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[bookmark: _Toc220494093]Course Outline
Management: management and organizations, foundations of planning, strategic management, basic organizational design, managing human resources, motivating employees, leadership, introduction to controlling; 
Marketing: Creating and capturing customer value, company and marketing strategy: partnering to build customer relations, managing marketing information, consumer market and consumer buying behavior, business market and business buying behavior, products, services and brands, building customer value, pricing strategies, communicating customer value, marketing plan.
 (
Management & Marketing
)
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[bookmark: _Toc220494094]MANAGEMENT
[bookmark: _Toc220494095]1. Management and Organizations
[bookmark: _Toc220494096][bookmark: meaning-of-management]Management
Management means deciding what to do, arranging things properly, guiding people, and checking the work so that an organization can achieve its goals in the best and easiest way.
In simple words:
· Planning: deciding in advance what to do
· Organizing: arranging people and resources
· Leading: guiding and motivating employees
· Controlling: checking whether work is going as planned
[bookmark: _Toc220494097][bookmark: key-characteristics-of-management]Key Characteristics of Management
· Goal-oriented process: Management is always done to achieve specific goals. Every activity of management is focused on achieving the objectives of the organization
· Continuous process: Management is an ongoing process. It does not stop after one task; planning, organizing, leading, and controlling continue all the time
· Universal activity: Management is needed everywhere, such as in businesses, schools, hospitals, government offices, and even at home
· Multidisciplinary in nature: Management uses knowledge from different subjects like economics, psychology, sociology, mathematics, and statistics to make better decisions
· Group activity: Management involves working with people. Goals can be achieved only when individuals work together as a team
[bookmark: _Toc220494098][bookmark: organization]Organization
An organization is a group of people who work together in a planned and structured way to achieve common goals.
Example: A college, company, or hospital.
[bookmark: _Toc220494099][bookmark: types-of-organizations]Types of Organizations
· Formal organizations: These are officially created organizations with defined rules, authority, and responsibilities. Example: Universities, banks, companies
· Informal organizations: These develop naturally through social relationships and friendships among employees. Example: Friend groups at the workplace.
· Profit-oriented organizations: These organizations are formed to earn profit. Example: Business firms, factories, shops.
· Non-profit organizations: These organizations work for social welfare, not for profit. Example: NGOs, charities, educational institutions.
[bookmark: _Toc220494100][bookmark: management-and-organizations][bookmark: functions-of-managers]Functions of Managers
· Planning: Deciding what to do and how to do it in the future.
· Organizing: Arranging people, tasks, and resources properly.
· Leading: Guiding, motivating, and supervising employees to achieve goals.
· Controlling: Checking work performance and correcting mistakes to ensure goals are achieved.
[bookmark: _Toc220494101]2. Foundations of Planning
[bookmark: _Toc220494102][bookmark: planning]Planning
Planning means deciding in advance what to do, how to do it, when to do it, and who will do it in order to achieve organizational goals.
[bookmark: _Toc220494103][bookmark: importance-of-planning]Importance of Planning
· Provides Direction: Planning gives a clear direction to managers and employees about what needs to be done.
· Reduces Uncertainty: Planning helps in predicting future problems and preparing solutions in advance.
· Minimizes Waste: By proper planning, resources like time, money, and effort are used efficiently, reducing waste.
· Facilitates Coordination: Planning helps different departments work together smoothly to achieve common goals.
[bookmark: _Toc220494104][bookmark: types-of-plans]Types of Plans
· Strategic Plans: These are long-term plans made by top management to achieve overall organizational goals. Example: Expansion of a company in new markets.
· Tactical Plans: These are medium-term plans made by middle management to support strategic plans. Example: Departmental plans.
· Operational Plans: These are short-term and day-to-day plans made by lower-level management. Example: Daily work schedules.
[bookmark: _Toc220494105][bookmark: foundations-of-planning][bookmark: planning-process]Planning Process
1. Setting Objectives: Deciding what goals, the organization wants to achieve.
1. Developing Premises: Making assumptions about future conditions, such as market trends or economic conditions.
1. Identifying Alternatives: Finding different ways to achieve the objectives.
1. Evaluating Alternatives: Comparing alternatives to find their advantages and disadvantages.
1. Selecting the Best Alternative: Choosing the most suitable plan.
1. Implementing Plans: Putting the selected plan into action.
1. Monitoring and Reviewing: Checking performance regularly and making improvements if needed.
[bookmark: _Toc220494106]3. Strategic Management
[bookmark: _Toc220494107][bookmark: definition]Definition
Strategic management means making long-term plans, putting those plans into action, and checking their results so that an organization can achieve its goals successfully.
[bookmark: _Toc220494108][bookmark: levels-of-strategy]Levels of Strategy
· Corporate-Level Strategy: This strategy is made by top management and focuses on the overall direction of the organization. Example: Deciding to start a new business or expand into new countries.
· Business-Level Strategy: This strategy focuses on how a company will compete in a particular market. Example: Competing on low price or high quality.
· Functional-Level Strategy: These strategies are made by department managers to support higher-level strategies. Example: Marketing strategy, HR strategy, production strategy.
[bookmark: _Toc220494109][bookmark: strategic-management-process]Strategic Management Process
1. Environmental Scanning: Studying the internal and external environment to identify opportunities and threats. Example: Market trends, competitors, resources.
2. Strategy Formulation: Developing strategies and plans to achieve organizational objectives.
3. Strategy Implementation: Putting the strategy into action by allocating resources and assigning responsibilities.
4. Strategy Evaluation: Reviewing results and making changes if the strategy is not working properly.
[bookmark: _Toc220494110][bookmark: strategic-management][bookmark: swot-analysis]SWOT Analysis
SWOT analysis is a tool used to analyze the organization’s position.
· Strengths: Internal advantages of the organization. Example: Skilled employees, strong brand name.
· Weaknesses: Internal limitations or problems. Example: Lack of funds, outdated technology.
· Opportunities: External chances for growth or success. Example: New markets, technological advancement.
· Threats: External risks that can harm the organization. Example: Competition, economic problems.
[bookmark: _Toc220494111]4. Basic Organizational Design
[bookmark: _Toc220494112][bookmark: organizational-structure]Organizational Structure
Organizational structure shows how work is divided, how employees are grouped, and how different activities are coordinated to achieve organizational goals.
[bookmark: _Toc220494113][bookmark: elements-of-organizational-design]Elements of Organizational Design
1. Work Specialization: Dividing work into small specific tasks so employees can perform efficiently. Example: One worker handles only billing, another handles customer service.
2. Departmentalization: Grouping related activities into departments. Example: Marketing, Finance, HR departments.
3. Chain of Command: A clear line of authority that shows who reports to whom in the organization.
4. Span of Control: The number of employees a manager can effectively supervise.
5. Centralization vs Decentralization: 
· Centralization: Decision-making power is with top management. 
· Decentralization: Decision-making power is shared with lower management.
6. Formalization: The degree to which rules, procedures, and job descriptions are written and followed in an organization.
[bookmark: _Toc220494114][bookmark: basic-organizational-design][bookmark: types-of-organizational-structures]Types of Organizational Structures
· Simple Structure: A small organization with few rules and clear authority. Example: Small business or startup.
· Functional Structure: Employees are grouped according to their functions or skills. Example: Separate departments for marketing, finance, and production.
· Divisional Structure: Organization is divided based on products, services, or regions. Example: Separate divisions for different product lines.
· Matrix Structure: A combination of functional and divisional structures where employees report to two managers. Example: One functional manager and one project manager.
[bookmark: _Toc220494115]5. Managing Human Resources
[bookmark: _Toc220494116][bookmark: human-resource-management-hrm]Human Resource Management (HRM)
Human Resource Management means hiring the right people, training them, evaluating their work, and paying them fairly so that organizational goals can be achieved.
[bookmark: _Toc220494117][bookmark: functions-of-hrm]Functions of HRM
1. Recruitment and Selection: Finding and choosing suitable employees for different jobs in the organization.
2. Training and Development: Providing employees with skills and knowledge to improve their performance and future growth.
3. Performance Appraisal: Evaluating employees’ work performance to see how well they are doing their jobs.
4. Compensation and Benefits: Deciding salaries, wages, bonuses, and other benefits for employees.
5. Employee Relations: Maintaining good relationships between management and employees to create a healthy work environment.
[bookmark: _Toc220494118][bookmark: managing-human-resources][bookmark: importance-of-hrm]Importance of HRM
1. Improves Productivity: HRM ensures employees are skilled and motivated, which increases work efficiency.
2. Enhances Employee Morale: Fair treatment and proper rewards make employees happy and satisfied with their jobs.
3. Reduces Labor Turnover: Good HR practices help in retaining employees and reduce the problem of employees leaving the organization.
[bookmark: _Toc220494119]6. Motivating Employees
[bookmark: _Toc220494120][bookmark: motivation]Motivation
Motivation means encouraging employees to work willingly and enthusiastically to achieve organizational goals.
[bookmark: _Toc220494121]Theories of Motivation
[bookmark: _Toc220494122][bookmark: maslows-hierarchy-of-needs]Maslow’s Hierarchy of Needs
Maslow explained that human needs are arranged in five levels. A lower-level need must be satisfied before moving to the next level.
· Physiological Needs: Basic needs required for survival. Examples: Food, water, salary to buy necessities.
· Safety Needs: Need for security and protection. Examples: Job security, safe working conditions, insurance.
· Social Needs: Need for love, friendship, and belonging. Examples: Teamwork, friendly work environment.
· Esteem Needs: Need for respect, recognition, and status. Examples: Promotion, appreciation, awards.
· Self-Actualization: Need to achieve one’s full potential. Examples: Personal growth, creativity, challenging work.
[bookmark: _Toc220494123][bookmark: herzbergs-two-factor-theory]Herzberg’s Two-Factor Theory
· Hygiene Factors: These factors do not motivate employees but can cause dissatisfaction if missing. Examples: Salary, job security, working conditions, company policies.
· Motivators: These factors increase job satisfaction and motivation. Examples: Achievement, recognition, responsibility, growth.
[bookmark: _Toc220494124][bookmark: motivating-employees][bookmark: theories-of-motivation][bookmark: mcgregors-theory-x-and-theory-y]McGregor’s Theory X and Theory Y
· Theory X: Assumes employees dislike work and need strict supervision. Managers using this theory rely on control and punishment.
· Theory Y: Assumes employees enjoy work, are responsible, and can self-direct. Managers using this theory focus on trust and encouragement.
[bookmark: _Toc220494125]7. Leadership
[bookmark: _Toc220494126][bookmark: leadership-1]Leadership
Leadership means the ability to guide, influence, and motivate people so that they work together to achieve organizational goals.
[bookmark: _Toc220494127][bookmark: leadership-styles]Leadership Styles
· Autocratic Leadership: In this style, the leader makes decisions alone and expects employees to follow orders. Suitable for: Emergencies or when quick decisions are needed.
· Democratic Leadership: The leader involves employees in decision-making and values their opinions. Suitable for: Teamwork and creative work environments.
· Laissez-Faire Leadership: The leader gives full freedom to employees to make decisions and do their work. Suitable for: Skilled and experienced employees.
[bookmark: _Toc220494128][bookmark: trait-theory-of-leadership]Trait Theory of Leadership
Trait theory suggests that effective leaders have certain personal qualities or traits.
Examples of traits:
· Confidence
· Honesty
· Intelligence
· Good communication skills
This theory focuses on what leaders are, not what they do.
[bookmark: _Toc220494129][bookmark: leadership][bookmark: behavioral-theories]Behavioral Theories
Behavioral theories focus on how leaders behave toward their followers. These theories believe that leadership skills can be learned and developed through training and experience.
Examples of behaviors:
· Task-oriented behavior
· People-oriented behavior
[bookmark: _Toc220494130]8. Introduction to Controlling
[bookmark: _Toc220494131][bookmark: controlling]Controlling
Controlling means checking whether work is being done according to plan and correcting mistakes if performance is not satisfactory.
[bookmark: _Toc220494132][bookmark: steps-in-controlling-process]Steps in Controlling Process
1. Setting Standards: First, management sets standards or targets against which performance will be measured. Example: Monthly sales target.
1. Measuring Performance: Actual work performance is measured and recorded. Example: Actual sales achieved.
1. Comparing Performance with Standards: Actual performance is compared with the set standards to find differences.
1. Taking Corrective Action: If performance is below standard, management takes necessary actions to improve it.
[bookmark: _Toc220494133][bookmark: introduction-to-controlling][bookmark: importance-of-controlling]Importance of Controlling
· Ensures Goal Achievement: Controlling helps ensure that organizational activities are moving in the right direction toward goals.
· Improves Efficiency: By identifying mistakes and correcting them, controlling reduces waste and improves overall efficiency.



[bookmark: _Toc220494134]MARKETING
[bookmark: _Toc220494135]1. Creating and Capturing Customer Value
[bookmark: _Toc220494136][bookmark: marketing]Marketing
Marketing means understanding customer needs and providing products or services that satisfy those needs through exchange.
[bookmark: _Toc220494137][bookmark: customer-value]Customer Value
Customer value is the benefit a customer gets from a product compared to the price paid and effort made.
Simple formula: Customer Value = Benefits − Cost.
[bookmark: _Toc220494138][bookmark: creating-and-capturing-customer-value][bookmark: customer-satisfaction]Customer Satisfaction
Customer satisfaction happens when a product’s performance meets or is better than customer expectations.
[bookmark: _Toc220494139]2. Company and Marketing Strategy
[bookmark: _Toc220494140][bookmark: strategic-planning]Strategic Planning
Strategic planning is the process of deciding the long-term direction of the company.
· Mission Statement: A mission statement explains the purpose and reason for existence of the company.
· Objectives: Objectives are specific goals the organization wants to achieve.
· Business Portfolio Analysis: It is the process of analyzing different businesses or products to decide where to invest resources.
[bookmark: _Toc220494141][bookmark: company-and-marketing-strategy][bookmark: Xd0a9c17f236d5bfbd56ab5b19228c34a2fd361d]Partnering to Build Customer Relationships
Companies work with others to serve customers better.
· Suppliers: Provide raw materials or services to the company.
· Distributors: Help in delivering products to customers.
· Strategic Alliances: Partnerships between companies to achieve common goals.
[bookmark: _Toc220494142]3. Managing Marketing Information
[bookmark: _Toc220494143][bookmark: marketing-information-system-mis]Marketing Information System (MIS)
MIS is a system used to collect, organize, analyze, and share marketing data to help managers make better decisions.
[bookmark: _Toc220494144][bookmark: managing-marketing-information][bookmark: components-of-mis]Components of MIS
· Internal Records: Company’s own data such as sales reports, customer orders, and financial records.
· Marketing Intelligence: Information about the market, competitors, and customers collected from external sources.
· Marketing Research: Formal studies conducted to solve specific marketing problems.
[bookmark: _Toc220494145]4. Consumer Market and Consumer Buying Behavior
[bookmark: _Toc220494146][bookmark: consumer-market]Consumer Market
The consumer market includes all individuals and families who buy products and services for personal use, not for resale or business purposes.
[bookmark: _Toc220494147][bookmark: factors-affecting-consumer-behavior]Factors Affecting Consumer Behavior
· Cultural Factors: Culture includes values, beliefs, customs, and traditions that influence buying decisions. Example: Lifestyle, traditions, social class.
· Social Factors: Social factors relate to family, friends, reference groups, and social status. Example: Family opinions affecting purchase.
· Personal Factors: These factors are related to personal characteristics of the consumer. Example: Age, income, occupation, lifestyle.
· Psychological Factors: These include mental and emotional influences on buying behavior. Example: Motivation, perception, learning, attitude.
[bookmark: _Toc220494148][bookmark: Xef78ab512ab33c2ee2ab4989acda21359556862][bookmark: buying-decision-process]Buying Decision Process
1. Need Recognition: The buying process starts when a consumer realizes a need or problem. Example: Phone stops working.
2. Information Search: The consumer searches for information about available products. Example: Asking friends or checking online reviews.
3. Evaluation of Alternatives: Comparing different brands or options based on price, quality, and features.
4. Purchase Decision: The consumer decides to buy the selected product.
5. Post-Purchase Behavior: After buying, the consumer evaluates satisfaction. Satisfied customers may buy again; dissatisfied ones may complain.

[bookmark: _Toc220494149]5. Business Market and Business Buying Behavior
[bookmark: _Toc220494150][bookmark: business-market]Business Market
The business market includes organizations, companies, and institutions that buy goods and services for production, resale, or business operations, not for personal use. Examples: Manufacturers, wholesalers, retailers, government organizations.
[bookmark: _Toc220494151][bookmark: Xa95e27e706545ebfbb548131738b6f715888992][bookmark: business-buying-process]Business Buying Process
1. Problem Recognition: The organization realizes a need or problem. Example: A factory needs new machinery.
2. Supplier Search: The company searches for possible suppliers who can fulfill the need. Example: Checking suppliers online or through contacts.
3. Proposal Solicitation: The organization invites suppliers to submit proposals or quotations. Example: Request for price and quality details.
4. Supplier Selection: The company selects the best supplier based on price, quality, delivery, and reliability.

[bookmark: _Toc220494152]6. Products, Services, and Brands
[bookmark: _Toc220494153][bookmark: product]Product
A product is anything that is offered to customers to satisfy their needs or wants.
It can be a physical item, service, idea, or experience. Examples: Mobile phone, internet service, education.
[bookmark: _Toc220494154][bookmark: product-levels]Product Levels
· Core Product: The main benefit that the customer wants to get. Example: Communication (when buying a mobile phone).
· Actual Product: The physical product with features, design, quality, and brand name. Example: Mobile phone with camera, battery, and brand.
· Augmented Product: The additional benefits and services provided with the product. Example: Warranty, after-sales service, free delivery.
[bookmark: _Toc220494155][bookmark: products-services-and-brands][bookmark: branding]Branding
Branding means giving a product a unique name, logo, or symbol that helps customers identify and differentiate it from other products. Examples: Nike, Samsung, Pepsi.
[bookmark: _Toc220494156]7. Building Customer Value
[bookmark: _Toc220494157][bookmark: customer-relationship-management-crm]Customer Relationship Management (CRM)
Customer Relationship Management means collecting and using customer information to build long-term relationships and increase customer loyalty. Example: Keeping customer records, feedback, and purchase history.
[bookmark: _Toc220494158][bookmark: building-customer-value][bookmark: customer-lifetime-value]Customer Lifetime Value
Customer lifetime value is the total profit a company expects from a customer over the entire period of their relationship. Simple example: A loyal customer who buys regularly for many years has high lifetime value.
[bookmark: _Toc220494159]8. Pricing Strategies
[bookmark: _Toc220494160][bookmark: pricing]Pricing
Pricing means deciding how much money customers will pay for a product or service.
[bookmark: _Toc220494161][bookmark: pricing-strategies][bookmark: pricing-strategies-1]Pricing Strategies
· Cost-Based Pricing: Price is set by adding profit to the cost of production. Example: Cost + profit margin.
· Value-Based Pricing: Price is set based on customer perception of value, not just cost. Example: Premium brands charge higher prices.
· Competition-Based Pricing: Price is set by considering competitors’ prices. Example: Pricing similar to market competitors.
[bookmark: _Toc220494162]9. Communicating Customer Value
Communicating customer value means informing customers about the benefits of a product and persuading them to buy it.
[bookmark: _Toc220494163][bookmark: communicating-customer-value][bookmark: promotion-mix]Promotion Mix
· Advertising: Paid form of promotion using TV, radio, newspapers, or social media. Example: TV commercials.
· Sales Promotion: Short-term incentives to encourage immediate purchase. Example: Discounts, coupons, free samples.
· Public Relations: Activities to build a positive image of the company. Example: Press releases, social events.
· Personal Selling: Direct interaction between salesperson and customer. Example: Sales representative visiting customers.
· Direct Marketing: Direct communication with customers without intermediaries. Example: Emails, SMS, online marketing.
[bookmark: _Toc220494164]10. Marketing Plan
[bookmark: _Toc220494165][bookmark: marketing-plan-1]Marketing Plan
A marketing plan is a written document that explains how a company will achieve its marketing goals.
[bookmark: _Toc220494166][bookmark: part-ii-marketing][bookmark: marketing-plan][bookmark: contents-of-marketing-plan]Contents of Marketing Plan
· Executive Summary: A brief overview of the entire marketing plan.
· Situation Analysis: Analysis of market conditions, competitors, and customers.
· Objectives: Clear marketing goals the company wants to achieve.
· Marketing Strategies: Plans related to product, price, promotion, and place.
· Budget and Control: Details of marketing expenses and methods to monitor performance.
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