale also occur in other areas such as finance, technical, purchasing and
managerial:

  Financial economies stem from the fact that financial institutions see
bigger businesses as a safer bet because of their greater assets, and as a
result they are more willing to lend and often at lower interest rates.

  Technical economies stem from the fact that larger businesses are more
able to invest in technology, they are more likely to have the finance to do
so and they can use the technology more efficiently and productively,
producing a greater return on investment.

  Purchasing economies result from the greater power that can be exerted by
large businesses over suppliers.

  Managerial economies result when a business grows as there is greater
scope to employ specialists in all parts of the business.

(FRQRPLHV�RI�VFRSH

Economies of scope are the reduction of unit costs because of producing a
wider variety of goods and services. This may result from the joint use of
production facilities and other inputs, joint marketing or administration, or
a particular product might provide a by-product, e.g. a bread manufacturer
could also produce sandwiches. Cadbury, Kleenex and Procter & Gamble
are all examples of companies that benefit from economies of scope
because of the wide range of products they produce.

'LVHFRQRPLHV�RI�VFDOH

Despite the benefits, growth can result in problems for a business, such as
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diseconomies of scale. This is when a business grows so large that costs
per unit increase. Diseconomies may occur because of the following
reasons:
Poor communication. Larger firms often face communication problems
because of the greater complexity involving more people, layers, divisions,
etc. This may slow the whole decision-making process and result in a less
responsive and flexible business. It may be a big problem in markets
where tastes and fashion change regularly or in industries where
technology is subject to rapid change.
Lack of control and coordination. A larger business is more complex,
making it harder to monitor and making coordination between departments
and divisions increasingly difficult.
Alienation of the workforce. The workforce of larger businesses can
sometimes become alienated because of job losses as a result of greater
investment in technology, or it may stem from poor communication and a
feeling of no longer being valued. Whatever the cause, workers become
less engaged and motivated, leading to lower productivity and increasing
unit costs.

7KH�H[SHULHQFH�FXUYH

The Boston Consulting Group in the mid 1960s developed the experience
curve when they noted that unit costs of production of a semi-conductor
manufacturer fell by 25% for each doubling of volume produced. Put
simply, the more often a task is performed, the lower the cost of
performing it. This is because of the greater experience of those
performing the task. This then implies that, as a business gets bigger, it
should gain a competitive cost advantage. The experience curve can
therefore be linked to a cost leadership strategy.

([DP�WLS

0DNH�VXUH�\RX�KDYH�D�FOHDU�XQGHUVWDQGLQJ�RI�HFRQRPLHV�RI
VFDOH��HFRQRPLHV�RI�VFRSH�DQG�WKH�H[SHULHQFH�FXUYH�VR�WKDW
WKH\�FDQ�EH�FRUUHFWO\�DSSOLHG�LQ�DQ�H[DP�

2YHUWUDGLQJ

A further problem of growth is overtrading, which may occur when a
business grows too quickly. Cash often has to leave the business before
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more cash comes in — not only everyday costs such as paying wages but
also the cost of expansion itself — and this can quickly lead to liquidity
problems.

6\QHUJ\

Organisations that undertake external growth expect to achieve synergy
from the combination of two businesses. Synergy is the idea that 2 + 2 = 5
— in other words, the cost savings resulting from the combination of two
businesses should lead to greater profit.

*UHLQHUÿV�PRGHO�RI�JURZWK

Growth needs to be managed carefully to avoid problems occurring, and if
growth is an important objective, it is important to have a scalable
management model that evolves and develops with the business. This can
be illustrated by Greiner’s model of growth.

In Figure 9.1, the horizontal axis shows the age of the business and the
vertical axis gives the business size. As a company grows and develops, it
goes through a series of phases, with each one bringing its own problems:

Phase 1: Growth through creativity. When companies first form, they
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are driven by a creative force and do whatever is needed to make things
work. There are likely to be few workers and initially the founder can cope
with the demands. However, as the company grows, the increasing
complexities present challenges and a leadership crisis that requires a
much clearer direction to be formulated with distinct management roles.
Phase 2: Growth through direction. As a result of the leadership crisis,
professional managers are brought in who know more about planning and
tactics and can help with strategic thinking. Although there may be some
separation of roles such as budgeting and marketing, this may not yet be as
separate departments. As the company continues to expand with more
employees and more markets, there is more pressure from managers for
greater autonomy and control over individual areas of the business.
Phase 3: Growth through delegation. The response to the autonomy
crisis is to create a greater structure with a clear hierarchy, including
individual departments and divisions with their own managers who have
greater autonomy. In this phase, middle managers also begin to appear. As
delegation gets more complex in a growing business, there may arise a
control problem where senior managers at the top do not know what is
really going on at the bottom of the organisation and lose touch and
control of the everyday operations.
Phase 4: Growth through coordination. To try to solve these control
problems, greater effort is put into reporting and communicating about all
aspects of the business. This becomes centralised with clear budgets and
targets, but can become burdensome and bureaucratic with too much
paperwork causing a crisis of red tape.
Phase 5: Growth through collaboration. The business now tries to
encourage greater collaboration, bureaucracy is simplified and there is a
greater focus on organisational goals. Structures may be implemented to
enable managers to move around the business and reward systems may be
formed to promote team and organisational success rather than individual
performance. Although this may be better than previous forms, it presents
a growth crisis, i.e. how to grow further without overloading the current
system.
Phase 6: Growth through alliances. The final stage is to address the
problem of growing internally by looking externally. This may be through
mergers or takeovers or by forming partnerships and alliances with
businesses.

Greiner through his model illustrates the need for businesses to adapt and
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evolve as they grow. Although the timing of each phase may vary, a
business needs to expect and prepare for each crisis in order to
successfully manage its growth.

,VVXHV�ZLWK�UHWUHQFKPHQW

Managing retrenchment provides different challenges. It typically involves
downsizing, resulting in inevitable job losses and redundancy, which leads
to the biggest potential problem of workforce alienation. However, the key
to a good outcome is the development of a retrenchment procedure that
achieves objectives while minimising workforce impact. This requires
careful consideration, with early consultation and collaboration with trade
unions and worker representatives in order minimise potential issues.
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7KH�LPSDFW�RI�JURZWK�RU
UHWUHQFKPHQW�RQ�WKH�IXQFWLRQDO
DUHDV�RI�EXVLQHVV
Both growth and retrenchment impact on decision-making in the
functional areas of a business:
Marketing. This relates to decisions regarding changing marketing
objectives in a growing or declining market and the impact on the
marketing mix.
Finance. This may include decisions regarding the finance of growth in
terms of both working capital and capital investment. Alternatively, it
might relate to achieving financial stability in a declining market,
including the finance of redundancy payments.
Operations. Whether increasing or decreasing scale, the impact here is
likely to be in relation to unit costs, capacity and how to use technology.
Human resources. Again, whether increasing or decreasing scale, the
impact of a change in size is likely to be in relation to organisational
structure and responsibilities, the need for recruitment, selection and
training as well as how to approach redundancies.
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$VVHVVLQJ�PHWKRGV�DQG�W\SHV�RI
JURZWK

0HUJHUV�DQG�WDNHRYHUV

Mergers occur when two or more businesses agree to join together,
whereas takeovers are when one business gains control of another business
through the purchase of a controlling interest. Takeovers are usually
hostile in nature and can be met with resistance. The different types of
mergers and takeovers are shown in Figure 9.2.

Vertical. This is when a business merges or takes over another business in
the same production chain but at a different stage. This could be an earlier
stage (backward vertical integration) or a later stage (forward vertical
integration). Backward results in greater control over suppliers and prices
whereas forward helps guarantee access to markets. Using the brewery
example, taking over a hop farm is backward and gaining control of a
series of public houses is forward. One reason for undertaking a backward
vertical merger is that it gives control over supplies. However, sometimes
more control — particularly over quality and price — can be exercised
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when not owning the supplier, especially if the business is a major
customer of the supplier.
Horizontal. This is when a business merges with or takes over another in
the same stage of the same production chain. It results in a larger presence
and perhaps greater power in the market, e.g. a brewery merges or takes
over another brewery.
Conglomerate. This occurs when a business merges or takes over a firm
in a totally unrelated business area. It is also described as diversification
and an example is a brewery taking over a cosmetics business.

Businesses undertake mergers and takeovers because they expect to
achieve some synergy, but in practice this is often not achieved and it is
estimated that 65% fail to benefit the acquiring business. Failure may
occur for a number of reasons:

  an over-optimistic assessment of the benefits
  a lack of detailed research
  resistance from employees
  clashes of culture
  a lack of experience and expertise in the case of conglomerate mergers and

takeovers
  financial pressures including paying too high a price

9HQWXUHV

A method of combining two businesses without undertaking a full
takeover or merger is to form a joint venture with another business. This
is where two separate organisations work together and agree to pool
resources for the purpose of achieving a specific task. For a number of
businesses, such as Jaguar Land Rover and Tesco, this has provided easier
access to emerging markets. It enables the established business to benefit
from the local knowledge and expertise of a business already in the
market.

)UDQFKLVLQJ

Franchising is a form of growth that enables a business to grow relatively
quickly. It occurs where an existing business (the franchisor) grants the
right for another party (the franchisee) to use its trade name and sell its
products or services. The franchisee usually has to pay an upfront fee and a
percentage of sales revenue as a royalty each year. However, the
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franchisee benefits from a recognised trade name, together with help
setting up and ongoing promotion and upgrading of products. For the
franchisor this method of growth has the following benefits:

  It is relatively quick.
  Finance is provided by the franchisee.
  The franchisee is likely to be highly motivated.
  The organisational structure is less complex.

1RZ�WHVW�\RXUVHOI
�����,GHQWLI\�WKUHH�UHDVRQV�ZK\�EXVLQHVVHV�JURZ�
�����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þV\QHUJ\ÿ"
�����%ULHIO\�H[SODLQ�ZK\�D�EXVLQHVV�PLJKW�XQGHUWDNH�D

VWUDWHJ\�RI�UHWUHQFKPHQW�
�����:LWK�WKH�XVH�RI�DQ�H[DPSOH��GHVFULEH�ZKDW�LV�PHDQW�E\

WKH�WHUP�þHFRQRPLHV�RI�VFRSHÿ�
�����+RZ�GRHV�WKH�H[SHULHQFH�FXUYH�GLIIHU�IURP�HFRQRPLHV�RI

VFDOH"
�����'LVWLQJXLVK�EHWZHHQ�RUJDQLF�DQG�H[WHUQDO�JURZWK�
�����/LVW�WKUHH�UHDVRQV�IRU�GLVHFRQRPLHV�RI�VFDOH

RFFXUULQJ�
�����'HVFULEH�EULHIO\�*UHLQHUÿV�PRGHO�RI�JURZWK�
�����'LVWLQJXLVK�EHWZHHQ�KRUL]RQWDO��YHUWLFDO�DQG

FRQJORPHUDWH�PHUJHUV�DQG�WDNHRYHUV�
����,GHQWLI\�WKUHH�UHDVRQV�ZK\�D�EXVLQHVV�PLJKW�XQGHUWDNH

IUDQFKLVLQJ�DV�D�IRUP�RI�JURZWK�

$QVZHUV�RQ�SS�����̢���

347



$VVHVVLQJ�LQQRYDWLRQ
Innovation refers to the creation of more effective processes, products and
ideas, and can increase the probability of a business succeeding. An
innovative business is likely to have better products and more efficient
processes.
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7KH�SUHVVXUHV�IRU�LQQRYDWLRQ
When examining innovation, it is possible to distinguish between product
innovation (the creation of new or improved products) and process
innovation (the development of new ways of making or providing a
product or service). The world we live in is constantly changing and
consumers have come to expect new products, new services and new ways
of doing things. The competitive market environment means businesses
are looking for more efficient ways of producing and providing goods and
services, resulting in new processes and a greater use of technology in
production. As a result, it is necessary for businesses to undertake research
and development (R&D). The budget set aside for R&D varies from
industry to industry, with computing, electronics and pharmaceuticals
having by far the biggest budgets in the UK.

The pressures for change include the following:
Survival. There are a number of examples of companies that have fallen
on hard times because of a failure to innovate, such as BlackBerry, Nokia
and Kodak. Apple must continue to innovate to maintain market share and
even chocolate manufacturers are looking for new products and processes
to maintain their competitive position.
Shareholders and the City. Businesses are under pressure from
shareholders and City analysts to perform well in order to increase
revenues and profit. Innovation is one way of achieving this.
Competitive environment. The market economy means competition and,
in order to stay ahead of competitors and maintain and perhaps improve
market share, innovation is essential.
Social and ethical. Pressures for change and innovation may come from a
change in social attitudes, particularly with regard to the environment.
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7KH�YDOXH�RI�LQQRYDWLRQ
Innovation results in a number of benefits for a business:
Competitive advantage. An innovative business is likely to achieve a
competitive advantage, enabling it to maintain competitiveness or capture
and increase market share.
Aligned to strategic positioning. Innovation is likely to be aligned to and
reinforce strategic positioning, whether this is a differentiation or low-cost
strategy.
Stakeholder value. Innovation can result in greater value for stakeholders
through greater returns for shareholders, better value for customers and an
improved environmental position.

However, despite its value, innovation is not without its challenges. It
comes with a high cost and a high risk. For every success there are untold
failures and the pressures of short termism can deter some CEOs from
making the necessary investment in R&D.
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7KH�ZD\V�RI�EHFRPLQJ�DQ�LQQRYDWLYH
RUJDQLVDWLRQ
Innovative organisations usually have an environment or culture that
fosters innovation. In such an environment, innovation is likely to be
promoted as an organisational value and there will be an acceptance that
some ideas will fail. Finance will be available for innovation and there will
be encouragement for employees to ‘think outside the box’ and share
ideas. This type of culture inevitably starts from the top of the organisation
and requires leadership that embraces innovation and the recruitment of
employees who have talent and share the organisation’s values.
Organisations such as Google and Apple have this type of culture, but for
those that do not, the following may help in becoming innovative.

.DL]HQ

Originating in Japan, Kaizen is the philosophy and practice of continuous
improvement. It focuses on making continuous small improvements that
help keep a business at the top of its field. This philosophy involves
everyone in the business from the top down and urges all to strive for
improvement. Kaizen recognises there is always room for improvement
and wants workers to be confident about offering suggestions. It relies on
teamwork and quality circles, and worker groups meet and work together
to solve problems and come up with innovative changes.

([DP�WLS

$V�ZHOO�DV�EULQJLQJ�LQQRYDWLRQ��WKH�LQWURGXFWLRQ�RI�.DL]HQ
LV�OLNHO\�WR�OHDG�WR�D�PRUH�PRWLYDWHG�DQG�HQJDJHG�ZRUNIRUFH
ZLWK�LPSURYHG�RYHUDOO�SHUIRUPDQFH�

5HVHDUFK�DQG�GHYHORSPHQW

R&D is at the heart of innovation: it is about developing new products and
processes. The amount spent on R&D varies from industry to industry and
business to business, but there is no doubt it is essential for new product
development.
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7\SLFDO�PLVWDNH

'R�QRW�DVVXPH�WKDW�MXVW�EHFDXVH�D�EXVLQHVV�VSHQGV�D�ODUJH
DPRXQW�RQ�5	'�LW�LV�PRUH�LQQRYDWLYH�WKDQ�D�EXVLQHVV�ZLWK�D
VPDOOHU�EXGJHW��:KDW�LV�NH\�LV�KRZ�ZHOO�WKH�EXGJHW�LV�VSHQW
DQG�WKH�VXFFHVV�UDWH�LQ�GHYHORSLQJ�QHZ�SURGXFWV�DQG
SURFHVVHV�

7\SLFDO�PLVWDNH

6WXGHQWV�RIWHQ�FRQIXVH�UHVHDUFK�DQG�GHYHORSPHQW��5	'��ZLWK
PDUNHW�UHVHDUFK��EXW�WKH\�DUH�WZR�FRPSOHWHO\�VHSDUDWH
EXVLQHVV�DUHDV�

,QWUDSUHQHXUVKLS

Entrepreneurs are individuals who are prepared to take the risk of
developing their own ideas as a business. Intrapreneurship is the act of
behaving like an entrepreneur but within an existing business organisation.
By embracing an intrapreneurial approach, a business can tap into the
entrepreneurial talent of its workforce and thereby stimulate innovation.

%HQFKPDUNLQJ

Benchmarking is a tool for continuous improvement. It is the process of
measuring the performance of an organisation against the best in an
industry (best practices). It means learning from others, using their
knowledge and experience to improve. The benefits of benchmarking are
that it is a more efficient, cost-effective and quicker way of making
improvements. However, it is not about copying other organisations; it is
about adapting the best practices to the needs, culture and systems of your
organisation in order to establish the best way of doing things.

([DP�WLS

.DL]HQ�DQG�LQWUDSUHQHXUVKLS�DUH�ERWK�SDUW�RI�WKH�FXOWXUH�RI
DQ�LQGLYLGXDO�EXVLQHVV�
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+RZ�WR�SURWHFW�LQQRYDWLRQ�DQG
LQWHOOHFWXDO�SURSHUW\
Intellectual property (IP) is an intangible asset belonging to the owner or
organisation. It may be in the form of inventions, symbols, artistic or
literary work and stems from innovation. Having created intellectual
property, it is important to protect it so that others cannot simply copy and
benefit from it. Protection of IP can be achieved in the following ways.

3DWHQWV

A patent gives the inventor exclusive rights to use their invention for 20
years and prevents other parties from copying or selling the invention
without the permission of the inventor. The objective of a patent is not
only to protect the inventor but also to encourage innovation. The
exclusivity associated with a patent enables a business to charge higher
prices and recoup the R&D costs. However, a patent does not prevent
firms from introducing their own version of a product so, in time, prices
tend to fall. For example, Dyson was the first producer of bagless vacuum
cleaners but, over time, competitors have introduced their own versions.

7UDGHPDUNV

A trademark is something that distinguishes your products or business
from others in the market. It might be a name, a logo, a slogan or a design.
Trademarks must be registered and go through a rigorous process before
acceptance. Once registered, however, a trademark gives exclusive rights
to its use.

&RS\ULJKWV

A copyright is an author’s legal ownership of a creative work such as a
literary or musical work. From a business point of view, a copyright might
be used for computer programs or blueprints.

Businesses can spend large amounts of money protecting their inventions
and names. Trying to associate a product or service with Rolls-Royce, for
example, could give a business an unfair advantage or indeed, if it were
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poor quality, tarnish the high-quality reputation of Rolls-Royce.
Intellectual property theft has become a big issue especially in China,
where indigenous businesses copy the inventions of many Western
companies, resulting in expensive lawsuits.
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7KH�LPSDFW�RI�DQ�LQQRYDWLRQ
VWUDWHJ\�RQ�WKH�IXQFWLRQDO�DUHDV�RI
WKH�EXVLQHVV
Innovation has an impact on the functional areas of a business in the
following ways:
Finance. Innovation requires funding with no guarantee of a return.
Marketing. Innovation may stem from market research or require market
research to ascertain consumer reaction to new ideas and products. New
products or services also require promotion, which adds to the costs of a
business.
Operations. Process innovation directly affects operations and the way a
product is made. New products may also require new processes or perhaps
even new capacity.
Human resources. Innovation is likely to involve human resources in
terms of the skills and training required for new products and processes. It
may also be affected through the culture of the business, as the
introduction of a more innovative culture may lead to a more engaged and
productive workforce.

1RZ�WHVW�\RXUVHOI
����'LVWLQJXLVK�EHWZHHQ�SURGXFW�DQG�SURFHVV�LQQRYDWLRQ�
����%ULHIO\�RXWOLQH�ZK\�5	'�LV�QHFHVVDU\�LQ�D�FRPSHWLWLYH

EXVLQHVV�HQYLURQPHQW�
����+RZ�GRHV�DQ�LQWUDSUHQHXU�GLIIHU�IURP�DQ�HQWUHSUHQHXU"
����'HILQH�WKH�WHUP�þEHQFKPDUNLQJÿ�
����:KDW�LV�PHDQW�E\�WKH�WHUP�þLQWHOOHFWXDO�SURSHUW\ÿ�DQG

KRZ�PLJKW�LW�EH�SURWHFWHG"

$QVZHUV�RQ�S�����
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$VVHVVLQJ�LQWHUQDWLRQDOLVP
Internationalism is the ideal of countries working together politically,
economically and socially to achieve common goals. This has resulted in
the internationalisation of business, which is the process of increasing
involvement of organisations in international markets.
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5HDVRQV�IRU�WDUJHWLQJ��RSHUDWLQJ�LQ
DQG�WUDGLQJ�ZLWK�LQWHUQDWLRQDO
PDUNHWV
Growth and profit. No matter how attractive a product, a national market
will always have a finite capacity. More overseas trade enables further
growth of a business, satisfying a key objective and benefiting its
shareholders and the economy as a whole.
Economies of scale. By moving into overseas markets, more will be
produced. This may enable the better use of capacity, particularly in a
seasonal business, improve productivity and reduce unit costs. Greater
production may also enable the business to benefit from further economies
of scale, such as purchasing, managerial and technological.
Diversify risk. An organisation’s home market may be saturated or
struggling due to economic pressure. Moving into overseas markets
provides an almost unlimited range of customers. As different cultures
have different wants and needs, it may also be possible to diversify the
product range to satisfy these differences.
Trade liberalisation. International trade barriers have decreased
massively over recent decades, enabling greater international trade. The
World Trade Organization (WTO) has helped achieve greater cooperation
between nations, making markets more accessible. Costs of trading have
also reduced. For example, the use of shipping containers and e-commerce
has made shopping accessible to people anywhere in the world.
Tax. This is a controversial topic at the moment as a number of
organisations such as Starbucks and Amazon have been able to gain
significant tax advantages through trading internationally. This may be as
a result of transfer pricing or by declaring profit in the country with the
lowest corporation tax.

357



)DFWRUV�LQIOXHQFLQJ�WKH
DWWUDFWLYHQHVV�RI�LQWHUQDWLRQDO
PDUNHWV
There are a number of factors to consider when looking to enter
international markets:
Risk. Entering any new market presents a risk and the risk is potentially
greater in an overseas market. These risks include dealing with different
languages and cultures, the potential for intellectual property (IP) theft,
problems assessing the creditworthiness of customers and potential
transport and delivery issues.
Competition. This includes both current and potential future competition.
Information related to the number and size of competitors as well as their
market strategies needs to be considered.
Market potential. This relates to the size and growth of the overseas
market. Aspects that might be assessed are population size and GDP
growth rate, as well as product-specific market data.
Legal and political environment. It is important to understand an
overseas country’s policies towards trade as well as the legal environment.
Do any trade barriers exist, what are the tax policies and how stable is the
political regime?
Economic factors. These include factors such as exchange rate stability
and GDP growth.
Cost. This includes both the direct cost of entering a foreign market and
the opportunity cost that might result from investing in overseas markets.
Culture. This is a factor that needs to be considered carefully as it impacts
on the ways messages concerning the ability of a product to satisfy wants
and needs are interpreted and received.
Methods of entry. A business needs to consider the most appropriate
method of entry (see below).
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5HDVRQV�IRU�SURGXFLQJ�PRUH�DQG
VRXUFLQJ�PRUH�UHVRXUFHV�DEURDG
Cost is the primary reason for organisations to source materials from
abroad. If resources of the desired quality, quantity and reliability can be
obtained overseas, it makes economic sense to purchase them. Cost is also
a big factor in an organisation’s decision to produce abroad or to off-shore
production.
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:D\V�RI�HQWHULQJ�LQWHUQDWLRQDO
PDUNHWV�DQG�YDOXH�RI�GLIIHUHQW
PHWKRGV
There are a number of ways of entering international markets and the
following four methods are identified in the specification.

([SRUWLQJ

A business may engage in exporting, either indirectly through agents
where there is no direct contact with customers or markets, or directly
where customers and markets are dealt with and a relationship is
developed with the business. The benefits of exporting are that relatively
little investment is required, entry may be gradual which allows local
knowledge to be acquired and it avoids any restrictions imposed on foreign
investment. However, it suffers from vulnerability to tariffs and other trade
barriers, costs of transport and lack of local knowledge.

/LFHQVLQJ

This occurs when a business grants a licence or the right to a business in
another country to produce its product. This provides a quick, low-cost
method of entering a foreign market that avoids tariffs and other trade
barriers as well as benefiting from knowledge of the local producer.
However, it is dependent on the local producer who, in time, could become
a competitor, resulting in limited long-term market opportunities and
profit.

$OOLDQFHV

Sometimes known as strategic alliances, these involve a cooperative
agreement between a company and an overseas business. Such alliances
provide access to a foreign market as well as benefiting from the
knowledge and expertise of the local business. However, this method
involves sharing the knowledge and technology of the products concerned
and the local business may later use this as a direct competitor rather than
as a partner.
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'LUHFW�LQYHVWPHQW

A business might choose to make direct investment in the foreign market,
setting up its own production facilities (off-shoring). This method gives
direct control over operations while avoiding tariffs and trade barriers. It
also reduces transportation costs and possibly labour costs. However, it has
a high initial cost, results in greater exposure to economic and political risk
and may create problems in terms of management and control of the
overseas operation. A business that has production facilities in more than
one country is known as a multinational company.
Other methods of entering foreign markets are mergers and takeovers,
ventures and franchising, which are looked at on pp. 166–168.
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,QIOXHQFHV�RQ�EX\LQJ��VHOOLQJ�DQG
SURGXFLQJ�DEURDG
The main reasons for buying resources from overseas revolve around
quality and price. If reliable suppliers can be found that can produce at the
right quality and price, it makes economic sense to purchase from them.
Although cost is seen as a prominent reason for producing or off-shoring
production, particularly in the area of wage costs, this is not the only
reason. Other factors include:
Skills. An organisation might off-shore as the necessary skilled staff
cannot be found at home. For example, India and China produce far more
IT graduates than the UK and the USA. In a knowledge society, human
capital can be a scarce resource and lead to off-shoring of production.
New markets. Sometimes it is a good idea to produce locally in a market
benefiting from local knowledge and expertise. It may be that the host
government makes it a requirement that local production facilities are built
up.
A business-friendly framework. It may be that the overseas country has a
more friendly framework with more liberal labour and employment rules,
subsidies, tax breaks and less regulation.
Overcome trade barriers. Off-shoring and producing abroad overcomes
the problem of trade barriers such as tariffs and quotas.
Natural resources. For primary industries such as mining and oil
producing, it has always been necessary to locate production where the
resource is found.

However, off-shoring has its problems, including:
Ethical issues. The problem here is twofold. First, if production is moved
overseas there are likely to be job losses in the home country. Second, it
may be that production is moved to an area where labour costs are cheaper
but where employees are exploited. Either way, the reputation of the
business could be damaged.
Control and quality. Off-shoring can cause difficulties in terms of
communication and control because of the distance involved. Quality can
also become an issue, which will be much harder to address from a
distance.
IP theft. This has become an increasing problem over recent years, e.g.
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Dyson.
British reputation. Having a ‘made in Britain’ label carries with it a
certain reputation which, if it is a key strength of the business, is lost by
off-shoring.

As a result of these problems, a number of UK businesses have now re-
shored back to the UK, including Hornby and the producers of Trunki
suitcases.
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0DQDJLQJ�LQWHUQDWLRQDO�EXVLQHVV
LQFOXGLQJ�SUHVVXUHV�IRU�ORFDO
UHVSRQVLYHQHVV�DQG�SUHVVXUHV�IRU
FRVW�UHGXFWLRQ
When examining the management of international business, the
specification makes specific reference to pressures for local responsiveness
and pressures for cost reduction. Pressures for local responsiveness relate
to the tastes and preferences of the local market, which may be different
because of differences in culture, or where a business has to be responsive
to the political demands of the government. Pressures for cost reduction
are likely to stem from the competitive environment.

%DUWOHWW�DQG�*KRVKDOÿV�LQWHUQDWLRQDO
VWUDWHJLHV

Bartlett and Ghoshal’s matrix was first put forward in Managing Across
Borders: The Transnational Solution published in 1989. It addressed the
issues of the pressures for local responsiveness and cost reduction,
formulating a strategies matrix. As shown in Figure 9.3, the x-axis depicts
the pressure for local responsiveness and the y-axis the pressure for global
integration, the latter being the extent to which an organisation needs to
standardise its products to benefit from economies of scale (cost
reduction).
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The matrix depicts four different strategies according to the importance
(high or low) of the two forces:
International strategy (low-pressure integration, low-pressure
responsiveness). This strategy is based on the home country’s expertise
with the concentration of activities in that country. Products are
manufactured with little adaptation and only marketing, pricing and
distribution are decided at the local level.
Multi-domestic strategy (low-pressure integration, high-pressure
responsiveness). Each market is treated independently, with products
adapted to local needs and production, marketing and product development
taking place in the overseas country. The business is essentially a
collection of separate units.
Transnational strategy (high-pressure integration, high-pressure
responsiveness). This strategy tries to maximise both integration and
responsiveness, where knowledge and innovation are sought, developed
and dispersed throughout the organisation.
Global strategy (high-pressure integration, low-pressure
responsiveness). This involves a highly centralised business based on
scale economies where the pressures for efficiency and cost reduction are
high. Although products are made overseas, there will be little adaptation.

As a result of intense globalisation over the last two decades and increased
competitive forces in almost every industry, Bartlett and Ghoshal
recognised that many organisations need to adopt a transnational strategy.
In other words, they need to master both cost reduction and local
differentiation in order to maintain a competitive edge.
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([DP�WLS

,W�PLJKW�DOVR�EH�SRVVLEOH�WR�XVH�WKH�$QVRII�PDWUL[��VHH�S�
�����ZKHQ�DQDO\VLQJ�WKH�SRVVLELOLW\�RI�HQWHULQJ
LQWHUQDWLRQDO�PDUNHWV�
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7KH�LPSDFW�RI�LQWHUQDWLRQDOLVP�RQ
WKH�IXQFWLRQDO�DUHDV�RI�WKH
EXVLQHVV
Decisions related to internationalism, such as selling in overseas markets,
off-shoring and re-shoring, have an impact on all areas of a business:
Marketing. The marketing function has a key role to play in researching
the market and developing appropriate promotional strategies.
Finance. Any decision related to internationalism needs financing, on top
of which the increasing competitiveness of these markets may lead to
pressure for cost reductions.
Operations. Sourcing materials, adaptation of products, quality and
capacity are all issues the operations function needs to examine. There
may be increased pressure to reduce unit costs.
Human resources. Recruitment and training are key issues and, if off-
shoring, redundancy strategies may be needed as well as consideration of
management styles when working with different cultures.

1RZ�WHVW�\RXUVHOI
����,GHQWLI\�IRXU�UHDVRQV�ZK\�D�EXVLQHVV�PLJKW�WDUJHW

LQWHUQDWLRQDO�PDUNHWV�
����%ULHIO\�RXWOLQH�WZR�IDFWRUV�WKDW�PLJKW�DIIHFW�WKH

DWWUDFWLYHQHVV�RI�LQWHUQDWLRQDO�PDUNHWV�
����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þRII�VKRULQJÿ"
����:K\�PLJKW�D�EXVLQHVV�GHFLGH�WR�UH�VKRUH�SURGXFWLRQ�EDFN

WR�WKH�8."
����:KDW�DUH�GHSLFWHG�RQ�WKH�WZR�D[HV�RI�%DUWOHWW�DQG

*KRVKDOÿV�PDWUL["

$QVZHUV�RQ�S�����
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$VVHVVLQJ�JUHDWHU�XVH�RI�GLJLWDO
WHFKQRORJ\
It has been claimed that every company today is a tech company,
suggesting that technology reaches into every sector of industry. Digital
technology is increasingly becoming a pivotal part of business, no longer
just a facilitator of everyday practices but more likely to be at the heart of
a business’s strategy.
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7KH�SUHVVXUHV�WR�DGRSW�GLJLWDO
WHFKQRORJ\
The pressures to introduce digital technology include:
Improved performance. Essential in a competitive market, digital
technology can lead to lower costs and quicker and more efficient
decision-making, enabling an organisation to stay one step ahead of the
competition.
Keep up with consumer and market trends. Digital technology means a
more flexible business that can quickly respond to changes in consumer
tastes, fashion and market trends.

Businesses today are experiencing a minor revolution in the way they
operate, harnessing digital technologies to redesign the way they function.
These technologies include the following.

(�FRPPHUFH

E-commerce relates to buying and selling goods and services through an
electronic medium. It might be business-to-business (B2B), business-to-
consumer (B2C) or consumer-to-consumer (C2C) such as on eBay. This
has benefited both consumers and businesses. Consumers have access to
more products and services at cheaper prices, information is available
instantly and it enables participation at auctions. For a business, it provides
opportunities 24/7 and 365 days a year, and offers a global reach, potential
cost reductions and supply chain improvements.

Despite the benefits, there are disadvantages to e-commerce. Consumers
are unable to examine products personally, they are dependent on system
reliability, personal information can be stolen through hacking and even
today some people are not connected to the internet.

Related to e-commerce, m-commerce is the buying and selling of goods
and services through wireless technology using mobile phones and tablets.

%LJ�GDWD

Big data refers to the ever-increasing amounts of structured, semi-
structured and unstructured data that have the potential to be mined for
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information. It can be characterised by four Vs, as shown in Figure 9.4.
Volume: the almost inconceivable amount of data generated every second,
such as from market research, business transactions and social media,
which can be stored and analysed through new technology.
Velocity: the speed at which new data is generated and moves around. For
example, social media messages and pictures can go viral in seconds.
Technology provides the ability to analyse this data while it is being
generated.
Variety: the different types of data that can be used: text, images, videos,
voice messages, etc. Technology allows all types of data to be brought
together and analysed.
Veracity: the ‘messiness’ or trustworthiness of data, particularly that on
social media. Technology increases the ability to work with this type of
data.

Having all this data is one thing, but turning it into value is another. The
use of technology has enabled the analysis of all data, leading to insights
and the ability to add value. It can create a better understanding of
customers and purchasing habits, allowing businesses to target consumers
more directly with promotions. Business processes such as stock levels,
supply chains and delivery routes can be optimised. Big data can also be
used to improve sports performance, national security and health.

'DWD�PLQLQJ

Data mining is the process used by organisations to turn large amounts of
data (big data) into useful information. It has come about as a result of the
vast amount of data available, so much so that organisations are ‘drowning
in data yet starving in knowledge’. It can be used in market analysis and
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management such as customer profiling and promotion and financial
planning (e.g. cash-flow analysis, resource planning and fraud and
detection management).

(QWHUSULVH�UHVRXUFH�SODQQLQJ

Enterprise resource planning (ERP) is the business management
software system by which an organisation manages and integrates the
important parts of its business. Before the introduction of ERP,
organisations had separate systems for different functions and processes,
which resulted in duplication, a lack of sharing of data, inconsistency,
isolated decisions and increased expenses. However, ERP uses one
software system that eliminates duplication, integrates all functions and
processes, and provides greater accuracy. It brings with it a number of
advantages — improved speed, efficiency, integration and flexibility —
that may result in better analysis and planning capabilities, better
management of resources, better customer satisfaction and lower costs. An
illustration of how this can benefit both customers and a business is the
ease with which orders can now be tracked both for resources and for
finished products.

However, ERP can be costly. It needs to be adapted to each individual
organisation and takes time to set up and test. It also requires dedicated
staff and training.
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7KH�YDOXH�RI�GLJLWDO�WHFKQRORJ\
The value of digital technology has been touched on above. It can help
reduce costs, create efficiencies, enable entry into new markets, maintain
competiveness and improve overall living standards. It can also be used in
planning, and results in more integrated and quicker decisions being made.
However, it is not without its problems. There is likely to be a high initial
investment, and change within an organisation can lead to stress and lower
morale.
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7KH�LPSDFW�RI�GLJLWDO�WHFKQRORJ\�RQ
WKH�IXQFWLRQDO�DUHDV�RI�WKH
EXVLQHVV
Digital technology impacts all areas of business:
Financial. Financial monitoring and analysis are both quicker and easier to
undertake.
Marketing. Digital technologies have opened up new markets, enabled
more targeted promotions and significantly reduced marketing costs. E-
commerce and social media have transformed the way businesses operate.
Operations management. Digital technology has enabled greater
automation of production and more efficient inventory control, leading to
lower costs, better quality, greater flexibility and reduced waste.
Human resources. Digital technology has enabled the development of
more flexible, multi-skilled workforces who work under better conditions
and who can be more closely monitored. Such change comes with a cost in
terms of recruitment and training and in some cases can lead to industrial
relations problems.

([DP�WLS

'LJLWDO�WHFKQRORJ\�FDQ�EULQJ�PDQ\�EHQHILWV��EXW�LW�FDQ�DOVR
FDXVH�SUREOHPV�IRU�D�EXVLQHVV��'R�QRW�DXWRPDWLFDOO\�DVVXPH
LW�LV�ULJKW�IRU�HYHU\�EXVLQHVV�

1RZ�WHVW�\RXUVHOI
����'HILQH�WKH�WHUP�þGLJLWDO�WHFKQRORJ\ÿ�
����'LVWLQJXLVK�EHWZHHQ�WKH�WHUPV�þELJ�GDWDÿ�DQG�þGDWD

PLQLQJÿ�
����:KDW�LV�HQWHUSULVH�UHVRXUFH�SODQQLQJ��(53��DQG�ZKDW

EHQHILWV�GRHV�LW�EULQJ"
����%ULHIO\�RXWOLQH�WZR�SRVVLEOH�SUREOHPV�DVVRFLDWHG�ZLWK

LQWURGXFLQJ�JUHDWHU�GLJLWDO�WHFKQRORJ\�

$QVZHUV�RQ�S�����
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([DP�SUDFWLFH

(VVD\V

D��'HVSLWH�WKH�DWWUDFWLYHQHVV�RI�LQWHUQDWLRQDO�PDUNHWV��D
QXPEHU�RI�EXVLQHVVHV�KDYH�H[SHULHQFHG�FRQVLGHUDEOH
GLIILFXOWLHV�ZKHQ�RSHUDWLQJ�LQWHUQDWLRQDOO\��7R�ZKDW
H[WHQW�GR�\RX�EHOLHYH�WDUJHWLQJ�LQWHUQDWLRQDO�PDUNHWV�LV
WKH�EHVW�VWUDWHJ\�IRU�JURZWK�IRU�8.�EXVLQHVVHV"

>��@
E��*URZWK�EULQJV�ZLWK�LW�WKH�SURPLVH�RI�QXPHURXV�HFRQRPLHV�

EXW�LW�DOVR�OHDGV�WR�D�YDULHW\�RI�QHZ�FKDOOHQJHV�DQG
SUREOHPV��(YDOXDWH�KRZ�D�EXVLQHVV�PLJKW�RYHUFRPH�WKHVH
FKDOOHQJHV�DQG�SUREOHPV�

>��@

$QVZHUV�DQG�TXLFN�TXL]���RQOLQH

([DP�WLS

6WXGHQWVÿ�DQVZHUV�DUH�RIWHQ�WRR�QDUURZO\�IRFXVHG��%XVLQHVV
LV�DQ�LQWHJUDWHG�VXEMHFW�DQG�TXHVWLRQV�UHTXLUH�\RX�WR
GHPRQVWUDWH�WKLV�LQWHUUHODWHG�QDWXUH��5HDG�WKH�TXHVWLRQV
FDUHIXOO\�WR�VSRW�ZKHQ�WKLV�LV�UHTXLUHG�VR�WKDW�\RX�FDQ
H[SDQG�EH\RQG�ZKDW�DSSHDUV�WR�EH�WKH�IRFXV�RI�D�TXHVWLRQ��$
TXHVWLRQ�WKDW�DVNV��IRU�H[DPSOH��þ7R�ZKDW�H[WHQW�DUH
FXOWXUDO�FODVKHV�WKH�PRVW�LPSRUWDQW�UHDVRQ�IRU�WDNHRYHU
IDLOXUHV"ÿ�UHTXLUHV�\RX�WR�DGGUHVV�RWKHU�IDFWRUV�VXFK�DV
SULFH�SDLG�DQG�ODFN�RI�H[SHULHQFH�DV�ZHOO�DV�FXOWXUH�LQ
RUGHU�WR�GUDZ�D�IXOO\�MXVWLILHG�FRQFOXVLRQ�

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�

$VVHVVLQJ�D�FKDQJH�LQ�VFDOH
��WKH�UHDVRQV�ZK\�EXVLQHVVHV�JURZ�DQG�UHWUHQFK
��WKH�GLIIHUHQFH�EHWZHHQ�RUJDQLF�DQG�H[WHUQDO�JURZWK
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��LVVXHV�ZLWK�JURZWK�LQFOXGLQJ�HFRQRPLHV�RI�VFDOH�
HFRQRPLHV�RI�VFRSH��GLVHFRQRPLHV�RI�VFDOH��WKH�H[SHULHQFH
FXUYH��V\QHUJ\�DQG�RYHUWUDGLQJ
��*UHLQHUÿV�PRGHO�RI�JURZWK
��KRZ�WR�PDQDJH�DQG�RYHUFRPH�WKH�SUREOHPV�RI�JURZWK�RU
UHWUHQFKPHQW
��WKH�LPSDFW�RI�JURZWK�RU�UHWUHQFKPHQW�RQ�WKH�IXQFWLRQDO
DUHDV�RI�WKH�EXVLQHVV
��PHWKRGV�RI�JURZWK�LQFOXGLQJ�PHUJHUV�DQG�WDNHRYHUV�
YHQWXUHV�DQG�IUDQFKLVLQJ
��W\SHV�RI�JURZWK�LQFOXGLQJ�YHUWLFDO��EDFNZDUG�DQG
IRUZDUG���KRUL]RQWDO�DQG�FRQJORPHUDWH�LQWHJUDWLRQ

$VVHVVLQJ�LQQRYDWLRQ
��SURGXFW�DQG�SURFHVV�LQQRYDWLRQ�DQG�WKH�SUHVVXUHV�IRU�LW
��WKH�YDOXH�RI�LQQRYDWLRQ
��WKH�ZD\V�RI�EHFRPLQJ�DQ�LQQRYDWLYH�RUJDQLVDWLRQ�LQFOXGLQJ
.DL]HQ��UHVHDUFK�DQG�GHYHORSPHQW��LQWUDSUHQHXUVKLS�DQG
EHQFKPDUNLQJ
��KRZ�WR�SURWHFW�LQQRYDWLRQ�DQG�LQWHOOHFWXDO�SURSHUW\
LQFOXGLQJ�SDWHQWV�DQG�FRS\ULJKWV
��WKH�LPSDFW�RI�DQ�LQQRYDWLRQ�VWUDWHJ\�RQ�WKH�IXQFWLRQDO
DUHDV�RI�WKH�EXVLQHVV

$VVHVVLQJ�LQWHUQDWLRQDOLVP
��UHDVRQV�IRU�WDUJHWLQJ��RSHUDWLQJ�LQ�DQG�WUDGLQJ�ZLWK
LQWHUQDWLRQDO�PDUNHWV
��IDFWRUV�LQIOXHQFLQJ�WKH�DWWUDFWLYHQHVV�RI�LQWHUQDWLRQDO
PDUNHWV
��UHDVRQV�IRU�SURGXFLQJ�PRUH�DQG�VRXUFLQJ�PRUH�UHVRXUFHV
DEURDG
��ZD\V�RI�HQWHULQJ�LQWHUQDWLRQDO�PDUNHWV�DQG�YDOXH�RI
GLIIHUHQW�PHWKRGV�LQFOXGLQJ�H[SRUWLQJ��OLFHQVLQJ��DOOLDQFHV
DQG�GLUHFW�LQYHVWPHQW��DOVR�LQFOXGLQJ�PXOWLQDWLRQDOV
��LQIOXHQFHV�RQ�EX\LQJ��VHOOLQJ�DQG�SURGXFLQJ�DEURDG
LQFOXGLQJ�RII�VKRULQJ�DQG�UH�VKRULQJ
��PDQDJLQJ�LQWHUQDWLRQDO�EXVLQHVV�LQFOXGLQJ�SUHVVXUHV�IRU
ORFDO�UHVSRQVLYHQHVV�DQG�SUHVVXUHV�IRU�FRVW�UHGXFWLRQ�DV
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VKRZQ�LQ�%DUWOHWW�DQG�*KRVKDOÿV�PDWUL[
��WKH�LPSDFW�RI�LQWHUQDWLRQDOLVDWLRQ�RQ�WKH�IXQFWLRQDO
DUHDV�RI�EXVLQHVV

$VVHVVLQJ�JUHDWHU�XVH�RI�GLJLWDO�WHFKQRORJ\
��WKH�SUHVVXUHV�WR�DGRSW�GLJLWDO�WHFKQRORJ\�LQFOXGLQJ�H�
FRPPHUFH��ELJ�GDWD��GDWD�PLQLQJ�DQG�HQWHUSULVH�UHVRXUFH
SODQQLQJ��(53�
��WKH�YDOXH�RI�GLJLWDO�WHFKQRORJ\
��WKH�LPSDFW�RI�GLJLWDO�WHFKQRORJ\�RQ�WKH�IXQFWLRQDO�DUHDV
RI�WKH�EXVLQHVV
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���0DQDJLQJ�VWUDWHJLF�FKDQJH

Strategic change is a restructuring of an organisation’s business or
marketing plan that is typically performed to achieve an important
objective. For example, strategic change might include shifts in an
organisation’s policies, target market, mission or organisational structure.
It is a change in the fundamental strategy of an organisation that is likely
to create issues of identity, culture and direction that need careful
management.
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0DQDJLQJ�FKDQJH
Change management is the process of managing change in a structured
way in order to meet organisational goals, objectives and mission.
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&DXVHV�RI�DQG�SUHVVXUHV�IRU�FKDQJH

7\SHV�RI�FKDQJH

,QWHUQDO�FKDQJH

Internal change happens within a business. This is sometimes identified as
a result of a SWOT analysis of the internal strengths and weaknesses, such
as:

  employee attitudes
  change of leadership
  restructuring

([WHUQDO�FKDQJH

External change happens because of forces outside a business. They might
be identified as a result of a SWOT analysis of the opportunities and
threats posed by any of the following:

  changing consumer tastes and fashion, e.g. the use of e-commerce
  political changes, e.g. lifting sanctions on Iran
  government action, e.g. Brexit
  economic influences, e.g. changes in the business cycle or exchange rates
  competition, e.g. due to globalisation
  technological changes, e.g. the greater use of digital technologies

,QFUHPHQWDO�Y�GLVUXSWLYH�FKDQJH

Change may be major one-off or disruptive changes or they may take place
incrementally over a number of years:
Disruptive change. This is likely to be transformational and to involve
radically rethinking or redesigning a major business process with the
objective of making large-scale improvements quickly. As a result, it may
change the existing organisation structure and culture and it is therefore
relatively high risk. Examples of disruptive change occur with new
innovations and technological breakthroughs such as the bagless vacuum
cleaner, mobile phones and digital cameras.
Incremental change. This is aimed at making many small-scale
improvements to business processes. They are unlikely to challenge
existing assumptions and culture, and will use existing structures and
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processes and cause little disruption. As a result, incremental change is
relatively low risk.

0DQDJLQJ�FKDQJH

/HZLQÿV�IRUFH�ILHOG�DQDO\VLV

Change within business is inevitable and the management of change is a
key factor in the success of the business. Lewin’s force field analysis can
help in managing change by examining the forces for and against a
change. This is illustrated in Figure 10.1.

Kurt Lewin was an American psychologist who, in developing his force
field analysis, suggested an issue is held in balance by the interaction of
two opposing forces: those seeking to promote change (driving forces) and
those seeking to maintain the status quo (restraining forces). Although
these forces work in opposite directions, there is normally a balance or
equilibrium within a business. For a change to occur, the driving forces
need to be greater than the restraining forces, thereby changing the balance
or equilibrium.

Force field analysis investigates that balance of power, identifying the
most important players (stakeholders) and target groups and how to
influence them. In conducting a force field analysis, the following steps
might be taken:
1  Identify the current situation.
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2  Identify the desired situation.
3  List all the driving forces.
4  List all the restraining forces.
5  Evaluate each of the driving forces and the restraining forces, giving

each one a value on a scale of 1–10, with 1 = very weak and 10 =
extremely strong.

6  If change is viable, develop a strategy to strengthen the key driving
forces and weaken the key restraining forces.

([DP�WLS

,Q�D�IRUFH�ILHOG��DQ\�DFWLRQ�FDQ�KDYH�DQ�HTXDO�DQG�RSSRVLWH
UHDFWLRQ��VR�VWUHQJWKHQLQJ�GULYLQJ�IRUFHV�PD\�OHDG�WR�D
VWUHQJWKHQLQJ�RI�UHVWUDLQLQJ�IRUFHV��7KHUHIRUH��WKH
RUJDQLVDWLRQ�PD\�JDLQ�PRUH�VXFFHVV�E\�ORRNLQJ�WR�ZHDNHQ�WKH
UHVWUDLQLQJ�IRUFHV�
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7KH�YDOXH�RI�FKDQJH
If something is not working, it needs to be changed. This change should be
seen as a good thing that will move the organisation forward, and without
it, stagnation is likely to result. Therefore, in today’s fast-moving
environment change should be embraced by business. The value of change
can be summed up as follows:
Flexibility. A business that embraces and has a culture of change is likely
to have a more engaged workforce that actively seeks to instigate changes.
As a result, the business is likely to be more flexible and adaptable to new
ideas, enabling it to maintain a competitive edge.
Progress. Without change businesses would not have been able to take
advantage of new technologies. If Kodak had been a business that
embraced change, it might have maintained its leading position in the
camera industry.
Opportunities. Change provides opportunities for business growth, not
only in new markets or new products but also in the skills and abilities of
the workforce.
Customer needs. Over time, customer needs change and grow, creating
demand for new types of product and services. Businesses that embrace
change are more able to meet these needs.
Challenging the current situation. Businesses that challenge current
practices are more likely to develop new products and processes and gain a
competitive advantage. Therefore, all employees should be encouraged to
question the way things are done and to look for new ways of doing things.
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7KH�YDOXH�RI�D�IOH[LEOH
RUJDQLVDWLRQ
A flexible organisation benefits from a number of advantages:
Competitiveness. The business is able to respond more easily to change as
it recognises it as inevitable and uses it to maximise competitiveness.
Efficiency. New approaches are likely to be developed, even when old
ones are working fine, and as a result, over time, efficiency improves.
Teambuilding. Where a culture of change exists, the workforce is more
likely to be engaged and motivated, which in turn leads to better-quality
job applicants.

5HVWUXFWXULQJ

Organisational structure is the way in which tasks are divided, grouped and
coordinated in order to achieve the most efficient way of meeting
objectives. Today’s rapidly changing environment demands a structure
that is flexible and adaptable to changing circumstances. As a business
grows and expands, it may become necessary to redesign or restructure
the organisation. Such restructuring encompasses a fundamental internal
change that alters the relationships between different components,
elements or systems within that organisation to more effectively and
flexibly meet its needs.

'HOD\HULQJ

Delayering is the removal of levels in the hierarchical structure in order to
create a leaner and more efficient business. Not only is this likely to reduce
costs and improve motivation, it will also improve flexibility. This is
because decision-making will be quicker and the business as a whole will
be better able to respond to changing market conditions because of
delegation, a better understanding of customer needs and the generation of
ideas.

)OH[LEOH�HPSOR\PHQW�FRQWUDFWV

Flexible working covers a whole host of areas including part-time,
temporary, zero hours and flexible hours contracts. It also covers areas

383



such as self-rostering, flexible work locations and special leave
availability. Some of the initiatives in this area are designed to improve the
work–life balance of employees in order to improve motivation. For
example, Rank Xerox introduced an extended-hour 4-day week which led
to a 30% fall in absenteeism. Other measures are designed to improve the
flexibility of an organisation and make it more adaptable to change, such
as zero hour contracts, flexible locations and flexibility in terms of skills,
which all lead to an organisation that is more adaptable to changing
demand and the needs of the consumer.

2UJDQLF�VWUXFWXUHV�Y�PHFKDQLVWLF

The organisational structure defines how tasks are divided, grouped and
coordinated. It clarifies the roles organisational members perform so that
everyone understands their responsibilities to the group. An organisation
must therefore develop a structure that is appropriate for its needs and one
that can react to uncertainties and changes in its internal and its external
environment. Although structures vary from organisation to organisation,
two basic forms are organic and mechanistic.

  An organic structure is one that is decentralised, that has wider spans of
control and in which information flows seamlessly between functional
areas and departments. Organic structures are likely to be more flexible
and are more suited to organisations that operate in unstable dynamic
environments and that need to adapt quickly to change.

  A mechanistic structure is bureaucratic and based on a formal centralised
network with a well-defined hierarchy, narrow spans of control and
communication, and decisions flowing from the top down. This structure is
the traditional form. It is easy to maintain and rarely needs to be changed
when an organisation operates in a stable environment.

.QRZOHGJH�DQG�LQIRUPDWLRQ�PDQDJHPHQW

Knowledge and information are two separate but linked areas. Information
management focuses on retrieving, organising and analysing data and
information, and as such creates useful knowledge. Knowledge
management focuses on knowledge, understanding and wisdom, and is the
process of making effective decisions and taking effective actions. The
link between the two lies in the fact that effective knowledge management
and resulting decisions result from a solid foundation of data and
information management.
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7KH�YDOXH�RI�PDQDJLQJ�LQIRUPDWLRQ
DQG�NQRZOHGJH
Managing information is important to an organisation as it results in
increased knowledge, decreased inefficiency and the better creation and
implementation of plans, which is likely to help save and make more
money. Effective knowledge and information management have become
increasingly vital in a fast-changing, competitive environment. Collective
experience, wisdom and know-how can be seen as the intangible assets of
an organisation, and if the knowledge can be managed properly, it can lead
to the creation of further wealth and value based on the information and
data available. In other words, knowledge management can be a key driver
in a competitive environment. This is likely to result in new products being
designed and commercialised more quickly, leading to maintained market
shares and the potential for increased revenue and profit.
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%DUULHUV�WR�FKDQJH
Change is difficult to implement for a number of reasons:
Employee resistance. Change often means different ways of doing things,
taking workers out of their comfort zone and perhaps threatening job
security.
Management behaviour. Sometimes management can be resistant to
change or there may be a lack of clear objectives set.
Inadequate resources. This might be financial in terms of budget or
involve human and physical resources such as machinery and equipment.
Organisational culture. The culture of the organisation may be such that
it does not easily embrace change.

.RWWHU�DQG�6FKOHVLQJHUÿV�IRXU�UHDVRQV�IRU
UHVLVWDQFH�WR�FKDQJH

With regard to employee resistance to change, Kotter and Schlesinger
identified four key reasons for this:
Parochial self-interest. This is where people feel they will lose something
and so focus on their own self-interest rather than the organisation’s
interest.
Misunderstanding and lack of trust. These occur when people do not
fully understand the implications of change and perceive it might cost
them more than they will gain. They are likely to happen when there is
poor communication and a lack of trust between the initiator of the change
and employees.
Different assessments. These occur when people assess the situation
differently to managers and see more costs than benefits, not just to
themselves but also to the organisation.
Low tolerance of change. This occurs where people feel they will not be
able to develop the new skills and behaviour required of them. There is a
limit to how much people can change and sometimes it might demand too
much of them. It may also be a case of saving face; they resist because
they view the acceptance of change as an admission that previous beliefs
or decisions were wrong.
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+RZ�WR�RYHUFRPH�EDUULHUV�WR�FKDQJH

.RWWHU�DQG�6FKOHVLQJHUÿV�VL[�ZD\V�RI
RYHUFRPLQJ�UHVLVWDQFH�WR�FKDQJH

In order for change to be successful, the barriers or resistance to change
must be overcome. Kotter and Schlesinger identified six ways managers
might try to do this.

(GXFDWLRQ�DQG�FRPPXQLFDWLRQ

If resistors to change are told or educated about it beforehand, it can help
them see the logic or need for change. This may be a good way if resistors
have a lack of or inadequate information, but it requires a good working
relationship between the initiators of the change and the resistors.

)DFLOLWDWLRQ�DQG�VXSSRUW

If resistors are given support to help cope with change, such as training in
new skills or having their problems listened to, they may be more
accepting of it. This may be time-consuming and expensive, but it works
well if fear of change or anxiety are the main barriers.

3DUWLFLSDWLRQ�DQG�LQYROYHPHQW

This is where the initiators of change involve the resistors in the process of
change, seeking and often acting on their advice. Although this method
can be time-consuming and can sometimes lead to poor decisions, there is
no doubt that if it leads to the whole-hearted commitment of the
workforce, the process of change will be easier.

0DQLSXODWLRQ�DQG�FR�RSWLRQ

Manipulation involves selective use of information and careful structuring
of events, while co-option is giving a leading member(s) of the resistors a
key role in implementing change. When co-opting, endorsement not
advice is sought in the hope that other resistors can be convinced of the
benefits of change. Although manipulation and co-option are relatively
inexpensive, they require good relationships and trust as resistors might
feel they are being tricked.
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1HJRWLDWLRQ�DQG�EDUJDLQLQJ

This is where incentives such as higher pay rates for productivity are
offered to resistors. It is a relatively easy but expensive method.

([SOLFLW�DQG�LPSOLFLW�FRHUFLRQ

If change is always unpopular and if it needs to be implemented quickly,
coercion may be the only answer. With coercion the workforce is forced to
accept the change because of, for example, the threat of job losses,
transfers or actual dismissal.

In summary, there is always likely to be some resistance to change and the
way managers deal with this varies according to circumstances. It might
depend on the nature of the change, the potential consequences of the
change, attitudes toward the change and the existing state of relations
between managers and workforce. What we know for sure is that change is
inevitable and essential for the long-term progress and perhaps the survival
of organisations.

1RZ�WHVW�\RXUVHOI
�����,GHQWLI\�IRXU�H[WHUQDO�FDXVHV�RI�FKDQJH�
�����'LVWLQJXLVK�EHWZHHQ�LQFUHPHQWDO�DQG�GLVUXSWLYH�FKDQJH�
�����,Q�/HZLQÿV�IRUFH�ILHOG�DQDO\VLV��ZKDW�PXVW�KDSSHQ�WR

WKH�EDODQFH�RI�GULYLQJ�DQG�UHVWUDLQLQJ�IRUFHV�IRU
FKDQJH�WR�RFFXU"

�����2XWOLQH�WKH�VL[�VWHSV�WR�EH�XQGHUWDNHQ�LQ�D�IRUFH
ILHOG�DQDO\VLV�

�����%ULHIO\�H[SODLQ�WKH�YDOXH�RI�FKDQJH�
�����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þUHVWUXFWXULQJÿ"
�����,GHQWLI\�WKUHH�IOH[LEOH�HPSOR\PHQW�FRQWUDFWV�DQG

EULHIO\�H[SODLQ�WKH�LPSRUWDQFH�WR�D�EXVLQHVV�RI�VXFK
FRQWUDFWV�

�����'LVWLQJXLVK�EHWZHHQ�PHFKDQLVWLF�DQG�RUJDQLF
VWUXFWXUHV�

�����([SODLQ�WKH�OLQN�EHWZHHQ�NQRZOHGJH�DQG�LQIRUPDWLRQ
PDQDJHPHQW�

����%ULHIO\�RXWOLQH�IRXU�EDUULHUV�WR�FKDQJH�
����:KDW�DUH�WKH�IRXU�UHDVRQV�IRU�UHVLVWDQFH�WR�FKDQJH

VXJJHVWHG�E\�.RWWHU�DQG�6FKOHVLQJHU"
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����/LVW�WKH�VL[�ZD\V�RI�RYHUFRPLQJ�UHVLVWDQFH�WR�FKDQJH
JLYHQ�E\�.RWWHU�DQG�6FKOHVLQJHU�

$QVZHUV�RQ�SS�����̢���
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0DQDJLQJ�RUJDQLVDWLRQDO�FXOWXUH
Organisational culture is ‘the way we do things around here’. It is the
shared values and norms that characterise a particular organisation.

390



7KH�LPSRUWDQFH�RI�RUJDQLVDWLRQDO
FXOWXUH
Every organisation has its own way of doing things. It has its own beliefs,
values and principles that together make up its culture. Good cultures
inspire, engage and motivate employees, whereas poor cultures lack
collaboration, are uninspiring and lead to employees lacking passion.
Therefore, culture determines how employees interact at their workplace
and is important for a number of reasons:
Identity. Culture defines an organisation’s identity and the way it is
perceived, not only by its employees but also by its stakeholders. The way
we see organisations such as Apple, Amazon and Tesco is determined in
part by their culture.
Direction. The culture often provides a set of guidelines, roles and
responsibilities that keep employees on-task and provide a sense of
direction.
Loyalty. If employees feel a part of and involved in an organisation and
contribute to its success, they are likely to feel more engaged and loyal to
that organisation. There is also a greater sense of unity among employees
as they see themselves all working together for a common goal.
Competition. A healthy competition among employees may exist to
achieve targets and goals, increasing performance and quality of work.
Attitude to change. Culture can be important in determining an
organisation’s attitude to change.

A clear sense of direction and a loyal workforce working in an
environment of healthy competition are likely to establish a positive
identity among stakeholders that can be crucial to the overall success of an
organisation.

&XOWXUDO�PRGHOV

A corporate culture model is the organising principle behind the values,
beliefs and attitudes that characterise a company and guide its practices. In
other words, models are different ways in which culture can be classified.
A culture might be described as bureaucratic, where behaviour is governed
by formal rules and standard operating procedures, or it might be
entrepreneurial and characterised by a high level of risk and creativity. The
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specification requires two specific models to be studied and understood,
those of Charles Handy and Geert Hofstede.

+DQG\ÿV�FXOWXUDO�PRGHO

Handy described four types of culture (Figure 10.2):
Task culture. This culture is job- or project-orientated, where the
emphasis is on getting the job done. It seeks to bring together the right
people and resources in order to do this. This type of culture is common in
organisations that have a number of different projects, such as advertising
agencies, and revolves around teamwork. The existence of different teams
provides for greater flexibility but can sometimes be difficult to control.
Handy illustrated this culture as a net due to the interaction between
different departments and functions.
Role culture. This type of culture is characterised by strong functional or
specialised areas coordinated by a narrow band of senior management at
the top. Individuals within the business have clear roles and know whom
they report to. This type of culture can work well in a stable environment
where economies of scale are more important than flexibility, but because
of difficulties in adapting to change it may be less successful in fast-
moving, innovative environments. Handy illustrated this culture as a
building supported by columns with each column having a specific role to
play.
Power culture. This concentrates power among a small group or central
figure. There tend to be few rules and little bureaucracy and decisions can
be made quickly. This type of culture can be effective in smaller
businesses, but in larger organisations those in the centre can become over-
burdened and decision-making can become slow. It is also dependent on
the person at the top, who may sometimes appear tough and abrasive,
leading to low morale and motivation. Handy illustrates this as a spider’s
web with the all-important spider in the middle.
Person culture. This type of culture is not found in many organisations. It
is where the individual is the focal point and the organisation is simply
there to assist and serve that individual. It may be possible for consultants,
surgeons or some form of specialist such as IT specialists to operate within
this type of culture, but it can be difficult to manage. Handy illustrated this
culture as a loose cluster of individual dots.
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([DP�WLS

7DVN�FXOWXUHV�DUH�RIWHQ�DVVRFLDWHG�ZLWK�D�PDWUL[
RUJDQLVDWLRQDO�VWUXFWXUH�

+RIVWHGHÿV�QDWLRQDO�FXOWXUHV

Geert Hofstede conducted his research between 1967 and 1973 at IBM and
from this research identified six dimensions of national culture that
distinguish countries rather than individuals from each other, as shown in
Figure 10.3. The six dimensions are as follows:
Individual v collectivism. This can be looked as being ‘I’ or ‘we’. Is
society based on the importance of the individual and immediate family or
is it based on the groups within that society?
Power distance. This is the degree to which the less powerful in society
accept and expect power to be distributed unequally and relates to how
society handles inequalities. In a high power distance culture, people
accept a hierarchical order where everyone has a place. In low power
distance culture, people seek to equalise power inequalities and are more
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suited to flatter organisational structures.
Indulgence v restraint. This relates to a society’s attitude to gratification.
Does it suppress gratification through strict social norms or does it allow
free gratification related to enjoying life and having fun?
Long term v short term. This relates to the value society attaches to its
past and traditions. Those who value traditions are likely to be suspicious
of change, whereas other societies may be more pragmatic and are more
accepting of change.
Masculinity v femininity. Sometimes expressed as the tough v the tender,
this relates to the extent to which a society is based on male or female
attributes. Is it based on achievement, assertiveness and material rewards
for success (male) or is it based on cooperation, modesty and the quality of
life (female)?
Uncertainty avoidance. This is the degree to which members of society
feel uncomfortable with uncertainty and ambiguity. It is about how a
society deals with an unknown future. Those countries with a high index
are governed by rules and intolerance of unorthodox behaviour and ideas,
whereas those with a low index are far more relaxed in their approach.

There is no doubt that different national cultures exist. This has
implications for any organisation that operates globally: whether in its
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recruitment, marketing, approach to customer services or outsourcing, the
culture of an individual country has a significant impact on the approach
adopted.
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7KH�LQIOXHQFHV�RQ�RUJDQLVDWLRQDO
FXOWXUH
The age and size of an organisation affect the culture adopted. Older
organisations are likely to be more traditional and power-orientated,
whereas newer organisations are likely to be more flexible and offer
greater consideration of employees. Smaller organisations find it easier to
operate under a power culture than larger organisations. Other influences
on organisational culture include:
Leadership style. The role of a leader is to direct, motivate and inspire
employees, and the way they approach this role affects the culture that
evolves. An autocratic approach is likely to lead to a vastly different
culture from a more laissez-faire approach.
Objectives of organisation. An organisation looking for quick sustained
growth will have a different culture from one looking for slow steady
growth. Objectives in terms of ethics and the environment may also have
an impact on culture.
Nature of the business. Those organisations that operate within industries
that revolve around creativity and innovation are likely to have a power
culture, whereas those that operate in industries where economies of scale
are important are more suited to a role culture.
Employees. The age, sex and attitudes of employees can have an impact
on the culture. Older employees may be more suited to a role culture,
whereas younger employees may be more flexible and adaptable to change
and therefore more suited to a power culture.
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7KH�UHDVRQV�IRU�DQG�SUREOHPV�RI
FKDQJLQJ�RUJDQLVDWLRQDO�FXOWXUH

5HDVRQV

Organisations evolve over time because of changing circumstances and in
response to new challenges. As a result, their culture is also likely to
change. It is also possible to identify a number of specific reasons or
circumstances that are likely to lead to a culture change:
Toxic culture. It maybe that the existing culture has become toxic, as in
the banking industry at the beginning of the recession in 2008, requiring a
complete reassessment of the values and norms of the industry.
Change of leader. The introduction of a new leader often leads to a
cultural change, particularly if that leader is brought in to rescue an ailing
business where revenue and profit may be falling and customer service
declining.
Change of ownership. This might occur during a takeover where
management may wish to align the cultures of the two organisations.
Changing market conditions. This may be the result of moving into
international markets and/or the growth of competition.

Other reasons include changing attitudes, such as in regard to the
environment, or it may simply be the fact that the existing culture is not
working that necessitates change.

3UREOHPV

Change of culture, like any change, may be difficult. This could be
because of tradition and the attitude of emplyees. They may not accept the
need for change, preferring existing arrangements and remaining within
their comfort zone. There could also be a sense of fear of: the unknown, a
loss of power and skills, break-up of work groups and a loss of income.

The scale of the change could also present a problem: for example, if there
are large numbers of people involved and in different locations. This may
result in high costs: to restructure the organisation and to educate and train
the workforce in the new policies and practices.
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([DP�WLS

6WXGHQWV�RIWHQ�UXQ�RXW�RI�WLPH�LQ�H[DPV��7KLV�LV�LQYDULDEO\
EHFDXVH�WKH\�VSHQG�WRR�PXFK�WLPH�RQ�RQH�TXHVWLRQ�RU
VHFWLRQ��*HW�\RXU�WLPLQJV�ULJKW��0DNH�VXUH�\RX�DWWHPSW�DOO
TXHVWLRQV�DQG�WU\�WR�GHYHORS�\RXU�DQVZHUV��2QH�SRLQW�ZLWK
OLPLWHG�GHYHORSPHQW��LI�UHOHYDQW��DOZD\V�VFRUHV�PRUH�PDUNV
WKDQ�D�OLVW�RI�SRLQWV�

1RZ�WHVW�\RXUVHOI
����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þRUJDQLVDWLRQDO

FXOWXUHÿ"
����,GHQWLI\�IRXU�UHDVRQV�ZK\�RUJDQLVDWLRQDO�FXOWXUH�LV

LPSRUWDQW�
����'LVWLQJXLVK�EHWZHHQ�+DQG\ÿV�SRZHU�DQG�UROH�FXOWXUHV�
����/LVW�WKH�VL[�GLPHQVLRQV�RI�+RIVWHGHÿV�QDWLRQDO

FXOWXUHV�
����([SODLQ�WZR�LQIOXHQFHV�RQ�RUJDQLVDWLRQDO�FXOWXUH�
����,GHQWLI\�IRXU�UHDVRQV�IRU�FKDQJLQJ�FXOWXUH�

$QVZHUV�RQ�S�����
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0DQDJLQJ�VWUDWHJLF�LPSOHPHQWDWLRQ
Strategic implementation refers to the activities used within an
organisation to manage the execution of a strategic plan. It is critical to
success and addresses the who, where, when and how of reaching the
desired goals and objectives.
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+RZ�WR�LPSOHPHQW�VWUDWHJ\
HIIHFWLYHO\
Successful strategy implementation is not easy. It is not necessarily that
the strategy itself is bad, but many organisations fail to effectively
motivate their employees to work enthusiastically toward corporate aims.
The following factors could help in successful implementation:
A clear understanding of the circumstances. If strategy is to be
implemented successfully, there needs to be a clear understanding of why
it is being implemented and the objectives that it is hoped will be achieved.
This requires knowledge of both the internal and the external factors that
influence an organisation’s decision-making, such as the competitive
environment and the culture of the organisation.
Commitment. This includes not only the commitment of management and
the workforce to the strategy but also a commitment in terms of resources.
Commitment starts at the top of the organisation. If senior management are
not committed to the strategy, it is unlikely the workforce will be. Such
commitment from senior management can sometimes be demonstrated by
their willingness to commit the financial, human and other resources
necessary for the successful implementation of a new strategy.
The willingness to change. Implementing new strategy requires change,
which may be resented by a workforce. Some organisations embrace
change whereas others are unwilling to change. For strategy to be
implemented successfully, there must be an ability and a willingness to
change on behalf of the whole organisation.
The ability to monitor and measure progress. The implementation of a
strategy does not happen overnight. It takes time, during which
circumstances are likely to change, such as competitors responding to the
new strategy. Continual monitoring and measuring of progress are
necessary in order to undertake the refinements needed to achieve
objectives.

As well as the above factors, leadership, communications and
organisational structure are important in the effective implementation of
strategy.
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7KH�YDOXH�RI�OHDGHUVKLS�LQ
VWUDWHJLF�LPSOHPHQWDWLRQ
Leadership plays a key role in strategic implementation. The leader is
likely to have been involved in determining the strategy and will be
accountable for the successful implementation. The leader must be
committed to the strategy and able to involve and motivate others in its
implementation. They need to be able to communicate effectively to make
clear not only what is being done and why, but how it is to be achieved.
Leaders are also responsible for monitoring progress and making the
necessary changes to ensure the efficient implementation of the strategy.
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7KH�YDOXH�RI�FRPPXQLFDWLRQV�LQ
VWUDWHJLF�LPSOHPHQWDWLRQ
Good communications are essential to the effective implementation of
strategy and even the best-laid plans are unlikely to be successful if they
are not communicated properly. It may even be necessary to develop a
communication plan that identifies the key stakeholders and determines
the correct channels and timings of any communication. It is not only
employees but also shareholders, the City, the local community and
consumers who need to know why a strategy has been developed and what
it means for the organisation. If this can be communicated effectively,
perhaps even involving key stakeholders such as employees in the process,
it is likely to generate greater overall enthusiasm and commitment to the
strategy.

([DP�WLS

7KHUH�LV�D�OLQN�KHUH�ZLWK�VWDNHKROGHU�PDSSLQJ�DQG
0HQGHORZÿV�PDWUL[��VHH�SS����̢����
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7KH�LPSRUWDQFH�RI�RUJDQLVDWLRQDO
VWUXFWXUH�LQ�VWUDWHJLF
LPSOHPHQWDWLRQ
The organisational structure determines how roles, power and
responsibility are assigned, controlled and coordinated within an
organisation and how information flows between the different levels of
management. From the point of view of strategy implementation, the
structure is the arrangement of roles and tasks needed to implement the
strategy. Sometimes when implementing strategy it may be necessary to
redesign organisational structure in order to make it relevant to the
strategy.

Organisational structure and the influences on organisational design, tall v
flat structures and centralisation v decentralisation were covered on pp.
100–101. In addition, the specification asks for an understanding of the
organisational structures shown below.

)XQFWLRQDO�VWUXFWXUHV

A functional structure distributes decision-making and operational
authority along functional lines, with specialisation of skills according to
the function, e.g. marketing, finance, and operations. As the day-to-day
management is delegated, this gives senior management time to focus on
strategic decisions and their implementation. Narrow specialisation within
functional areas may cause difficulties to arise in coordination, which
could inhibit successful strategic implementation.

3URGXFW�EDVHG�VWUXFWXUHV

A product-based structure is based on the product or a production line
where all functions related to that product are delegated. This might be the
case when a product or a group of products has high demand in the market
and may be particularly relevant when expansion or diversification
strategies are being implemented. Such a structure provides exclusive
attention to that product or production line, increasing coordination and
fixing responsibility and accountability for profit-making. However, it can
only be justified if there is a high volume of sales.
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5HJLRQDO�VWUXFWXUHV

A regional structure (or geographic structure) is likely when an
organisation has several factories dispersed geographically or where
demand is large enough to operate on a regional basis. These structures
evolve as an organisation grows and expands. They provide
decentralisation to the local level, close to the market where resources and
materials may be locally sourced. Regional structures require a high level
of coordination and can lead to communication difficulties.

0DWUL[�VWUXFWXUHV

A matrix structure is based around a major project or task where
specialists from the various functional areas are assigned to the project.
This means that for the duration of the project they report to both their
project manager and their functional manager. By bringing specialists
together in this way, creativity can be fostered, together with a greater
understanding of the organisation as a whole. However, dual
accountability may cause confusion and communications problems.

It is not possible to identify an optimal organisation structure for a given
strategy: what may suit one organisation may not suit another, and as an
organisation grows and evolves its structure evolves with it. A strategy
may be chosen that suits a particular organisational structure, whereas on
other occasions a particular structure may be chosen to best enable strategy
implementation.
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7KH�YDOXH�RI�QHWZRUN�DQDO\VLV�LQ
VWUDWHJLF�LPSOHPHQWDWLRQ
Network analysis breaks down complex projects into component parts
and plots them on a network diagram to show their interdependencies and
interrelationships. Also known as critical path analysis, it acts as a basis
for the preparation of schedules, resource planning and monitoring
progress, and is a useful tool in strategic implementation. A network
diagram shows the following:

  The sequence in which activities should be undertaken.
  The length of time taken by each activity.
  The earliest start time at which each activity can commence.
  The latest finish time at which each activity must be completed to avoid

delaying other activities.

8QGHUVWDQGLQJ�DQG�LQWHUSUHWLQJ�QHWZRUN
GLDJUDPV

Network diagrams consist of two elements, as shown in Figure 10.4.

Activities. These require resources and time and are shown by arrows.
Each activity is given a letter to denote the order (written above the arrow)
and a duration (written below the arrow).
Nodes. These are the start or finish of an activity and are represented by
circles. Each node is numbered (in the left-hand segment) and also states
the ‘earliest start time’ (EST) and ‘latest finish time’ (LFT).

There are a number of simple rules in drawing a network diagram:
  It is drawn from left to right.
  It must start and end in a single node.
  Each activity is represented by a single arrow.

405



Additionally it is also necessary to know the order in which activities can
be undertaken as some will need others to be completed before they can
start (dependent activities) whilst others can be undertaken simultaneously
(parallel activities).

([DPSOH

;<=�SOF�LV�SODQQLQJ�WR�LQFUHDVH�FDSDFLW\�E\�H[WHQGLQJ�LWV
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��$FWLYLW\�$�LV�WKH�VWDUW�RI�WKH�SURMHFW�
��$FWLYLW\�%�VWDUWV�ZKHQ�DFWLYLW\�$�KDV�EHHQ�FRPSOHWHG�
��$FWLYLWLHV�&��'�DQG�)�IROORZ�DFWLYLW\�%�
��$FWLYLW\�(�IROORZV�DFWLYLWLHV�&�DQG�'�
��$FWLYLW\�+�IROORZV�DFWLYLW\�%�
��$FWLYLW\�*�IROORZV�DFWLYLW\�)�

����7KH�QHWZRUN�GLDJUDP�IRU�WKH�IDFWRU\�H[WHQVLRQ�LV�VKRZQ
LQ�)LJXUH������

406



��(DUOLHVW�VWDUW�WLPH��(67���7KLV�UHFRUGV�WKH�HDUOLHVW�WLPH
WKDW�D�SDUWLFXODU�DFWLYLW\�FDQ�FRPPHQFH��,W�LV�FDOFXODWHG
E\�ZRUNLQJ�IURP�OHIW�WR�ULJKW�DQG�E\�DGGLQJ�WKH�WLPH�WDNHQ
WR�FRPSOHWH�WKH�SUHYLRXV�DFWLYLW\��,I�WKHUH�LV�PRUH�WKDQ
RQH�DFWLYLW\��WKH�RQH�ZLWK�WKH�ORQJHVW�GXUDWLRQ�LV�LQFOXGHG
LQ�WKH�FDOFXODWLRQ��7KH�(67�LV�WKHQ�UHFRUGHG�LQ�WKH�WRS
TXDGUDQW�RI�WKH�ULJKW�KDOI�RI�WKH�QRGH��)RU�H[DPSOH��LQ
QRGH���WKH�(67�LV����GD\V�EHFDXVH��DOWKRXJK�DFWLYLWLHV�'
DQG�)�KDYH�EHHQ�FRPSOHWHG�E\�GD\�����DFWLYLW\�(�FDQQRW
FRPPHQFH�XQWLO�DFWLYLW\�&�KDV�EHHQ�FRPSOHWHG��GD\������7KH
(67�RQ�WKH�ILQDO�QRGH�VKRZV�WKH�HDUOLHVW�GDWH�DW�ZKLFK�WKH
ZKROH�SURMHFW�FDQ�EH�FRPSOHWHG�
��/DWHVW�ILQLVK�WLPH��/)7���7KLV�UHFRUGV�WKH�ODWHVW�WLPH�E\
ZKLFK�DQ�DFWLYLW\�PXVW�EH�FRPSOHWHG�LI�WKH�ZKROH�SURMHFW�LV
QRW�WR�EH�GHOD\HG��,W�LV�DUH�FDOFXODWHG�IURP�ULJKW�WR�OHIW�
ZLWK�WKH�DFWLYLW\�RI�WKH�ORQJHVW�GXUDWLRQ�EHLQJ�GHGXFWHG�
)RU�H[DPSOH��WKH�/)7�DW�QRGH���LV����GD\V��ZKLFK�LV
FDOFXODWHG�DV����GD\V�DW�QRGH���PLQXV�WKH����GD\Vÿ
GXUDWLRQ�RI�DFWLYLW\�+��&DOFXODWLQJ�/)7V�LV�XVHIXO�DV�LW
KHOSV�WR�KLJKOLJKW�WKRVH�DFWLYLWLHV�ZKHUH�WKHUH�LV�VRPH
VODFN�WLPH�RU�IORDW�
��)ORDW��7KLV�LV�DQ\�VSDUH�WLPH�WKDW�PD\�H[LVW�GXULQJ�D
SURMHFW�DQG�FDQ�EH�FDOFXODWHG�XVLQJ�WKH�IROORZLQJ�IRUPXOD�

��

����)RU�H[DPSOH��DFWLYLW\�*�KDV���GD\Vÿ�IORDW�����̢���̢���
 ����DQG�LWV�VWDUW�FRXOG�EH�GHOD\HG�XQWLO�GD\����ZLWKRXW
GHOD\LQJ�WKH�ZKROH�SURMHFW�
��&ULWLFDO�SDWK��7KLV�VKRZV�WKH�VHTXHQFH�RI�DFWLYLWLHV�WKDW
PXVW�EH�FRPSOHWHG�RQ�WLPH�LI�WKH�ZKROH�SURMHFW�LV�QRW�WR�EH
GHOD\HG��,W�LV�LQGLFDWHG�E\�WZR�VPDOO�GDVKHV�DFURVV�WKH
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UHOHYDQW�DFWLYLWLHV��,Q�)LJXUH�������WKH�FULWLFDO�SDWK�LV
$̢%̢+�

Network analysis is a valuable tool when it comes to implementing
strategy:

  It encourages managers to undertake strategic planning, which helps
reduce the risk of delays and other problems.

  The resources needed for each activity can be made available at the
appropriate time, reducing costs and improving an organisation’s cash-
flow position.

  Time can be saved by operating activities simultaneously — vital in
industries where time is an important competitive weapon.

  If delays or problems occur, the network can be a useful tool in finding a
solution.

As with any analytical tool, there are some drawbacks:
  Much depends on how accurately the durations of activities are estimated.

These can be difficult to forecast and if wrong the whole process may be
of little value.

  Complex activities may be difficult to represent on a network diagram.
  The project still requires management after the initial network is drawn as

external factors may change.

7\SLFDO�PLVWDNH

7KHUH�LV�RIWHQ�D�WHPSWDWLRQ�ZLWK�QHWZRUN�GLDJUDPV�WR�IRFXV
RQ�WKH�FDOFXODWLRQ�RI�()7V�DQG�/)7V�ZKLOH�LJQRULQJ�WKH
EHQHILWV�DQG�GUDZEDFNV�RI�QHWZRUN�DQDO\VLV��$�IRFXV�RQ�WKH
SURV�DQG�FRQV�ZLOO�KHOS�\RX�ZULWH�ERWK�DQDO\WLFDOO\�DQG
HYDOXDWLYHO\�

([DP�WLS

$OWKRXJK�\RX�VKRXOG�PDNH�VXUH�\RX�FDQ�GUDZ�D�QHWZRUN
GLDJUDP�IURP�VFUDWFK�DQG�EH�SUHSDUHG�WR�GUDZ�RQH�DV�WKLV
KHOSV�\RXU�XQGHUVWDQGLQJ��\RX�DUH�PRUH�OLNHO\�LQ�DQ�H[DP�WR
EH�DVNHG�WR�DPHQG�D�QHWZRUN�RU�FDOFXODWH�()7V��/)7V�RU�WKH
IORDW�
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1RZ�WHVW�\RXUVHOI
����%ULHIO\�H[SODLQ�WZR�IDFWRUV�WKDW�DUH�OLNHO\�WR�OHDG�WR

VXFFHVVIXO�VWUDWHJ\�LPSOHPHQWDWLRQ�
����:K\�DUH�OHDGHUVKLS�DQG�FRPPXQLFDWLRQ�VR�LPSRUWDQW�WR

VXFFHVVIXO�VWUDWHJ\�LPSOHPHQWDWLRQ"
����'LVWLQJXLVK�EHWZHHQ�IXQFWLRQDO��SURGXFW�EDVHG�DQG

PDWUL[�RUJDQLVDWLRQDO�VWUXFWXUHV�
����2XWOLQH�KRZ�QHWZRUN�DQDO\VLV�FDQ�KHOS�LQ�VXFFHVVIXO

VWUDWHJLF�LPSOHPHQWDWLRQ�
����:KDW�GR�\RX�XQGHUVWDQG�E\�WKH�WHUP�þIORDWÿ�LQ�D

QHWZRUN�GLDJUDP�DQG�KRZ�LV�LW�FDOFXODWHG"

$QVZHUV�RQ�S�����
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3UREOHPV�ZLWK�VWUDWHJ\�DQG�ZK\
VWUDWHJLHV�IDLO
The successful implementation of a well-planned strategy can give an
organisation a competitive advantage. A great deal of time and effort is put
into strategic planning, with new strategies being launched to great fanfare
and optimism. However, they are high risk and often fail. The failure rates
have been estimated at anywhere between 60 and 90% by various studies.
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'LIILFXOWLHV�RI�VWUDWHJLF�GHFLVLRQ�
PDNLQJ�DQG�LPSOHPHQWLQJ�VWUDWHJ\
Strategic decision-making and implementing strategy can present a
number of challenges and difficulties to management:

  It may be that the overall goals are not sufficiently understood by the
workforce or perhaps the wrong targets have been set because of
insufficient analysis of data.

  There could be a lack of capability of employees or training and instruction
might have been inadequate. Perhaps key personnel have left during the
implementation process.

  It may be that the leadership fails to provide adequate direction, leading to
an overall lack of commitment.

  There may be unforeseen events, perhaps problems with implementation
that had not been anticipated or changes in the external environment.

  Difficulties may arise due to implementation taking longer than
anticipated.
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3ODQQHG�Y�HPHUJHQW�VWUDWHJ\
A planned strategy is the strategy managers intend to implement, where
the difference between the present and the desired position is clearly seen.
It assumes a smooth change from the current position to the new position,
with little in the way of disruption from either internal or external forces.
A planned approach assumes one type of approach to change is suitable for
all organisations. It involves laying down timetables and tends to ignore
the dynamic environment in which organisations operate. A planned
strategy does not address the continuous need for structural adaptation and
employee flexibility, and assumes common agreement can be reached
among all parties.

An emergent strategy is one that develops over time and is based on the
belief that change should not be seen as a series of linear events. Instead, it
is characterised by unforeseen events, disruptions that pose opportunities
and threats that lead to strategy emerging. Advocates of emergent change
stress that there can be no simple answer to managing organisational
change and that change management should not be seen as one person’s
role but part of every manager’s role within an organisation.
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5HDVRQV�IRU�VWUDWHJLF�GULIW
Strategic drift usually occurs when organisations that have enjoyed
considerable success are unable to keep pace with changes in their external
environment, which in a worst-case scenario can lead to their slow and
gradual demise. Strategic drift usually happens over an extended period of
time and may not be noticed until it is too late, such as in the case of Nokia
and Kodak.

Figure 10.6 shows the four phases in strategic drift:
Phase 1: Incremental change. The organisation remains competitive due
to incremental changes in strategy that are made in line with the external
environment.
Phase 2: Strategic drift. Strategic drift begins to appear as the
incremental changes fail to keep up with a faster rate of change in the
external environment.
Phase 3: Flux. A state of flux in strategy now develops, where the
management recognises the existence of drift due to poorer performance
and tries to make strategic changes. However, there is no clear direction
and disagreements can occur, leading to poorer performance and increased
drift.
Phase 4: Transformational change or demise. This is the final phase
where the organisation either fails completely or undertakes a
transformational change to realign itself with the external environment.
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Although it may be easy to see major changes with hindsight, it is not so
easy to see them when they are happening. Possible causes of strategic
drift include:
Technological environment. This changes so quickly that it can be
difficult to keep up with. We only have to look at the demise of
Blockbuster and Myspace to see evidence of this.
Lagged performance. The first symptoms of strategic drift may not be
immediately apparent as financial results are normally reported at the end
of a period and management may not instantly identify the right reasons
for lower performance.
Culture. The culture of the business may be quite rigid in terms of values
and relationships, and attempts to change may be limited to what is
familiar rather than the more radical plan that might be needed.
Lack of monitoring. An organisation may have insufficient monitoring of
strategy, missing changes in the environment that are taking place that
require a response in terms of strategy change.

Strategic plans should not be seen as something concrete if strategic drift is
to be avoided. The environment is changing all the time, meaning that the
strategic plan needs a degree of flexibility and manoeuvrability to adapt to
the changing needs.
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7KH�SRVVLEOH�HIIHFW�RI�WKH�GLYRUFH
EHWZHHQ�RZQHUVKLS�DQG�FRQWURO
In small businesses such as sole traders and private limited companies, the
owners are likely to manage and control the business. However, if a
business converts to a public limited company, the chances of the owners
continuing to manage and control the business are lower. Although to
begin with the original owners may hold a majority shareholding, as the
business continues to grow and further capital is raised through the issue of
shares this position is likely to change. This results in what has become
known as a divorce of ownership and control, where the business owners
(the shareholders) no longer control the business but elect a board of
directors to control it for them. This can result in a conflict of interest
where the owners may wish to see a policy of profit maximisation but the
directors want a strategy of long-term growth.

&RUSRUDWH�JRYHUQDQFH

Corporate governance is about seeing that an organisation is run properly
and involves the following:
Accountability: to ensure that the management are accountable to the
board of directors and in turn the board of directors is accountable to the
shareholders.
Fairness: to protect shareholders’ rights, to ensure all are treated equitably
and to provide redress for violations.
Transparency: to ensure all matters related to finance, performance,
ownership and corporate governance are communicated both accurately
and in a timely manner.
Responsibility: ensuring organisations comply with the relevant laws and
regulations of a society.

Good corporate governance is important in an economy as it provides a
barrier to corrupt dealings, enhancing access to capital and the long-term
prosperity of both individual organisations and the economy as a whole.
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(YDOXDWLQJ�VWUDWHJLF�SHUIRUPDQFH
It is vital for an organisation to undertake strategy evaluation as it not
only ensures that the stated objectives are being achieved but also alerts
management to problems or potential problems. Evaluation may be
undertaken in the following ways:

  A review of the underlying factors in an organisation’s strategy.
  Comparing expected results with actual results (measuring performance).
  The analysis of any variances in performance.
  Identifying corrective actions to ensure performance conforms with the

strategy.
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7KH�YDOXH�RI�VWUDWHJLF�SODQQLQJ
Strategic planning is about the mission of an organisation. It is about
where that organisation wants to go and is crucial to its success, just as in
travel plans — unless you know where you are going it is impossible to
plan your journey. Strategic plans can help create value as they:

  give purposeful direction to the organisation and outline measurable goals
  identify and help build a competitive advantage
  assist in making choices where resources are limited
  save time as clear priorities are set

Remember that in a dynamic competitive environment the strategic plan is
likely to be modified and changed over time and organisations should not
see it as an inflexible blueprint for the future.
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7KH�YDOXH�RI�FRQWLQJHQF\�SODQQLQJ
Contingency planning is about planning for the unexpected. There are no
guarantees in business. Growth has risks, things can change quickly and
people can make mistakes. Contingency planning helps deal with the
unexpected. The type of event planned for includes:
natural disasters: fires, floods, earthquakes, etc.
loss of data: perhaps from a natural disaster but also from sabotage or
hacking
loss of key personnel: maybe due to retirement, accident or untimely
death
product issues: perhaps a large, unexpected order or a product fault
requiring a product recall

Although most events involving contingency planning are negative, the
possibility of positive events occurring, such as an unexpectedly large
order, should not be overlooked. If a contingency plan is in place it means
a quicker response to the situation, saving the business both time and
money and providing customer reassurance which could limit the damage
in terms of lost customers. Although some people criticise contingency
planning — they see planning for events that may never happen as a waste
of time, effort and money — there is no doubt a well-laid plan can limit
the adverse effects of an unplanned event.

1RZ�WHVW�\RXUVHOI
����%ULHIO\�RXWOLQH�IRXU�GLIILFXOWLHV�RI�LPSOHPHQWLQJ

VWUDWHJ\�
����'LVWLQJXLVK�EHWZHHQ�SODQQHG�DQG�HPHUJHQW�VWUDWHJ\�
����'HILQH�ZKDW�LV�PHDQW�E\�WKH�WHUP�þVWUDWHJLF�GULIWÿ

DQG�EULHIO\�H[SODLQ�WZR�UHDVRQV�IRU�LW�
����:KDW�LV�PHDQW�E\�WKH�WHUP�þGLYRUFH�RI�RZQHUVKLS�DQG

FRQWUROÿ"
����:K\�LV�JRRG�FRUSRUDWH�JRYHUQDQFH�LPSRUWDQW�LQ�D�PDUNHW

HFRQRP\"
����:KDW�LV�WKH�LPSRUWDQFH�RI�VWUDWHJLF�SODQQLQJ�DQG

HYDOXDWLRQ"
����'HILQH�WKH�WHUP�þFRQWLQJHQF\�SODQQLQJÿ�
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$QVZHUV�RQ�SS�����̢���

([DP�SUDFWLFH

=HUR�SOF

2YHU�UHFHQW�\HDUV��=HUR�SOFÿV�SURILW�PDUJLQV�KDYH
GHFOLQHG��3URILWV�ZHUH�GRZQ�����ODVW�\HDU�DQG�LW�KDV
HQFRXQWHUHG�RFFDVLRQDO�FDVK�IORZ�GLIILFXOWLHV��+RZHYHU�
VDOHV�LQ�WKH�(8�KDYH�LQFUHDVHG�WR�����RI�SURGXFWLRQ�DQG�WKH
FKRFRODWH�PDQXIDFWXUHU�LV�QRZ�RQ�WKH�YHUJH�RI�D�PDMRU
VWUDWHJLF�GHFLVLRQ�ü�WKDW�RI�PRYLQJ�SURGXFWLRQ�IURP
%ULVWRO�WR�+XQJDU\��6WXG\�WKH�IROORZLQJ�WDEOH�

,WHP 8. +XQJDU\

$YHUDJH�JURVV�ZDJHV��ϗ������� ��������� ������������

7D[�UDWH�RQ�SURILW���� ����̢�� ��

/DERXU�SURGXFWLYLW\��YDOXH�RI
DYHUDJH�RXWSXW�SHU�KRXU�LQ�ϗ�

������� ����������

$YHUDJH�FRQVXPSWLRQ�RI�FKRFRODWH�SHU
SHUVRQ�SHU�\HDU��NJ�������

���� �����

7KH�FRPSDQ\ÿV�SODQV�VKRZ�WKDW�LW�LQWHQGV�WR�FORVH�LWV
IDFWRU\�LQ�%ULVWRO�LQ�VWDJHV�RYHU�D���\HDU�SHULRG�DV�LWV
IDFLOLWLHV�QHDU�/DNH�%DODWRQ�LQ�+XQJDU\�DUH�GHYHORSHG��7KLV
LV�D�FRPSOH[�SURMHFW�DV�WKH�FRPSDQ\�DOVR�LQWHQGV�WR
LQFUHDVH�LWV�SURGXFWLYH�FDSDFLW\�DV�SDUW�RI�WKH�PRYH��7KH
SURSRVHG�UHORFDWLRQ�LV�H[SHFWHG�WR�FRVW�ϗ���P�

7KH�OHDNLQJ�RI�WKH�FRPSDQ\ÿV�SODQV�KDV�OHG�WR�VWRUPV�RI
SURWHVW�IURP�FRQVXPHU�JURXSV��WUDGH�XQLRQV�DQG�%ULVWRO�&LW\
&RXQFLO��6RPH�FRQVXPHU�JURXSV�KDYH�FDOOHG�IRU�D�ER\FRWW�RI
WKH�FRPSDQ\ÿV�SURGXFWV�E\�8.�FRQVXPHUV�

4XHVWLRQV

D��$QDO\VH�WKH�YDOXH�RI�QHWZRUN�DQDO\VLV�WR�=HUR�SOF�LQ
SODQQLQJ�LWV�SURSRVHG�PRYH�WR�+XQJDU\�

>�@
E��7R�ZDQW�H[WHQW�GR�\RX�EHOLHYH�/HZLQÿV�IRUFH�ILHOG
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DQDO\VLV�FRXOG�KHOS�LQ�PDQDJLQJ�WKH�SURSRVHG�FKDQJH"
>��@

(VVD\

þ3HRSOH�DUH�WKH�PRVW�LPSRUWDQW�HOHPHQW�LQ�LPSOHPHQWLQJ
FKDQJH�PDQDJHPHQW�VXFFHVVIXOO\�DQG�WKH�VWURQJHVW�IRUFH
RSSRVLQJ�LW�ÿ�'R�\RX�DJUHH�ZLWK�WKLV�VWDWHPHQW"�-XVWLI\
\RXU�DQVZHU�ZLWK�UHIHUHQFH�WR�EXVLQHVVHV�ZLWK�ZKLFK�\RX�DUH
IDPLOLDU�

>��@

$QVZHUV�DQG�TXLFN�TXL]����RQOLQH

6XPPDU\

<RX�VKRXOG�QRZ�KDYH�DQ�XQGHUVWDQGLQJ�RI�DOO�WKH�SRLQWV
EHORZ�

0DQDJLQJ�FKDQJH
��WKH�FDXVHV�DQG�SUHVVXUHV�IRU�FKDQJH�LQFOXGLQJ�/HZLQÿV
IRUFH�ILHOG�DQDO\VLV
��WKH�YDOXH�RI�GLIIHUHQW�W\SHV�RI�FKDQJH�LQFOXGLQJ
LQWHUQDO��H[WHUQDO��LQFUHPHQWDO�DQG�GLVUXSWLYH�FKDQJH
��WKH�YDOXH�RI�IOH[LEOH�RUJDQLVDWLRQV�LQFOXGLQJ
UHVWUXFWXULQJ��GHOD\HULQJ��IOH[LEOH�HPSOR\PHQW�FRQWUDFWV
DQG�RUJDQLF�Y�PHFKDQLVWLF�VWUXFWXUHV
��WKH�YDOXH�RI�NQRZOHGJH�DQG�LQIRUPDWLRQ�PDQDJHPHQW
��WKH�EDUULHUV�WR�FKDQJH�DQG�KRZ�WR�RYHUFRPH�WKHP�ZLWK
VSHFLILF�UHIHUHQFH�WR�.RWWHU�DQG�6FKOHVLQJHUÿV�IRXU
UHDVRQV�IRU�UHVLVWDQFH�WR�FKDQJH�DQG�VL[�ZD\V�RI�RYHUFRPLQJ
UHVLVWDQFH�WR�FKDQJH

0DQDJLQJ�RUJDQLVDWLRQDO�FXOWXUH
��WKH�LPSRUWDQFH�RI�RUJDQLVDWLRQDO�FXOWXUH�LQFOXGLQJ�WKH
FXOWXUDO�PRGHOV�RI�+DQG\�DQG�+RIVWHGH
��WKH�LQIOXHQFHV�RQ�RUJDQLVDWLRQDO�FXOWXUH
��WKH�UHDVRQV�IRU�DQG�WKH�SUREOHPV�RI�FKDQJLQJ
RUJDQLVDWLRQDO�FXOWXUH
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0DQDJLQJ�VWUDWHJLF�LPSOHPHQWDWLRQ
��KRZ�WR�LPSOHPHQW�VWUDWHJ\�HIIHFWLYHO\
��WKH�YDOXH�RI�OHDGHUVKLS�DQG�FRPPXQLFDWLRQ�LQ�VWUDWHJLF
LPSOHPHQWDWLRQ
��WKH�LPSRUWDQFH�RI�RUJDQLVDWLRQDO�VWUXFWXUH�LQ�VWUDWHJLF
LPSOHPHQWDWLRQ�LQFOXGLQJ�IXQFWLRQDO��SURGXFW�EDVHG�
UHJLRQDO�DQG�PDWUL[�VWUXFWXUHV
��WKH�YDOXH�RI�QHWZRUN�DQDO\VLV�LQFOXGLQJ�LWV
LQWHUSUHWDWLRQ�DQG�DPHQGPHQW�DQG�WKH�LGHQWLILFDWLRQ�RI�WKH
FULWLFDO�SDWK�DQG�WRWDO�IORDW

3UREOHPV�ZLWK�VWUDWHJ\�DQG�ZK\�VWUDWHJLHV
IDLO
��GLIILFXOWLHV�RI�VWUDWHJLF�GHFLVLRQ�PDNLQJ�DQG
LPSOHPHQWLQJ�VWUDWHJ\
��SODQQHG�Y�HPHUJHQW�VWUDWHJ\�DQG�WKH�UHDVRQV�IRU�VWUDWHJLF
GULIW
��WKH�SRVVLEOH�HIIHFW�RI�WKH�GLYRUFH�EHWZHHQ�RZQHUVKLS�DQG
FRQWURO�LQFOXGLQJ�FRUSRUDWH�JRYHUQDQFH
��WKH�YDOXH�RI�VWUDWHJLF�SODQQLQJ�DQG�KRZ�WR�HYDOXDWH�LW
��WKH�YDOXH�RI�FRQWLQJHQF\�SODQQLQJ
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1RZ�WHVW�\RXUVHOI�DQVZHUV

��:KDW�LV�EXVLQHVV"
  1  Three reasons why business exist include:
      (i)   to provide goods and services
      (ii)  to develop a good idea (enterprise)
      (iii) to provide help and support to others
  2  A mission statement paints the broad picture. The objectives of a

business are more specific — they are targets or goals that will enable
a business to achieve its overall mission.

  3  Five business objectives are:
      (i)   growth
      (ii)  survival
      (iii) profit
      (iv) customer service
      (v)  corporate social responsibility
  4

7\SH�RI
RUJDQLVDWLRQ

2EMHFWLYHV

3XEOLF�OLPLWHG
FRPSDQ\

3URILW��JURZWK

3XEOLF�VHFWRU
RUJDQLVDWLRQ

6HUYLFH��VRFLDO�DQG�HFRQRPLF
EHQHILWV�IRU�FRPPXQLW\

&KDULW\ )XQGUDLVLQJ�DQG�VXSSRUW�IRU�FKDULW\

  5  The mission statement sets out the vision of the business and its core
purpose and focus. Overall corporate and strategic planning can then
be set and measured against the core purpose.

  6  SMART means specific, measurable, achievable, realistic and time
based. By having SMART objectives it is possible to evaluate the
success in achieving them.
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  7  Profit = total revenue – total costs
      £50,000 − £5,000 − £30,000
      profit = £15,000
  8  (i)   Corporate businesses have limited liability, unlike non-corporate

businesses.
      (ii)  Corporate businesses can sell shares and have shareholders.
      (iii) Corporate businesses (especially plcs) are generally much larger.
  9  The public sector is that part of the economy owned and controlled by

the government or local authorities, e.g. NHS, fire service and rubbish
collection.

10  (i)   To help the local community, possibly by providing essential
services.

      (ii)  To help people to acquire job-related skills to assist them into
employment.

      (iii) To buy products from overseas under fair-trading schemes
offering benefits to producers in less developed countries.

11  Mutuals are owned collectively by a business’s clients or members,
whereas incorporated businesses are owned by their shareholders.

12  Most new businesses are set up as sole traders because they are usually
small, mostly local businesses, and a sole trader is the simplest and
easiest business to form.

13  (i)   Changing circumstances such as growth of the business.
      (ii)  Capital — it may be easier to raise capital as a plc.
      (iii) Takeover may cause a change of legal structure.
14  (i)   To earn income resulting from a share of the profit of the business

in the form of a dividend.
      (ii)  For capital growth — if the business does well, the share price is

likely to increase, resulting in an increase in the value of an
investment.

15  (i)   increased profit
      (ii)  expectancy of increased profit
      (iii) changes in the market
      (iv) world uncertainty
16  Market capitalisation = share price × number of shares issued
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      = 57p × 2,100m
      = £1,197m
17  If sales are to be achieved in a competitive market, a business must

make its product or service stand out from the rest. It must make it
different, i.e. differentiate it from the rest. If it can do this successfully
it is likely to gain a competitive advantage and therefore increased
sales and potentially profit.

18  A rise in interest rates is likely to result in lower disposable income for
consumers. This is due to the fact that many will be making higher
interest payments on loans and overdrafts, whilst others may be
inclined to save more. If spending is reduced, manufacturers of luxury
products are likely to be the ones that suffer most.

19  A study of demographics is important as:
      (i)   Population affects the level of demand.
      (ii)  The make-up of the population, age, income, occupation etc.

affects the nature of goods bought.
      (iii) An understanding of the structure of the working population will

have implications for employment.
20  Fair trade is a movement that strives for fair treatment of farmers in

less developed countries.
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��0DQDJHUV��OHDGHUVKLS�DQG
GHFLVLRQ�PDNLQJ
  1  Four key aspects of a leader’s role are:
      (i)   setting objectives
      (ii)  organising the way work is performed
      (iii) motivating and communicating
      (iv) analysing and appraising performance
  2  Three influences on leadership style are:
      (i)   the leader’s personality and skills
      (ii)  the nature of the industry
      (iii) the culture of the business
  3  A democratic leader makes the final decision but involves others in the

process.
      A laissez-faire leader allows team members freedom in doing their

work and meeting deadlines.
  4  In the Tannenbaum and Schmidt continuum, leaders are classified

according to how much they tell or listen to workers.
  5  A decision tree requires the following three key pieces of information:
      (i)   the cost of each decision
      (ii)  the financial outcome
      (iii) the probability
  6  Decision trees have the benefit that they make managers think about

and quantify outcomes, which can help reduce risk in decision-making.
They do, however, have the drawback that they can be open to a
manager’s bias — outcomes and probabilities may be made more
favourable in order to have a particular decision accepted.

  7  The external environment may have a big impact on decision-making.
A downturn in the economy or rise in interest rates could see decisions
being postponed or even abandoned altogether, whereas an expanding
economy or fall in interest rates might see decisions being brought
forward.

  8  (i)   competition
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      (ii)  resources available
      (iii) ethics
      (iv) business objectives
  9

6WDNHKROGHU ,QWHUHVW

(PSOR\HHV MRE�VHFXULW\��JRRG�ZRUNLQJ�FRQGLWLRQV�DQG
SD\

&XVWRPHUV JRRG�FXVWRPHU�VHUYLFH�DQG�YDOXH�IRU�PRQH\

6KDUHKROGHUV FDSLWDO�JURZWK�DQG�GLYLGHQGV

6XSSOLHUV UHJXODU�RUGHUV�DQG�RQ�WLPH�SD\PHQW

10  Mendelow categorises stakeholders according to the amount of power
they have and their level of interest.

11  (i)   leadership style
      (ii)  state of the economy
      (iii) business objectives
      (iv) government
12  The key to managing stakeholder relations is likely to be good

communication with participation and involvement in decision-
making.
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH
PDUNHWLQJ�SHUIRUPDQFH
  1  Sales volume refers to the number of units sold. Sales value represents

the value in monetary terms of those sales.
  2  If the actual market is increasing in size faster than an individual

company’s market share, then sales will rise but market share fall.
  3  If a business can achieve brand loyalty, not only will it mean returning

customers and maintaining market share, but these customers are also
likely to recommend the product to others.

  4  Internal: (i) finance available, (ii) production capacity, (iii) human
resources

      External: (i) economy, (ii) competition, (iii) ethics
  5  Total market size = (sales/market share) × 100
      30/5 = £6m × 100 = £600m total market size
  6  Primary market research differs from secondary in that it is:
      (i)   first-hand information
      (ii)  specific to the purpose required
      (iii) more expensive to collect
  7  Qualitative market research is designed to discover the attitudes and

opinions of consumers that influence their purchasing behaviour. A
food manufacturer might use a consumer panel to test a new chocolate
bar and receive detailed opinions on the taste and texture of the new
product.

      Quantitative market research is the collection of information on
consumer views and behaviour that can be analysed statistically. This
type of research might be used to investigate whether a new product is
likely to achieve a sufficient volume of sales to make it financially
viable.

  8  A business is unlikely to have either the time or the financial resources
to interview the whole of the population, so it will interview only a
small relevant sample when undertaking market research. This saves
the business both time and money.
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  9  Correlation is a statistical technique used to establish the extent of a
relationship between two variables such as sales and advertising.

      Extrapolation analyses the past performance of sales and uses this to
forecast the future trend of sales.

10  The confidence interval in market research is the margin of error. In
this case, if 60% of all respondents (sample) prefer a particular soap,
market research analysts can be confident that between 55 and 65% of
the overall population would prefer that brand.

11  A figure of −2.3 indicates elastic demand (ignore the minus sign). As a
result, a price increase would result in a fall in demand and therefore a
decline in revenue.

12  Spending on luxury items requires consumers to have disposable
income. This means spending on luxuries will be greater when income
is rising and less when it is falling as in the recession of 2008. This
means spending on luxuries is responsive to changes in income, i.e. it
is income elastic.

13  Market targeting results in more effective marketing as it can be
directed specifically at the target group and convey a clear message
relative to the positioning of the product or service. Resources will also
be used more effectively as a result of the targeted marketing approach.

      Market targeting may, however, result in potentially profitable
segments being overlooked. It may also be the case that changes in
taste and fashion are missed.

14  Mass market refers to the whole market, whereas a niche is a small part
of that larger market, e.g. Ford aims its cars at the whole market,
whereas Porsche targets a small section of the car market.

15  People, process and physical environment have been included in the
marketing mix of 4Ps due to the growth of the service sector and the
importance of these Ps to that sector.

16  A marketing manager is likely to take into consideration market
research and the nature of the product when designing a marketing
mix. Market research may reveal information regarding an acceptable
price for consumers or details about particular functions of the product.
The nature of the product is also likely to be used to determine where it
is sold and the price charged.

17  The Boston matrix allows businesses to undertake product portfolio
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analysis based on the product’s market growth rate and its market
share. It classifies products into four categories and helps managers to
have products in each one.

      The product life cycle is the theory that all products follow a similar
pattern, moving through five stages during their life. Its use can avoid
circumstances where firms have a range of products all in declining
popularity.

18  A cash cow is a product that has a large share of a market that is
growing quickly. A problem child is a product that has a small share of
a market that is growing quickly.

19  Pricing strategies are the medium- to long-term pricing plans that a
business adopts. Pricing tactics are a series of pricing techniques that
are normally used only over the short term to achieve specific goals
such as increasing sales.

20  Price skimming may be appropriate when a new product is launched
onto the market, especially if it has unique selling points that
differentiate it from rivals’ products.

21  The promotional mix includes advertising, public relations, direct
selling and merchandising.

22  Two influences on the promotional mix are the amount of finance
available and the target market. Finance is likely to be limited for a
new business and will need to be carefully budgeted. The restaurant’s
target market will also have an impact — is it targeting low- or high-
income diners? The promotional mix will be determined accordingly.

23  Tesco sells its products both in its shops and on line. It also operates a
click and collect service.

24  The people selling a product and the process used can make or break
the sale of that product, so they are just as important as they are for
selling a service.

25  Product life cycle and positioning will affect the marketing mix in that
a product in the growth stage of the product life cycle will require a
different mix from one in the maturity stage. In addition, in terms of
positioning, a convenience product will require a different mix from a
luxury product.

26  Digital marketing has benefited businesses in that they have the ability
to gather more detailed information about consumers and to build
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relationships with them. For example, through its loyalty card Tesco
can target promotions at individual customers.
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH
RSHUDWLRQDO�SHUIRUPDQFH
  1  Added value is an amount added to the value of a product or service,

equal to the difference between its cost and the amount received when
it is sold.

  2  Operations needs to liaise with marketing as it will make forecasts
from market research as to what and how much should be produced. It
will also be necessary to liaise with finance as this function will
determine budgets and the availability of finance for capital
investment, e.g. into technology.

  3  Capacity refers to the maximum (total) amount a business can produce
in a set time period.

      Capacity utilisation is a measure of the proportion of total capacity that
is being used in that time period.

  4  Capacity utilisation = (output/maximum output) × 100
      (20,000/25,000) × 100 = 80%
      Labour productivity = output/number of employees
      20,000/75 = 266.66 units per employee
      Unit costs of production = total costs of production/number of

employees
      £1m/25,000 = £40
  5  Unit costs of production will decline when capacity utilisation and

productivity increase in the short term only — variable costs will
increase and the fixed costs will be spread across more units of output.

  6  Two advantages of JIT production are lower costs due to the reduced
need for storage space and lower wastage as there is less likelihood of
products being damaged or going out of fashion.

      Two disadvantages are: production may be halted if stock fails to
arrive on time due to weather or other problems; and may also be
higher due to missing out on bulk purchase discounts.

  7

%HQHILWV 'UDZEDFNV
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,I�DFKLHYHG�E\�LQWURGXFWLRQ�RI
WHFKQRORJ\��TXDOLW\�DQG�UHOLDELOLW\
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5HVLVWDQFH�RI
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LPSURYH�PRWLYDWLRQ�

&RVW�

� 4XDOLW\�PD\�IDOO�
H�J��LI�SLHFH�UDWH
LV�XVHG�

  8  A capital-intensive approach to production puts a greater emphasis on
capital than labour in production. This will benefit a UK
manufacturing business as labour is expensive in the UK, so such an
approach will help reduce overall costs of production and increase
competitiveness.

  9  Excess production capacity occurs when a business is producing below
maximum capacity.

      A lack of production capacity occurs when demand is greater than the
maximum capacity level.

10  Capacity utilisation may be improved by increasing sales or reducing
the maximum capacity. Increasing sales might be achieved through
better marketing or targeting new markets. Reducing capacity involves
selling off unwanted production capacity but this should only be done
if a business is sure that the capacity is no longer needed.

11  Some examples of the implications of a decision to use new
technology:

�L��0DUNHWLQJ �LL��)LQDQFH

1HZ�SURGXFWLRQ�SURFHVVHV
DOORZLQJ�ORZHU�SULFHV�RU�QHZ
SURGXFWV�LQFUHDVLQJ�VDOHV�

,QLWLDO�FRVWV�EXW�SRVVLEO\
UHVXOWLQJ�LQ�LQFUHDVHG
SURILWV�LQ�WKH�ORQJ�WHUP�

�LLL��2SHUDWLRQV�PDQDJHPHQW �LY��3HRSOH�LQ�EXVLQHVV

7KH�XVH�RI�WHFKQRORJ\�PD\
DVVLVW�D�EXVLQHVV�LQ�PHHWLQJ
LWV�TXDOLW\�WDUJHWV�

3URGXFWLRQ�OLQH�WHFKQRORJ\
PD\�LQFUHDVH�SURGXFWLYLW\�

12  Quality is important as it may provide a USP for a business. This could
enhance its reputation with consumers and lead to word-of-mouth
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promotion.
13  Total quality management instils a culture of quality throughout the

business. Quality issues should be spotted at an early stage as everyone
is responsible, thereby reducing costs and wastage.

14  Poor quality is likely to lead to increased costs as a result of wastage
and the cost of replacing or repairing returned goods.

15  If the product is perishable, less inventory will be held. If demand is
seasonal, the level of inventory is likely to be higher than for products
that have regular demand.

16  Four key features of an inventory control chart are:
      (i)   maximum inventory level
      (ii)  reorder level
      (iii) buffer inventory level
      (iv) lead time
17  Payment terms may be more important when a business has concerns

over cash flow and a longer payment period may be beneficial.
18  Mass customisation is the tailoring of goods to specific customer

requirements. In other words, customers build their own products. This
is likely to give a business a competitive advantage and greater
customer satisfaction. For example, in the car industry customers can
build their own vehicle in terms of colour, trim and accessories.

19  Demand is likely to be higher during school holidays, therefore prices
can be higher during these periods and lower at other times. In
addition, at the start and end of the season when snow is less reliable,
prices are likely to be lower and there may be more promotions.

20

$GYDQWDJHV�RI�RXWVRXUFLQJ 'LVDGYDQWDJHV�RI
RXWVRXUFLQJ

5HVSRQG�TXLFNHU�WR�LQFUHDVHV�LQ
GHPDQG�

/LNHO\�WR�EH�PRUH
H[SHQVLYH�

'HSHQGDELOLW\�IRU�FRQVXPHUV� 4XDOLW\�PD\�QRW�EH
DV�JRRG�

/RZHU�FRVWV�DV�GR�QRW�KDYH�WR
LQYHVW�LQ�FDSDFLW\�

�
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH
ILQDQFLDO�SHUIRUPDQFH
  1  A profitable business may fail due to cash-flow problems. Although

sales may have been generated to make a profit, not all money from
these sales may have been received, causing cash-flow problems and in
the worst case failure.

  2  Gross profit is the difference between sales revenue and the direct
costs of production.

      Operating profit is the difference between gross profit and the
indirect costs of production (expenses).

      Profit for the year takes into consideration other expenditure such as
tax and interest payments, and other income, such as interest, to arrive
at a final profit figure.

  3  Return on investment = (return from investment (or profit)/capital
invested) × 100

  4  A rise in interest rates is likely to both increase costs and reduce
demand. Costs will rise due to higher interest payments on loans, and
demand fall due to lower disposable income of consumers.

  5  A business might not be able to achieve financial targets in favourable
market conditions due to a lack of resources, e.g. production capacity
or skilled labour.

  6

)DYRXUDEOH�YDULDQFHV 5HVSRQVH

+LJKHU�VDOHV�WKDQ�H[SHFWHG� ,QFUHDVH�SURGXFWLRQ�

/RZHU�IL[HG�FRVWV� 3RVVLEO\�UHGXFH�SULFHV�

5HGXFHG�IXHO�FRVWV� (QMR\�LQFUHDVHG�SURILWV�

5HGXFHG�PDWHULDO�FRVWV� /RZHU�SULFHV�RU�HQMR\�KLJKHU
SURILWV�

$GYHUVH�YDULDQFHV 5HVSRQVH

6DOHV�EHORZ�IRUHFDVW� ,QFUHDVH�DGYHUWLVLQJ�

:DJH�FRVWV�KLJKHU�WKDQ 8VH�PRUH�WHFKQRORJ\�LQ
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IRUHFDVW� SURGXFWLRQ�

0DWHULDO�FRVWV�KLJKHU�WKDQ
IRUHFDVW�

6HHN�QHZ�VXSSOLHUV�

3URILWV�EHORZ�IRUHFDVW� 6HHN�QHZ�PDUNHWV�

  7  Three benefits of budgeting are:
      (i)   Budgets mean that targets can be set and monitored for each part

of the business.
      (ii)  Budgets may improve financial control by preventing

overspending.
      (iii) They bring focus to decision-making as a result of individual

managers having to think about the financial implications of
decisions.

  8  Breakeven = fixed costs/contribution per unit
  9  Contribution = sales revenue – variable costs
      Sales revenue = £100,000 × 2.50 = £250,000
      Variable costs = £100,000 × 1.50 = £150,000
      Contribution total = £250,000 − £150,000 = £100,000
10  (i)   Breakeven = fixed costs/contribution per unit
             Fixed costs = £15,000
             Contribution per unit = 5 – 3 = 2
             Breakeven output = 15,000/2 = 7,500 units
      (ii)  Profit = total revenue − total costs
             Total revenue = £10,000 × 5 = £50,000
             Total costs = £15,000 + £10,000 × 3 = £45,000
             Profit = £50,000 − £45,000 = £5,000
11  A rise in fixed costs will cause the breakeven output to increase.
      An increase in price will lead to a fall in the breakeven output.
12  Breakeven analysis assumes that all output is sold and that it is all sold

at the same price, neither of which is likely in practice.
13  Gross profit margin might be improving as a result of falling direct

costs of production but, if the indirect costs are increasing at a higher
rate, the operating profit margin could be falling.

14  Payables: money owed for goods and services that have been
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purchased on credit.
      Receivables: money owed by a business’s customers for goods or

services purchased on credit.
15  A cash-flow forecast is important because:
      (i)   It can be used in support of loan applications.
      (ii)  It may identify periods when a business might be short of cash so

corrective action can be taken.
      (iii) It may help in the planning for items of capital expenditure.
16  An overdraft is flexible as the business only pays interest on the

amount that it borrows, but it is repayable on demand.
      A bank loan is normally for a fixed amount and repayable over a

period of time.
17  Retained profit and equity may be preferable sources of finance due to

the fact they do not have to be paid back and there are no interest
charges.

18

&DXVH 6ROXWLRQ

3RRU�PDQDJHPHQW 7UDLQLQJ�RU�UHFUXLWLQJ�VNLOOHG�PDQDJHUV�

*LYLQJ�WRR�PXFK
WUDGH�FUHGLW

2IIHU�VKRUWHU�SHULRGV�RU�QHJRWLDWH�PRUH
IDYRXUDEOH�WHUPV�IURP�VXSSOLHUV�

2YHUWUDGLQJ 3ODQ�WKH�ILQDQFLDO�DVSHFWV�RI�JURZWK
WKRURXJKO\�

8QH[SHFWHG
H[SHQGLWXUH

+DYH�D�FRQWLQJHQF\�IXQG�WR�PHHW�VXFK
GHPDQGV�

19  Two ways of increasing profit are:
      (i)   increasing prices
      (ii)  reducing costs
20  Increasing prices could lead to a fall in demand and revenue unless the

product is price inelastic.
      Costs might be reduced at the expense of quality, which might damage

reputation.
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��'HFLVLRQ�PDNLQJ�WR�LPSURYH�KXPDQ
UHVRXUFH�SHUIRUPDQFH
  1  Human resource objectives are the targets set specifically by and for

the human resources function and might include targets for labour
productivity and labour turnover.

  2  Potential benefits of a fully engaged workforce are:
      (i)   higher productivity
      (ii)  lower labour turnover
      (iii) greater labour retention
  3  Two internal influences on human resource objectives: style of

management used and the type of product produced.
      Two external factors: the economy and technology.
  4  A hard human resource approach treats employees as just another asset

that must be used as efficiently as possible.
      A soft human resource approach treats employees as a valuable asset

that needs to be developed.
  5  Labour turnover is a measure of the proportion of a business’s staff

leaving their employment during the course of a year.
      Labour retention is the proportion of employees with one or more

years of service in the business.
  6  (i)   Unit labour costs = labour costs/number of employees =

£7.5m/300 = £25,000
      (ii)  Labour costs as a percentage of turnover = (labour costs/turnover)

× 100
             (7.5m/15m) × 100 = 50%
  7  A knowledge of labour turnover and market trends will help in human

resource planning as it will help identify needs in terms of recruitment,
training, and redundancy or redeployment.

  8  Job rotation simply allows employees to move around the factory floor
undertaking different jobs at the same level. Job enrichment, however,
provides more challenging tasks which are likely to be more
motivating for employees.
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  9  The Hackman and Oldham model identifies five core characteristics
(skill variety, task identity, task significance, autonomy and feedback),
which impact on three critical psychological states (experienced
meaningfulness, experienced responsibility for outcomes and
knowledge of actual results), in turn influencing work outcomes
(motivation, performance, job satisfaction and absenteeism).

10  A flatter organisation structure may be introduced in order to reduce
costs and to give greater responsibility to employees in their work
environment.

11  Delegation is the granting of authority by one person to another for
agreed purposes. It is important in that it allows managers to
concentrate on the more important strategic decision-making and it
gives subordinates valuable experience.

12  Centralisation is the concentration of management and decision-
making power at the top of an organisation hierarchy.

      Decentralisation is the process of redistributing decision-making power
away from a central location or authority.

13  Four possible influences on organisational design are:
      (i)   size of the business
      (ii)  life cycle of the organisation
      (iii) corporate objectives
      (iv) technology
14  McDonald’s relies on the uniformity of its product and service which

customers trust and enjoy and it cannot afford to allow individual
managers to change that. Tesco, however, can allow individual store
managers to respond to both the nature of demand and changes to
demand in different parts of the country.

15  Changing organisational and job design is likely to make jobs more
interesting and challenging which in turn may improve employee
motivation. As a result, workers may become more engaged, thus
increasing productivity, lowering labour turnover and increasing labour
retention.

16  Effective workforce planning enables a business to have the right
employees in the right place and with the right skills, making it more
likely a business will achieve both its human resources and corporate
objectives.
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17  The scientific school of management is concerned with the needs of
the organisation and the way the job is done rather than the needs of
the individual, simply believing employees are motivated by money.
The human relations school recognises that the needs of the individual
employee are also important in improving motivation and efficiency.

18  The non-financial methods of motivation revolve around making work
more challenging and interesting, achieved by giving greater
responsibility and involvement in the decision-making process.
Responsibility and involvement are key motivators in Herzberg’s
theory and are essential in achieving self-actualisation in Maslow’s
theory.

19  Trade union membership has declined since 1979 due to the changing
nature of employment. Traditional industries. such as coal and steel,
have declined and employment has fallen in manufacturing — both
these areas tended to be highly unionised. The service industry has
seen a growth of employment but is less unionised. In addition, there
has been a growth in self-employment and small businesses, which are
less unionised.

20  ACAS’s main responsibility is to prevent or resolve industrial disputes.
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��$QDO\VLQJ�WKH�VWUDWHJLF�SRVLWLRQ
RI�D�EXVLQHVV
  1  The philosophy and values of a business are the set of beliefs and

principles that a business works toward that explain its overall goals
and purpose.

  2  Mission, corporate objectives and corporate strategy are linked by the
fact that the objectives set lead to a strategy that enables the mission to
be achieved.

  3  Short termism refers to the excessive focus of decision-makers on
short-term goals at the expense of longer-term objectives.

  4  Strategy is about choosing the best plan for achieving long-term goals
whereas tactics are the short-term actions or means of achieving those
goals.

  5  A SWOT analysis identifies internal strengths and weaknesses and
external opportunities and threats, which can lead to strategies focusing
on the strengths and opportunities while alleviating the weaknesses and
threats.

  6  Profit quality is the degree to which profit is likely to continue in the
future — the sustainability of profit. It is important because it provides
an indication of the financial stability of a business.

  7  Gross profit is calculated by deducting the cost of goods sold from the
sales revenue.

      Operating profit is the gross profit minus the expenses and overheads
of the business.

      Profit for the year is the operating profit after adjustments for interest
paid and receivable and minus tax paid.

  8  Liabilities are what a business owes (money) whereas assets are what it
owns. Liabilities show where the money has come from and assets
show what the business has done with this money.

  9  Too little working capital could lead to a business struggling to make
payments and cash-flow problems. Too much working capital is an
inefficient use of money if cash is sitting in a bank account rather than
being invested lucratively.
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10  Two ratios include return on capital employed and the current ratio. In
order to make a judgement regarding performance, comparisons could
be drawn with previous years or competitors’ businesses.

11  An understanding of gearing is useful when deciding how to finance a
major capital investment as a high-geared firm may find it difficult to
raise finance through borrowing.

12  Three limitations of ratio analysis are:
      (i)   They are based on past results.
      (ii)  They may be ‘window dressed’.
      (iii) They are of limited focus.
13
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14  Core competencies are the combination of pooled knowledge and
technical capacities that allow a business to be competitive in the
market place.

15  Kaplan and Norton’s Balanced Scorecard model provides a broader
view that might detect weaknesses early but it is complex and some
areas are difficult to quantify.

16  (a)  The four elements of the Balanced Scorecard model are financial,
customer, internal business process and learning/growth.

      (b)  The three aspects of the Triple Bottom Line are Profit, People and
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Planet.
17  Anti-competitive practices are where businesses exploit consumers by

unfair means such as price fixing and cartels.
18  The Competition and Markets Authority (CMA) is a non-ministerial

government department responsible for strengthening business
competition and preventing and reducing anti-competitive activities.

19  Discrimination in the workplace is bias or prejudice resulting in the
denial of opportunity or unfair treatment regarding the selection,
promotion or transfer of employees. It may be on the grounds of age,
sex, race, religion, etc.

20  Closed shops, open ballots and picketing.
21  The Environment Act 1995, the Climate Change Act 2008 and the

Energy Act 2013.
22  Enterprise is encouraged by the reduction of red tape and lower taxes.
23  Ofwat, Ofcom and the Civil Aviation Authority.
24  Infrastructure is important for economic development and quality of

life and therefore investment in education, health and transport is a key
determinant of inward investment.

25  GDP is a measure of the value of all goods and services produced
within a country over a specific time period.

26  A downturn in the business cycle will result in lower demand for a car
manufacturer because of rising unemployment and falling consumer
confidence.

27  Direct taxation is on income (e.g. income tax) whereas indirect
taxation is on spending (e.g. VAT).

28  Fiscal policy is the means by which the government controls the
economy through its spending and taxation whereas monetary policy is
the control of the economy through the use of interest rates and other
means to control the money supply.

29  (a)  Lower disposable income and a greater incentive to save.
      (b)  Higher interest payments and lower demand.
      (c)  More value or budget items being bought and fewer luxury items

because of less consumer disposable income.
30  A stronger £ is likely to lead to higher export prices and therefore

lower demand.
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31  Protectionism refers to the policies and actions by governments to
restrict or restrain international trade, such as import tariffs, quotas or
subsidies to local businesses.

32  Improved transport with bigger ships and containers making transport
cheaper and easier.

      Improved technology making it easier and quicker to communicate and
share information.

33  An emerging market describes a national economy that is progressing
toward becoming more advanced through rapid growth and
industrialisation.

34  Immigration provides valuable human capital and vital skills, it
increases aggregate demand and real GDP, and without it the NHS
would have to spend millions on recruitment.

35  People have more leisure time, taking more holidays and to places
further afield.

      People are generally more affluent and eat out more frequently. When
eating in, they often opt for a ready meal.

36  Online shopping opens a wider market, increases sales and can reduce
costs.

37  The shareholder concept sees the role of a business as one of making a
profit for its owners (shareholders) whereas the stakeholder concept
views the role of a business as one of looking after the interests of all
stakeholders not just shareholders.

38  Corporate social responsibility (CSR) is a business approach that
contributes to sustainable development by delivering economic, social
and environmental benefits to all stakeholders. It can result in brand
differentiation, customer and employee engagement as well as in some
cases cost savings.

39  Carroll’s pyramid of corporate social responsibility illustrates the four
layers of corporate responsibility (economic, legal, ethical and
philanthropic). It provides the framework for a business to understand
the necessary principles of social responsibility, enabling practices and
strategies to be developed to achieve it.

40  The action of pressure groups and the resulting unwanted media
attention which may impact adversely on sales have led to greater
pressure for CSR, as well as increased consumer awareness and action
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through social media which may impact on a business, reputation.
41  The forces in Porter’s five forces model are entry threat (barriers to

entry), buyer power, supplier power, rivalry and substitute threat.
42  A differentiation strategy calls for the development of a product or

service offering unique attributes that are valued and perceived to be
different from competitors by customers, whereas a cost leadership
strategy is one that aims to gain a competitive advantage from having
the lowest costs in the industry.

43  Payback, average rate of return and net present value.

44  

45  

46  The discount factor is the percentage rate used to calculate the present
value of a future cash flow.

47  Net present value is considered better than payback or average rate of
return as it takes into consideration the timings of cash flows.

48  The state of the economy may impact on investment decisions, for
example a downturn might lead to a postponement because of
deteriorating environment.

      Industrial relations could have an impact, particularly if job losses may
be involved.

49  Sensitivity analysis is a ‘what if’ tool that enables a change in a
variable to be examined and allows more informed decisions to be
made.
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  1  Strategic direction refers to a course of action or plan that it is hoped

will lead to the achievement of long-term goals.
  2  Cost, barriers to entry, competitors’ actions and the ethics involved.
  3  Market development involves finding new markets for existing

products, using market research and segmentation to identify new
groups of customers. Product development involves producing new
products for existing markets.

  4  Diversification may be chosen if the existing industry is in decline or
has become saturated, thereby enabling further growth for a business
and the spreading of risk.

  5  The strategic positioning of a business relates to how that business is
perceived relative to other businesses in the same industry.

  6  A low-cost strategy involves not only being the leader in an industry in
terms of costs but also being able to sustain this leadership (e.g. Aldi
and Lidl).

  7  A differentiation strategy involves gaining a competitive advantage by
being different from competitors in some way, whereas a focus
strategy involves concentrating on a particular niche in a market which
may be either through a differentiation or a cost focus.

  8  They are uncompetitive because price is greater than perceived value.
  9  A competitive advantage is likely to lead to brand loyalty, greater sales

and therefore greater profit for a business.
10  Financial constraints, short termism and developments in technology.
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  1  Survival, increased profit and reduced risk.
  2  Synergy is the idea that the value and performance of two businesses

combined will be greater than the sum of the two parts, e.g. 2 + 2 = 5.
  3  This involves reducing the size of a business and may be undertaken in

an economic downturn or a declining market in order to reduce the
costs of a business.

  4  Economies of scope is an economic theory stating that the average
total cost of production decreases as a result of increasing the number
of different products produced, e.g. Cadbury.

  5  The experience curve is the idea that the more you do something, the
better you get at it, enabling quicker and cheaper production.
Economies of scale refer to a reduction in cost as a result of an increase
in size of an operating unit.

  6  Organic growth (internal growth) is the expansion of a business from
its own internally generated resources whereas external growth is
achieved through mergers or takeovers.

  7  Poor communication, lack of control and coordination, alienation of
the workforce.

  8  Greiner’s model of growth describes six different phases of a
business’s growth from creativity to alliances and provides a
framework to help understand different organisational structures and
coordination methods.

  9  Horizontal is the same stage of the same production chain, vertical is a
different stage of the same production chain and conglomerate is
merging or taking over a totally different business.

10  It is a quick method of growth, finance is provided by the franchisee
and the franchisee is likely to be highly motivated.

11  Product innovation is the development of new products whereas
process innovation is the development of better methods of production.

12  R&D is necessary to stay one step ahead of competitors and therefore
for the survival and growth of the business. Failure to innovate can
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lead to failure, e.g. Nokia and BlackBerry.
13  An intrapreneur is an entrepreneur who exists within an established

business.
14  Benchmarking is a strategic and analytical process of continuously

measuring an organisation’s products, services and practices against a
recognised leader.

15  Intellectual property (IP) is an intangible asset belonging to the owner
or an organisation that may be protected by patents, copyrights or
trademarks.

16  Growth, profit, economies of scale and to diversify risk.
17  Risk in terms of dealing in different cultures and languages, political

stability and IP theft. Competition in terms of local businesses as well
as other foreign businesses.

18  Off-shoring is the moving of the operations of a business to another
country.

19  Cost advantages may no longer be so great and the benefits include
‘made in Britain’ and control of IP theft.

20  The pressure for local responsiveness and the pressure for global
integration (cost reduction).

21  Digital technology is used to describe the use of digital resources to
find, analyse, create, communicate and use information effectively in a
digital context.

22  Big data refers to the ever-increasing amounts of structured, semi-
structured and unstructured data that have the potential to be mined for
information, whereas data mining is the process used by organisations
to turn large amounts of big data into useful information.

23  Enterprise resource planning (ERP) is the business management
software system by which an organisation manages and integrates the
important parts of its business. It has a number of advantages including
improved speed, efficiency, integration and flexibility that may result
in better analysis and planning capabilities, better management of
resources, better customer satisfaction and lower costs.

24  With digital technology there is likely to be a high initial investment
and change within an organisation can lead to stress and lower morale.
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  1  Changing consumer tastes and fashion, competition, technology and

the economy.
  2  Incremental change involves introducing many small, gradual changes

in a business or a project, whereas disruptive change involves radical
change, often rethinking or redesigning a business or project.

  3  For a change to occur, the driving forces need to be greater than the
restraining forces.

  4  The six steps are:
      (i)   Identify the current situation.
      (ii)  Identify the desired situation.
      (iii) List all the driving forces.
      (iv) List all the restraining forces.
      (v)  Evaluate each of the driving forces and the restraining forces,

giving each one a value on a scale of 1–10, with 1 = very weak and
10 = extremely strong.

      (vi) If change is viable, develop a strategy to strengthen the key driving
forces and weaken the key restraining forces.

  5  The value of change lies in the fact that a business which embraces
change is likely to be more flexible and more able to take advantage of
new opportunities to take advantage of consumers’ changing needs and
therefore progress and grow.

  6  Restructuring involves a fundamental internal organisational change
that alters the roles and relationships of those involved.

  7  Flexible employment contracts such as part-time, temporary and zero
hours benefit a business in that they enable greater flexibility and result
in the business being more adaptable to change.

  8  Mechanistic structures are hierarchical and bureaucratic with
centralised authority and formal procedures and practices. Organic
structures are decentralised, flatter with wider spans of control and
therefore likely to be flexible and adapt easily to change.

  9  Effective knowledge management and the resulting decisions arise
from a solid foundation of data and information management.
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10  The barriers to change revolve around employee resistance and the
culture of an organisation that may not embrace change. It may also be
that management are unwilling to change and as a result do not provide
sufficient resources for change in terms of finance or personnel.

11  Parochial self-interest, misunderstanding and lack of trust, different
assessments and low tolerance of change.

12  Education and communication, facilitation and support, participation
and involvement, manipulation and co-option, negotiation and
bargaining, and explicit and implicit coercion.

13  The organisational culture is a system of shared assumptions, values
and beliefs that govern how a business operates.

14  Identity, direction, loyalty and attitude to change.
15  Power culture concentrates power among a small group or central

figure. There tend to be few rules and little bureaucracy and decisions
can be made quickly.

      Role culture is characterised by strong functional or specialised areas
coordinated by a narrow band of senior management at the top.
Individuals within the business have clear roles and know whom they
report to.

16  Individualism v collectivism, power distance, indulgence v restraint,
long term v short term, masculinity v feminism and uncertainty
avoidance.

17  The leadership style, whether autocratic or laissez faire, has an impact
on culture as well as the nature of the business, whether it is in a fast-
moving technological industry or a more traditional industry dependent
on economies of scale.

18  Toxic culture, change of leader, change of ownership and changing
market conditions.

19  Successful strategy implementation requires a clear understanding of
what needs to be achieved by all, as well as an understanding of both
internal and external factors influencing the strategy. This ensures a
clear focus and hopefully the commitment of all concerned.
Commitment should stem from the top and involve everyone.

20  Leaders are involved with the strategy and should not only demonstrate
full commitment but also communicate it effectively in order that the
workforce are also fully engaged and committed to the strategy.
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21  A functional structure distributes decision-making and operational
authority along functional lines with specialisation of skills according
to the function, e.g. marketing, finance, operations.

      A product-based structure is based on the product or a production line,
where all functions related to that product are delegated.

      A matrix structure is where the structure is based around a major
project or task and specialists from the various functional areas are
assigned to the project.

22  Network analysis encourages planning, enabling resources to be
ordered as needed and therefore reducing costs and potential cash-flow
problems. Should anything go wrong, it can act as a starting point for
making amendments.

23  Float is the spare time that may exist within a project and can be
calculated using the following formula:

    

24  Problems occur with strategy implementation when workers or
management are not fully committed to the strategy or management
fail to effectively communicate the strategy to the workforce. They
may also occur due to a lack of resources, both in financial and
personnel terms, or it may be that there is a significant change in the
external environment that prevents successful implementation.

25  Planned strategy is one that the management intends to implement
using a carefully laid plan to achieve the desired position, whereas
emergent strategy is an unplanned strategy that develops over time and
is based on the belief that change should not be seen as a series of
linear events.

26  Strategic drift occurs where a business responds too slowly to changes
in its external environment and results in the strategic plan no longer
being appropriate. It might occur due to a culture that is resistant to
change and moves too slowly or it might occur due to a lack of
monitoring, as a result of which any drift goes unnoticed.

27  Divorce of ownership and control refers to the separation of the
ownership (shareholders) and control (elected board of directors) in a
public limited company.

28  Good corporate governance is important in an economy as it provides a
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barrier to corrupt dealings, enhancing access to capital and the long-
term prosperity of both individual organisations and the economy as a
whole.

29  Strategic planning provides a road map and gives purposeful direction
to a business, while strategic evaluation is the process of determining
the effectiveness of a given strategy in achieving the organisational
objectives and taking corrective action wherever required.

30  Contingency planning is planning for the unexpected, such as natural
disasters or loss of data.
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A work council is a body composed of both employer and employees
convened to discuss and negotiate on matters of common interest including
pay and conditions.

Added value is an amount added to the value of a product or service,
equal to the difference between its cost and the amount received when it is
sold.

Advertising is a paid form of non-personal communication using mass
media to change the attitudes and buying behaviour of consumers.

Ansoff’s matrix is a strategic or marketing planning tool that links a
business’s marketing strategy with its general strategic direction.

Assets are anything that a business owns, benefits from or has the use of in
generating income.

Authority is the power or right to give orders or make decisions.

The average rate of return calculates the average return of an investment
and expresses this as a percentage of the initial outlay.

The balance sheet is a report that summarises all of an organisation’s
assets, liabilities and equity at a given point in time.

The Balanced Scorecard model is a strategic planning and management
system that is used in organisations to align their activities to their mission
and strategy.

Bartlett and Ghoshal’s matrix identifies four international strategies
according to the pressure for local responsiveness (high or low) and the
pressure for integration (high or low).

Benchmarking is a strategic and analytical process of continuously
measuring an organisation’s products, services and practices against a
recognised leader.

Big data refers to the ever-increasing amounts of structured, semi-
structured and unstructured data that have the potential to be mined for
information.
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Borrowing is the money a business raises through loan capital.

Bowman’s strategic clock is a model used to explore strategic positioning
in order to arrive at the most competitive position in the market.

Brand loyalty is when consumers become committed to a particular brand
and make repeat purchases over time.

A budget is a financial plan.

The business culture (or corporate culture) refers to the beliefs and
behaviours that determine how a company’s employees and management
interact.

A business cycle or trade cycle shows the fluctuations in economic
activity, as measured by GDP, that an economy experiences over time.

Capacity utilisation measures the extent to which a business uses its
production potential. It is usually expressed as a percentage.

Capital expenditure is the money used to purchase, upgrade or improve
the life of long-term assets.

Capital intensive describes those businesses requiring a large amount of
capital relative to labour.

A cartel is where businesses or countries act together as a single producer
in order to influence prices, production and marketing of certain goods or
services.

Cash flow is the money (cash) moving into and out of a business over a
given period of time.

Centralisation is the process of concentrating management and decision-
making power at the top of an organisation hierarchy.

Chain of command is the order in which authority and power in an
organisation is exercised and delegated from top management down.

The Competition and Markets Authority (CMA) is a non-ministerial
government department responsible for strengthening business competition
and preventing and reducing anti-competitive activities.

Confidence level is the probability that research findings are correct.

Contingency planning means planning for the unexpected, such as natural
disasters or loss of data.
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Contribution is the amount of money left over after variable costs have
been subtracted from sales revenue.

A copyright is the legal protection provided for the work of authors,
composers and artists.

Core competencies are the combination of pooled knowledge and
technical capacities that allow a business to be competitive in the market
place.

Corporate businesses are businesses which have a legal identity that is
separate from that of their owners.

Corporate governance is a set of systems, processes and principles that
ensures an organisation is governed in the best interest of all its
stakeholders.

Corporate objectives are the goals set for the business as a whole that
will lead to the achievement of the mission.

Corporate social responsibility (CSR) is a business approach that
contributes to sustainable development by delivering economic, social and
environmental benefits to all stakeholders.

Correlation is a statistical technique used to establish the extent of a
relationship between two variables such as the level of sales and
advertising.

Cost leadership strategy aims to gain a competitive advantage by having
the lowest costs in the industry.

A cost–benefit analysis is a process by which business decisions can be
analysed, where the benefits and costs are quantified and then the costs
subtracted from the benefits.

Data mining is the process used by organisations to turn large amounts of
data (big data) into useful information.

Decentralisation is the process of redistributing decision-making power
away from a central location or authority.

Decision trees are tree-like diagrams showing various options, their
probabilities and financial outcomes.

Delayering is the process of reducing the number of levels of hierarchy in
an organisational structure.
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Delegation is the granting of authority by one person to another for agreed
purposes.

Differentiation strategy calls for the development of a product or service
which offers unique attributes that are valued and perceived to be different
from competitors by customers.

Digital technology describes the use of digital resources to find, analyse,
create, communicate and use information effectively in a digital context.

Direct taxes are taken directly from individuals’ or organisations’ income.

The discount factor is the percentage rate used to calculate the present
value of a future cash flow.

Discrimination is bias or prejudice resulting in the denial of opportunity
or unfair treatment regarding the selection, promotion or transfer of
employees.

Diseconomies of scale refer to a situation where economies of scale no
longer occur and unit costs begin to increase rather than decrease.

Disruptive change involves radical change, often rethinking or
redesigning a business or project.

Distribution of a product involves the range of activities necessary to
make the product available to customers.

A dividend is a share of the after-tax profit of a company distributed to its
shareholders according to the number of shares held.

A divorce of ownership and control refers to the separation of the
ownership (shareholders) and control (elected board of directors) in a
public limited company.

Dynamic pricing is a pricing strategy where businesses set highly flexible
prices for products or services based on the market demand at a particular
time.

E-commerce is the buying and selling of goods and services through an
electronic medium.

The economic cycle is the natural fluctuation of the economy between
periods of expansion (growth) and contraction (recession).

Economies of scale are the proportionate saving in costs as a result of an
increase in the size of an operating unit.
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Economies of scope are the proportionate saving gained by producing two
or more distinct products, when the cost of doing so is less than that of
producing each separately.

Elasticity is a measure of the responsiveness of demand to a change in a
variable, e.g. price or income.

An emergent strategy is an unplanned strategy that develops over time
and is based on the belief that change should not be seen as a series of
linear events.

An emerging market describes a national economy that is progressing
towards becoming more advanced through rapid growth and
industrialisation.

Enterprise resource planning (ERP) is the business management
software system by which an organisation manages and integrates the
important parts of its business.

Enterprise in this context refers to the willingness to take initiative in
setting up or taking on a project or business venture.

The Environment Agency is a public body established in 1996 to protect
and improve the environment and promote sustainable development.

Equity is the money a business raises through the issue of shares.

Excess capacity occurs where actual production falls below maximum
potential production.

The exchange rate is the price for which the currency of one country can
be exchanged for another country’s currency.

An expenditure budget is the expected spending of a business.

Extrapolation analyses past performance of a variable, such as sales, and
extends the trend into the future.

Fiscal policy is the means by which the government adjusts its spending
levels and tax rates to monitor and influence the country’s economy.

Porter’s five forces model is an analytical tool that provides a framework
for analysing the nature of competition within an industry.

Fixed costs are costs that do not change as a result of changes in the level
of output.

Franchising is a method of growth where an existing business (the
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franchisor) grants another party (the franchisee) the right to use its trade
name and sell its products or services.

Free trade is the unrestricted purchase and sale of goods and services
between countries.

Functional decision-making relates to the decision-making within the
functional areas of business: marketing, finance, operations and human
resources.

A functional structure is where business is organised into smaller groups
based on functional areas: marketing, finance, operations, etc.

GDP is a measure of the value of all goods and services produced within a
country over a specific time period and as such provides a primary
indicator of a country’s economic health.

The gearing ratio is a measure of an organisation’s leverage and shows
the extent to which its operations are funded by loans rather than by
equity.

Globalisation is the increased interdependence of economies, industries
and markets around the world.

Greiner’s model of growth describes different phases of a business’s
growth and provides a framework to help understand different
organisational structures and coordination methods.

A hard human resource approach treats employees as just another asset
that must be used as efficiently as possible.

Hierarchy — how different levels of authority are ranked in an
organisational structure.

Human resource flow is the movement of employees through an
organisation including recruitment, promotion and employment
termination.

Human resource planning is the process that identifies the current and
future human resource needs of an organisation in order to achieve its
objectives.

An income budget is the forecasted earnings from sales, sometimes called
a ‘sales budget’.

The income statement is a financial statement that measures an
organisation’s financial performance over a specific accounting period.
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Incremental change involves introducing many small, gradual changes in
a business or a project.

Indirect taxes are taxes on expenditure.

Inflation is the general increase in prices and the fall in the purchasing
power of money.

Infrastructure is the basic physical and organisational structures
(transport, communications, utilities etc.) needed for the operation of
society or enterprise.

Innovation is the process of converting an invention into a good, service
or process that creates value for a business.

Intangible assets are non-physical assets such as patents, copyrights and
goodwill.

International trade is the exchange of goods and services between
countries.

Intrapreneurship is the practice of entrepreneurship that exists within an
established business.

Intuition is making decisions based on gut feeling rather than data and
rational analysis.

Inventories relate to a business’s holdings of raw materials, work in
progress and finished goods.

Inventory is the stock a business holds in the form of raw materials,
components and work in progress.

Investment appraisal is an analytical tool used to evaluate the
attractiveness (or unattractiveness) of an investment proposal.

A job description sets out the duties and tasks associated with particular
posts.

A job specification sets out the qualifications and qualities required of an
employee.

A joint venture is a business arrangement where two or more businesses
agree to pool their resources for the accomplishment of a specific task.

Just-in-time management (JIT) is an inventory strategy companies
employ to increase efficiency and decrease waste by receiving goods only
as they are needed for production.
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Kaizen is a Japanese business philosophy of continuous improvement in
working practices and efficiency.

Labour intensive describes those businesses requiring a large proportion
of labour relative to capital.

Labour productivity measures the output per worker in a given time
period.

Labour productivity measures the output per worker over a given time
period.

Labour retention is the proportion of employees with one or more years
of service.

Labour turnover is the proportion of a business’s staff leaving their
employment over a period of time.

Lewin’s force field analysis addresses the issue of change according to
the balance of driving and restraining forces.

Liabilities are what a business owes, the legal debts or obligations that
arise during the course of business operations.

Limited liability restricts the financial responsibility of shareholders for a
company’s debts to the amount they have individually invested.

Liquidity is a measure of the extent to which an organisation can meet its
immediate short-term financial obligations.

Confidence interval or margin of error is the plus or minus figure used
to show the accuracy of results arising from sampling.

Market capitalisation is calculated as follows:

Market mapping is using a diagram to identify all the products in the
market using two key features, e.g. price and quality.

Market positioning is where a particular brand stands in relation to other
brands in the market.

Market research is the process of gathering data on potential customers.

Market segmentation is dividing the market into identifiable sub-
markets, each with its own customer characteristics.

Market share is the percentage of a market’s total sales that is earned by a
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particular company over a specified time period.

Market targeting is deciding which segment a business wants to operate
in.

Marketing mix — the main variables comprising a firm’s marketing
strategy.

Mass customisation is the production of custom-tailored goods or
services to meet customers’ diverse and changing needs.

Mass marketing is when businesses aim their products at most of the
available market.

A matrix structure is based around a major project or task and specialists
from the various functional areas are assigned to the project.

A mechanistic structure is one that is hierarchical and bureaucratic with
centralised authority and formal procedures and practices.

Mergers are where two or more businesses join together by mutual
consent.

Migration is the movement of people between countries.

A mission statement is a declaration of a business’s core purpose and
focus.

The mission is normally encompassed in the mission statement, which is a
written declaration of a company’s core purpose and focus and defines the
reason for its existence.

The Monetary Policy Committee (MPC) is a committee of the Bank of
England that regulates interest rates in an attempt to maintain economic
stability.

Monetary policy is the process by which the monetary authority controls
the money supply and interest rates in order to achieve healthy economic
growth.

Motivation results from a range of factors that influence people to behave
in certain ways.

Multi-channel distribution — where firms use more then one type of
distribution channel.

A multinational company is a business that has facilities and other assets
in more than one country.
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Natural wastage is the loss of employees from a business due to
retirement, resignation or death.

Net present value is the current value of future income from an
investment.

Network analysis (or critical path analysis) is a method of planning
projects in order to identify the most efficient way of completing them.

Niche marketing is when businesses identify and satisfy the demands of
small segments of a larger market.

A not-for-profit business is an organisation that has business objectives
other than making a profit.

An objective is a goal to help a business achieve its mission.

Off-shoring is the movement of the operations of a business to another
country.

Online shopping is the act of purchasing goods and services over the
internet.

Opportunity cost — the next best alternative forgone.

An organic structure is one that is decentralised, with flatter and wider
spans of control and likely to be flexible and able to adapt easily to
change.

An organisational culture is a system of shared assumptions, values and
beliefs that govern how a business operates.

Organisational design is the process of shaping an organisation’s
structure in order to meet its objectives effectively.

Outsourcing is the transfer of production that was previously done in
house to a third party.

Outsourcing is the sub-contracting of non-core activities of an
organisation in order to free up cash, time, personnel and facilities, thereby
concentrating on other areas in which it has a competitive advantage.

Overtrading is the situation where a business grows too quickly,
undertaking more business than its working capital can cope with.

Patent Box is a special tax regime for intellectual property revenues that
businesses have been able to elect to enter.
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A patent is a government licence that gives the holder exclusive rights to a
process, design or new invention.

Payables (sometimes called ‘trade creditors’) — money owed for goods
and services that have been purchased on credit.

The payback method calculates the length of time taken to recover the
initial outlay of an investment from net income.

Performance appraisal is a systematic and periodic process that assesses
an employee’s job performance in relation to established criteria.

A planned strategy is one that managers intend to implement using a
carefully laid plan to achieve the desired position.

Porter’s generic strategies describe how a business might pursue
competitive advantage across its market using a low-cost, differentiation or
focus strategy.

A pressure group is a group of people who work together in order to
influence business and government decision-making.

Price elasticity of demand is the extent to which the level of demand for a
product is sensitive to price changes.

Price of a product — the amount that a business expects a customer to
pay to purchase the good or service.

Pricing strategies — the medium- to long-term pricing plans that a
business adopts.

Primary research is the collection of information for the first time for
specific purposes.

The private sector is part of the economy made up of private enterprises
— businesses that are owned and controlled by individuals or groups of
individuals.

Privatisation is the process of converting government owned and
controlled industries/businesses to the private sector.

A product-based structure is one based on a product or a production line
where all functions related to that product are delegated.

Profit quality is the degree to which profit is likely to continue in the
future — the sustainability of profit.

Profit is the amount of money remaining once all costs have been
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deducted from the revenue.

Profitability measures profits against some yardstick, such as the sales
revenue achieved by the business.

Promotion is bringing consumers’ attention to a product or business.

Promotional mix — the combination of methods used by businesses to
communicate with prospective customers to inform them of their products
and to persuade them to buy these products.

Protectionism refers to the policies and actions by governments to restrict
or restrain international trade, such as import tariffs, quotas or subsidies to
local businesses.

The public sector is part of the economy that is owned and controlled by
the government or local authorities.

The pyramid of corporate social responsibility is the pyramid proposed
by Carroll to illustrate the four layers of corporate responsibility:
economic, legal, ethical and philanthropic.

Qualitative market research is research into the attitudes and opinions of
consumers that influence their purchasing behaviour.

Quality assurance is a system for ensuring the desired level of quality in
the development, production and delivery of products or services.

Quantitative market research is the collection of information on
consumer views and behaviour that can be analysed statistically.

Ratio analysis is a tool used in financial analysis to express relationships
between an organisation’s accounting numbers in order to establish trends
and comparisons.

Re-shoring is when businesses bring back to their home country
operations which had been moved overseas.

Receivables (sometimes called ‘trade debtors’) — money owed by a
business’s customers for goods or services purchased on credit.

Redeployment is the process of moving existing employees to a different
job or location.

Redundancy is when an employee is dismissed due to their job no longer
existing.

A regional structure is where a business has separate structures
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dependent on a region or geographical area.

Restructuring involves a fundamental internal organisational change that
alters the roles and relationships of those involved.

Retrenchment is a strategy used by a business to reduce its overall size or
diversity of operations.

Revenue is money received from sales.

Sampling is the selection of a representative group of consumers from a
larger population.

Scientific decision-making is decision-making based on data that uses a
logical and rational approach.

Secondary research is the collection of data that already exists and has
been used for other purposes.

Sensitivity analysis is an analytical tool (a ‘what if’ tool) that enables the
impact of a change in a variable on a given project or investment to be
examined.

Shareholders are the owners of a limited company and include any
person, company or other institution that owns at least one share.

Short termism refers to an excessive focus on short-term results (profit) at
the expense of the long-term interests.

A soft human resource approach treats employees as a valuable asset
that needs to be developed.

Span of control is the number of subordinates who can be controlled
effectively by one manager.

A stakeholder is any individual or group who has an interest in the
activities and performance of a business.

Stakeholders are people, groups, organisations or members of society that
have an interest in a business such as customers, employees and the local
community.

Strategic direction refers to a course of action or plan that it is hoped will
lead to the achievement of long-term goals.

Strategic drift occurs where a business responds too slowly to changes in
its external environment and results in the strategic plan no longer being
appropriate.

464



Strategic implementation refers to the activities used within business to
manage the execution of a strategic plan.

The strategic positioning of a business relates to how that business is
perceived relative to other businesses in the same industry.

Strategy evaluation is the process of determining the effectiveness of a
given strategy in achieving the organisational objectives and taking
corrective action wherever required.

Strategy is a plan of action to achieve a long-term goal. It relates to what
needs to be achieved.

SWOT analysis is an analytical tool used in decision-making that
examines the internal strengths and weaknesses of a business as well as the
external opportunities and threats.

Synergy is the idea that the value and performance of two businesses
combined will be greater than the sum of the two parts.

Tactics relate to the short-term actions necessary to achieve the plan or
strategy.

Takeovers, also known as acquisitions, are where one business acquires
control of the assets of another business either by a formal offer that is
accepted (a friendly takeover) or by the purchase of a controlling interest
of shares (a hostile takeover).

Tangible assets are physical assets such as land, buildings and machinery.

Technological changes relate to innovation in services provided, products
manufactured or processes of production.

The experience curve is the idea that the more you do something, the
better you get at it, enabling quicker and cheaper production.

Total quality management (TQM) — where there is a culture of quality
throughout the organisation.

A trade union is an organised group of employees that aims to protect and
enhance the economic position of its members.

A trademark is a recognisable name, logo, slogan or design that denotes a
specific product or service and legally differentiates it from others.

Training is the provision of job-related skills and knowledge.

Transfer pricing is the setting of the price for goods and services sold
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between related legal entities within an organisation. For example, if a
subsidiary sells goods to a parent company, the cost of those goods paid by
the parent to the subsidiary is the transfer price.

A trend is an underlying pattern of growth or decline in a series of data.

Triple Bottom Line assesses an organisations performance through three
dimensions of performance, social, environmental and financial.

A unique selling point or proposition (USP) allows a business to
differentiate its products from others in the market.

Unit cost is the cost of producing one unit (item) of a good or service.

Unit labour cost is a measure of the average labour cost of producing one
unit of output.

Urbanisation is the movement of people from the countryside to towns
and cities.

Variable costs are costs that vary as a direct result of changes in the level
of output.

Variance analysis is the study by managers of the differences between
planned activities in the form of budgets and the actual results that were
achieved.

Working capital is the cash available to a business for its day-to-day
operations.

Working capital is a measure of an organisation’s short-term financial
health, calculated as current assets less current liabilities.

‘Window dressing’ relates to the actions taken by organisations to
improve the appearance of their financial statements.
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