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•  Course title: Office Administration and Management 
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Series 1: Foundations of Management Thought 
Series outline 

• Part 1: Evolution of Management Thought 

o Early management practices 

o Classical management theories 

o Modern management perspectives 

• Part 2: Core Management Theories 

o Scientific management 

o Administrative theory 

o Human relations approach 

o Systems and contingency theories 

• Part 3: Principles and Functions of Management 

o Key management principles 

o Functions of management: planning, organising, leading, controlling 

• Part 4: Managers and Their Environment 

o The role of managers 

o Internal and external environments 

o Balancing work and managerial responsibilities 

 

Introduction 

In every organisation, the way managers think and act shapes the success of its operations. 
Management thought has evolved over centuries, beginning with simple practices in early 
civilisations and progressing into structured theories that guide modern workplaces. 
Understanding this evolution helps you appreciate why certain principles are applied today and 
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how they influence office administration. This Series therefore provides the foundation upon which 
the rest of the course will build. 

The aim of this Series is to introduce you to the historical development of management thought and 
to equip you with the ability to explain, analyse, and apply key theories and principles that underpin 
effective office administration. 

We shall commence this Series by exploring the evolution of management thought, tracing its 
journey from early practices to classical and modern perspectives. Next, we will examine core 
management theories, including scientific management, administrative theory, human relations, 
and systems approaches. Following that, we will study the principles and functions of 
management, focusing on planning, organising, leading, and controlling. Finally, we will wrap up 
by considering managers and their environment, highlighting the role of managers and the 
challenges they face in balancing work with responsibilities in dynamic organisational settings. 

Series Learning Outcomes 

Upon completing this Series, you should be able to: 

• SLO 1.1 define the historical evolution of management thought, 

• SLO 1.2 explain major management theories and their contributions, 

• SLO 1.3 analyse the principles and functions of management in organisational contexts, 
and 

• SLO 1.4 evaluate the role of managers in relation to their internal and external 
environments. 

 

1.1 Evolution Of Management Thought 

1.1.1 Early management practices 

The roots of management can be traced back to ancient civilisations where leaders organised 
labour for large projects such as building pyramids or irrigation systems. Management practices 
refer to the methods and techniques used to organise people and resources to achieve specific 
goals. In these early times, management was informal, relying on authority, tradition, and simple 
division of labour. Workers were often grouped according to tasks, and leaders ensured discipline 
and productivity through direct supervision. 
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Short description: Diagram showing labour organisation in ancient civilisations. Caption: Figure 1.1 
Organisation of labour in early management practices  

Fill in the blank: Early management practices relied heavily on __________ rather than formal 
theories. 

1.1.2 Classical management theories 

The classical management theories emerged during the industrial revolution when factories 
required systematic organisation of large workforces. These theories emphasised efficiency, 
structure, and clear authority. 

Scientific management was introduced by Frederick Taylor, who defined it as the application of 
scientific methods to improve work processes. He focused on time studies, task specialisation, 
and incentive systems to maximise productivity. 

Administrative theory, developed by Henri Fayol, highlighted the importance of managerial 
functions such as planning, organising, commanding, coordinating, and controlling. Fayol argued 
that management is a universal process applicable to all organisations. 

Bureaucratic approach, proposed by Max Weber, emphasised rules, hierarchy, and rational 
authority. Weber defined bureaucracy as a structured system where decisions are made based on 
established procedures rather than personal preferences. 
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Caption: Box 1.1 Key features of classical management theories Short description: A summary 
table of scientific management, administrative theory, and bureaucracy.  

Fill in the blank: Henri Fayol identified __________ as one of the core functions of management. 

1.1.3 Modern management perspectives 

As organisations became more complex, new perspectives emerged to address human and 
environmental factors. Modern management perspectives refer to approaches that consider 
social, psychological, and situational aspects of management. 

The human relations approach, pioneered by Elton Mayo, emphasised the importance of worker 
satisfaction, motivation, and group dynamics. It showed that productivity increases when 
employees feel valued and supported. 

The systems theory views organisations as open systems interacting with their environment. It 
defines management as the process of coordinating interrelated parts to achieve overall 
objectives. 

The contingency theory argues that there is no single best way to manage. Instead, effective 
management depends on situational factors such as environment, technology, and workforce 
characteristics. 
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Short description: Diagram showing organisation as an open system with inputs, processes, and 
outputs. Caption: Figure 1.2 Organisation as an open system in modern management perspectives  

Fill in the blank: The contingency theory suggests that effective management depends on 
__________ factors. 

Pilot questions 1.1 

1. Who introduced scientific management and what was its main focus? 

2. Which management theorist identified planning, organising, commanding, coordinating, 
and controlling as core functions? 

3. What is the key characteristic of bureaucracy according to Max Weber? 

4. Which approach emphasises worker satisfaction and group dynamics? 

5. In systems theory, what are the three main components of an organisation? 

 

1.2 Core Management Theories 

1.2.1 Scientific management 

Scientific management is a theory introduced by Frederick Taylor, which defines management as 
the application of scientific methods to improve work processes. Taylor emphasised time studies, 
task specialisation, and incentive systems to maximise productivity. His approach sought to 
replace guesswork with systematic observation and measurement. 
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Short description: Diagram showing time and motion study in a factory setting. Caption: Figure 1.3 
Scientific management time and motion study  

Fill in the blank: Frederick Taylor’s scientific management focused on __________ to improve 
efficiency. 

1.2.2 Administrative theory 

Administrative theory was developed by Henri Fayol, who defined management as a universal 
process applicable to all organisations. Fayol identified five core functions: planning, organising, 
commanding, coordinating, and controlling. He also proposed fourteen principles of management, 
including division of labour, unity of command, and scalar chain. 
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Caption: Box 1.2 Fayol’s five functions of management Short description: A summary of Fayol’s five 
functions with brief explanations.  

Fill in the blank: Fayol’s administrative theory identified __________ as one of the five functions of 
management. 

1.2.3 Human relations approach 

The human relations approach was pioneered by Elton Mayo through the Hawthorne studies. It 
defines management as a process that must consider worker satisfaction, motivation, and group 
dynamics. Mayo demonstrated that productivity increases when employees feel valued and 
supported, highlighting the importance of communication and leadership style. 
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Short description: Image of workers in a group discussion during the Hawthorne studies. Caption: 
Plate 1.1 Workers in group dynamics during Hawthorne studies  

Fill in the blank: Elton Mayo’s human relations approach emphasised __________ as a key factor in 
productivity. 

1.2.4 Systems and contingency theories 

Systems theory views organisations as open systems that interact with their environment. It 
defines management as the coordination of interrelated parts to achieve overall objectives. Inputs 
such as resources and labour are transformed into outputs through organisational processes. 

Contingency theory argues that there is no single best way to manage. Instead, effective 
management depends on situational factors such as environment, technology, and workforce 
characteristics. Managers must adapt their strategies to fit the context. 
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Short description: Diagram showing contingency theory with situational factors influencing 
management decisions. Caption: Figure 1.4 Contingency theory situational factors  

Fill in the blank: Systems theory views organisations as __________ that interact with their 
environment. 

Pilot questions 1.2 

1. Who introduced scientific management and what was its main focus? 

2. What are the five functions of management identified by Henri Fayol? 

3. Which studies led to the development of the human relations approach? 

4. What does systems theory emphasise about organisations? 

5. According to contingency theory, what determines effective management? 

 

1.3 Principles And Functions Of Management 

1.3.1 Key management principles 

Management principles are fundamental guidelines that direct managerial actions and decisions. 
Henri Fayol identified fourteen principles, including division of labour, unity of command, authority 
and responsibility, and scalar chain. These principles provide a framework for managers to 
organise work effectively and maintain order within organisations. 

For example, the principle of division of labour means breaking tasks into smaller units so that 
workers can specialise, thereby increasing efficiency. Similarly, unity of command ensures that 
each employee receives instructions from only one superior, reducing confusion and conflict. 
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Caption: Box 1.3 Selected principles of management Short description: A summary of key 
principles such as division of labour, unity of command, and scalar chain.  

Fill in the blank: The principle of __________ ensures that each employee receives instructions from 
only one superior. 

1.3.2 Functions of management: planning, organising, leading, controlling 

The functions of management describe the core activities managers perform to achieve 
organisational goals. Fayol’s model identifies planning, organising, leading, and controlling as 
essential functions. 

Planning involves setting objectives and determining the best course of action to achieve them. It 
provides direction and reduces uncertainty. 

Organising refers to arranging resources and tasks in a structured way. This includes defining 
roles, responsibilities, and relationships within the organisation. 

Leading is the process of influencing and motivating employees to achieve objectives. It requires 
effective communication, inspiration, and guidance. 

Controlling involves monitoring performance, comparing it with set standards, and taking 
corrective action where necessary. It ensures that organisational goals are met efficiently. 
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Short description: Diagram showing the cycle of planning, organising, leading, and controlling. 
Caption: Figure 1.5 The management functions cycle  

Fill in the blank: The management function that involves monitoring performance and taking 
corrective action is called __________. 

Pilot questions 1.3 

1. What does the principle of division of labour aim to achieve? 

2. Which principle ensures that employees receive instructions from only one superior? 

3. What is the main purpose of planning in management? 

4. Which management function focuses on motivating and guiding employees? 

5. What does controlling involve in the management process? 

 

 

1.4 Managers And Their Environment 

1.4.1 The role of managers 

A manager is an individual responsible for planning, organising, leading, and controlling resources 
to achieve organisational goals. Managers act as a bridge between the organisation’s objectives 
and the workforce, ensuring that tasks are completed efficiently and effectively. Their role extends 
beyond supervision, as they must also motivate employees, resolve conflicts, and make strategic 
decisions. 
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Short description: Image of a manager coordinating a team in an office setting. Caption: Plate 1.2 A 
manager coordinating team activities  

Fill in the blank: A manager serves as a __________ between organisational goals and the workforce. 

 

 

 

 

 

 

1.4.2 Internal and external environments 

The internal environment refers to factors within the organisation that influence management, 
such as employees, organisational culture, and resources. Managers must understand these 
elements to create a supportive workplace and allocate resources wisely. 

The external environment includes factors outside the organisation, such as competitors, 
government regulations, technology, and economic conditions. Managers must adapt strategies to 
respond to these external pressures, ensuring the organisation remains competitive and 
compliant. 
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Short description: Diagram showing internal and external factors affecting managers. Caption: 
Figure 1.6 Internal and external environments of management  

Fill in the blank: Competitors and government regulations are part of the __________ environment. 

1.4.3 Balancing work and managerial responsibilities 

Managers often face the challenge of balancing operational tasks with strategic responsibilities. 
Operational tasks involve day-to-day activities such as scheduling, monitoring, and reporting. 
Strategic responsibilities include long-term planning, innovation, and adapting to change. Effective 
managers must prioritise, delegate, and maintain flexibility to handle both aspects successfully. 
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Caption: Box 1.4 Balancing operational and strategic responsibilities Short description: A summary 
of operational versus strategic responsibilities of managers.  

Fill in the blank: Operational tasks are concerned with day-to-day activities, while strategic 
responsibilities focus on __________. 

Pilot questions 1.4 

1. What is the primary role of a manager in an organisation? 

2. Name two factors that form part of the internal environment. 

3. Give two examples of external environment factors that affect management. 

4. What is the difference between operational tasks and strategic responsibilities? 

5. Why is balancing work and managerial responsibilities important for managers? 

 

Series Summary 

This Series has introduced you to the foundations of management thought, highlighting its 
relevance to office administration and organisational success. We began by tracing the evolution 
of management thought, from early practices in ancient civilisations to the structured theories of 
the industrial revolution. Then, we examined core management theories, including scientific 
management, administrative theory, human relations, systems, and contingency approaches. 
Following that, we explored the principles and functions of management, focusing on planning, 
organising, leading, and controlling. Finally, we considered the role of managers and their 
environment, emphasising how they balance operational and strategic responsibilities while 
responding to internal and external factors. 
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By completing this Series, you should now be able to define the historical development of 
management thought, explain major theories, analyse management principles and functions, and 
evaluate the role of managers in relation to their environments. These skills directly align with the 
Series Learning Outcomes (SLOs) and provide a strong foundation for the rest of the course. 

Series Glossary 

• Administrative theory: A management approach developed by Henri Fayol that identifies 
functions such as planning, organising, commanding, coordinating, and controlling. 

• Bureaucracy: A structured organisational system emphasising rules, hierarchy, and 
rational authority, proposed by Max Weber. 

• Contingency theory: A perspective that argues there is no single best way to manage, and 
effective management depends on situational factors. 

• Human relations approach: A management perspective pioneered by Elton Mayo that 
emphasises worker satisfaction, motivation, and group dynamics. 

• Manager: An individual responsible for planning, organising, leading, and controlling 
resources to achieve organisational goals. 

• Management functions: Core activities of managers, including planning, organising, 
leading, and controlling. 

• Management principles: Fundamental guidelines that direct managerial actions and 
decisions, such as division of labour and unity of command. 

• Scientific management: A theory introduced by Frederick Taylor that applies scientific 
methods to improve work processes and efficiency. 

• Systems theory: A perspective that views organisations as open systems interacting with 
their environment. 

Concept Check Questions [Series 1] 

Objective questions 

1. Who introduced scientific management? (Linked to SLO 1.2) 

2. Which principle ensures that employees receive instructions from only one superior? 
(Linked to SLO 1.3) 

3. What type of environment includes competitors and government regulations? (Linked to 
SLO 1.4) 

Short-answer questions 

4. Define the term “manager” and explain their primary role. (Linked to SLO 1.4) 

5. State two functions of management identified by Henri Fayol. (Linked to SLO 1.3) 
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Long-answer questions 

6. Analyse the differences between classical management theories and modern management 
perspectives. (Linked to SLO 1.2) 

o Basic response: Classical theories emphasise efficiency, structure, and authority, 
while modern perspectives focus on human factors, systems, and situational 
adaptability. 

o Value-added response: Outstanding learners may further evaluate how classical 
theories laid the groundwork for modern approaches, and how contemporary 
organisations integrate both to achieve balance. 

7. Evaluate the challenges managers face in balancing operational tasks with strategic 
responsibilities. (Linked to SLO 1.4) 

o Basic response: Managers must handle daily tasks while also planning for long-
term goals, requiring prioritisation and delegation. 

o Value-added response: Outstanding learners may discuss how technological 
change, global competition, and workforce diversity intensify these challenges, and 
propose strategies for effective balance. 

Answers to Concept Check Questions [Series 1] 

1. Frederick Taylor. 

2. Unity of command. 

3. External environment. 

4. A manager is an individual responsible for planning, organising, leading, and controlling 
resources to achieve organisational goals. Their primary role is to bridge organisational 
objectives with workforce efforts. 

5. Planning and organising. 

6. Classical theories emphasise efficiency and authority, while modern perspectives highlight 
human and situational factors. Outstanding learners may evaluate integration of both 
approaches. 

7. Managers balance daily tasks with long-term planning. Outstanding learners may discuss 
challenges such as technological change and propose strategies for effective balance. 

Answers to Pilot Questions [Series 1] 

• Part 1: Authority and tradition; Henri Fayol; rules and hierarchy; human relations approach; 
inputs, processes, outputs. 
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• Part 2: Frederick Taylor, efficiency; planning, organising, commanding, coordinating, 
controlling; Hawthorne studies; organisations as systems; situational factors. 

• Part 3: Efficiency; unity of command; setting objectives; leading; monitoring and corrective 
action. 

• Part 4: Bridge between goals and workforce; employees and resources; competitors and 
regulations; operational vs strategic; importance of balance. 

References and Attributions [Series 1] 

• Fayol, H. (1916). General and Industrial Management. 

• Taylor, F. W. (1911). The Principles of Scientific Management. 

• Weber, M. (1947). The Theory of Social and Economic Organisation. 

• Mayo, E. (1933). The Human Problems of an Industrial Civilisation. 

• Suggested OER sources for illustrations: 

o “scientific management diagram OER” 

o “Fayol functions of management summary OER” 

o “Hawthorne studies human relations OER” 

o “systems theory management diagram OER” 

o “internal external environment management diagram OER” 

• AI prompt suggestions included in instructional content for Figures, Plates, and Boxes. 

 

 

 

 
 

Series 2: Principles Of Office Administration 
Series outline 

• Part 2.1 Principles of office management 

o Definition and scope of office management 

o Importance of office administration in organisations 

o Core principles guiding office operations 

• Part 2.2 Types of office organisation 
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o Centralised office organisation 

o Decentralised office organisation 

o Hybrid approaches 

• Part 2.3 Methods of office organisation 

o Departmental organisation 

o Functional organisation 

o Line and staff organisation 

• Part 2.4 Procedures for effective office management 

o Standard operating procedures 

o Record keeping and documentation 

o Communication and workflow management 

 

 

 

 

 

 

 

Introduction 

Office administration is the backbone of any organisation, ensuring that activities run smoothly and 
resources are managed effectively. Without clear principles and structured procedures, offices 
can quickly become disorganised, leading to inefficiency and poor communication. This Series will 
help you appreciate the importance of office administration and how its principles guide day-to-
day operations. 

The aim of this Series is to equip you with the knowledge and skills to explain, apply, and evaluate 
the principles, types, methods, and procedures of office administration, thereby enabling you to 
manage office activities effectively. 

We shall commence this Series by examining the principles of office management, focusing on 
their definition, scope, and importance. Next, we will explore the types of office organisation, 
comparing centralised, decentralised, and hybrid approaches. Following that, we will study the 
methods of office organisation, including departmental, functional, and line-and-staff structures. 
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Finally, we will conclude with the procedures for effective office management, highlighting 
standard operating procedures, record keeping, and communication systems. 

Series Learning Outcomes 

Upon completing this Series, you should be able to: 

• SLO 2.1 define the principles of office management and explain their importance in 
organisational settings, 

• SLO 2.2 distinguish between types of office organisation and analyse their advantages and 
disadvantages, 

• SLO 2.3 describe and evaluate methods of office organisation used in practice, and 

• SLO 2.4 apply procedures for effective office management, including documentation, 
communication, and workflow systems. 

 

2.1 Principles Of Office Management 

2.1.1 Definition and scope of office management 

Office management is the process of planning, organising, and controlling office activities to 
achieve organisational goals. It involves coordinating people, processes, and resources to ensure 
efficiency and effectiveness in administrative tasks. The scope of office management covers areas 
such as communication, record keeping, workflow, and resource allocation. 

Short description: Diagram showing the scope of office management functions. Caption: Figure 2.1 
Scope of office management  
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Fill in the blank: Office management involves planning, organising, and __________ office activities 
to achieve goals. 

2.1.2 Importance of office administration in organisations 

Office administration refers to the structured management of office operations to support 
organisational objectives. It is important because it ensures smooth workflow, accurate 
documentation, effective communication, and proper utilisation of resources. Without efficient 
office administration, organisations may face delays, errors, and poor coordination. 

For example, effective office administration ensures that records are properly maintained, 
communication channels are clear, and tasks are completed on time. This contributes to 
productivity and enhances organisational reputation. 

Short description: Image of an office administrator managing files and communication. Caption: 
Plate 2.1 Importance of office administration in daily operations  

Fill in the blank: Effective office administration ensures smooth workflow and accurate __________. 

2.1.3 Core principles guiding office operations 

The principles of office management are fundamental guidelines that shape how office activities 
are conducted. These include: 

• Efficiency: Achieving maximum output with minimum resources. 

• Simplicity: Designing processes that are easy to understand and follow. 

• Flexibility: Adapting office procedures to changing circumstances. 

• Accountability: Ensuring that individuals are responsible for their tasks and decisions. 
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• Coordination: Aligning office activities with organisational goals. 

These principles help managers create systems that are reliable, adaptable, and supportive of 
organisational success. 

Caption: Box 2.1 Core principles of office management Short description: A summary of efficiency, 
simplicity, flexibility, accountability, and coordination.  

Fill in the blank: One principle of office management is __________, which ensures individuals are 
responsible for their tasks. 

Pilot questions 2.1 

1. What is the definition of office management? 

2. Name two areas covered by the scope of office management. 

3. Why is office administration important in organisations? 

4. List three core principles of office management. 

5. Which principle ensures that office activities align with organisational goals? 

 

2.2 Types Of Office Organisation 

2.2.1 Centralised office organisation 

A centralised office organisation is one where decision-making authority and administrative 
functions are concentrated in a single location or with a small group of managers. This structure 
ensures uniformity of policies, consistency in procedures, and close control over operations. It is 
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often used in organisations that require strict supervision and standardisation. However, it may 
lead to delays in decision-making and reduced flexibility. 

Short description: Diagram showing a centralised office structure with authority concentrated at 
the top. Caption: Figure 2.2 Centralised office organisation structure  

Fill in the blank: A centralised office organisation concentrates decision-making authority in 
__________. 

2.2.2 Decentralised office organisation 

A decentralised office organisation distributes authority and administrative functions across 
different branches or departments. This structure allows quicker decision-making, greater 
flexibility, and responsiveness to local needs. It empowers managers at lower levels to take 
responsibility, which can improve motivation and innovation. However, it may result in 
inconsistency in policies and duplication of efforts. 
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Short description: Image of a decentralised office with multiple branches operating independently. 
Caption: Plate 2.2 Decentralised office organisation in practice  

Fill in the blank: A decentralised office organisation distributes authority across different 
__________. 

2.2.3 Hybrid approaches 

A hybrid office organisation combines elements of both centralisation and decentralisation. 
Certain functions, such as policy-making and strategic planning, may remain centralised, while 
operational decisions are decentralised to departments or branches. This approach seeks to 
balance consistency with flexibility, ensuring that organisations benefit from both control and 
responsiveness. 
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Caption: Box 2.2 Features of hybrid office organisation Short description: A summary of how hybrid 
organisation blends centralised and decentralised features.  

Fill in the blank: A hybrid office organisation combines elements of __________ and 
decentralisation. 

Pilot questions 2.2 

1. What is the main characteristic of a centralised office organisation? 

2. Give one advantage and one disadvantage of decentralised office organisation. 

3. How does a hybrid office organisation balance consistency and flexibility? 

4. Which type of office organisation allows quicker decision-making at local levels? 

5. Why might centralised organisations face delays in decision-making? 

 

2.3 Methods Of Office Organisation 

2.3.1 Departmental organisation 

Departmental organisation is a method where office activities are grouped into departments 
based on functions or tasks. Each department specialises in a particular area, such as finance, 
human resources, or customer service. This structure allows for efficiency and expertise, as staff 
focus on specific responsibilities. However, it may lead to duplication of efforts and limited 
communication between departments. 
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Short description: Diagram showing departmental organisation with separate specialised units. 
Caption: Figure 2.3 Departmental organisation structure  

Fill in the blank: Departmental organisation groups office activities into __________ based on 
functions or tasks. 

2.3.2 Functional organisation 

A functional organisation arranges office activities according to specialised functions such as 
accounting, marketing, or production. Each function is managed by an expert who oversees 
operations in that area. This method ensures technical expertise and clear accountability. 
However, it can create rigid boundaries and reduce flexibility when cross-functional collaboration 
is needed. 
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] Caption: Box 2.3 Features of functional organisation Short description: A summary of functional 
organisation with advantages and disadvantages.  

Fill in the blank: In a functional organisation, each function is managed by an __________ in that 
area. 

2.3.3 Line and staff organisation 

Line and staff organisation combines the direct authority of line managers with the specialised 
support of staff managers. Line managers are responsible for core operations, while staff 
managers provide expert advice and services. This method balances authority with expertise, 
ensuring that decisions are both practical and informed. However, conflicts may arise between line 
and staff managers if roles are not clearly defined. 
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Short description: Diagram showing line and staff organisation with authority and advisory roles. 
Caption: Figure 2.4 Line and staff organisation structure  

Fill in the blank: Line managers are responsible for core operations, while staff managers provide 
__________. 

Pilot questions 2.3 

1. What is the main characteristic of departmental organisation? 

2. How does functional organisation ensure accountability? 

3. What is the role of line managers in line and staff organisation? 

4. Give one advantage and one disadvantage of functional organisation. 

5. Why might conflicts arise in line and staff organisation? 

 

2.4 Procedures For Effective Office Management 

2.4.1 Standard operating procedures 

Standard operating procedures (SOPs) are documented instructions that outline how routine 
tasks should be performed. They ensure consistency, efficiency, and compliance with 
organisational standards. SOPs help employees understand their responsibilities and reduce 
errors by providing clear guidelines. 
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Caption: Box 2.4 Benefits of standard operating procedures Short description: A summary of how 
SOPs improve consistency, efficiency, and compliance.  

Fill in the blank: Standard operating procedures provide __________ instructions for routine tasks. 

2.4.2 Record keeping and documentation 

Record keeping refers to the systematic storage and management of organisational information 
such as correspondence, financial data, and employee records. Proper documentation ensures 
accountability, supports decision-making, and provides evidence for audits or legal requirements. 
Effective record keeping requires clear classification, secure storage, and timely retrieval of 
information. 
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Short description: Diagram showing record keeping process from creation to storage and retrieval. 
Caption: Figure 2.5 Record keeping and documentation process  

Fill in the blank: Record keeping ensures accountability and supports __________ in organisations. 

2.4.3 Communication and workflow management 

Communication in office management refers to the exchange of information between individuals 
and departments to coordinate activities. Effective communication reduces misunderstandings 
and enhances collaboration. 

Workflow management involves designing and monitoring the sequence of tasks to ensure 
smooth operations. It defines how work moves from one stage to another, helping managers 
identify bottlenecks and improve efficiency. Together, communication and workflow management 
ensure that office activities are well-coordinated and aligned with organisational goals. 
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Short description: Image of office staff collaborating through communication and workflow tools. 
Caption: Plate 2.3 Communication and workflow management in practice  

Fill in the blank: Workflow management defines how __________ moves from one stage to another. 

Pilot questions 2.4 

1. What is the purpose of standard operating procedures in office management? 

2. Why is record keeping important for organisations? 

3. What are two key requirements for effective record keeping? 

4. How does communication contribute to office management? 

5. What is the main goal of workflow management? 

 

Series Summary 

This Series has explored the principles of office administration, showing how they form the 
foundation for effective organisational management. We began by defining the principles of office 
management, highlighting their scope and importance. Then, we examined the types of office 
organisation, comparing centralised, decentralised, and hybrid structures. Following that, we 
studied the methods of office organisation, including departmental, functional, and line-and-
staff approaches. Finally, we considered the procedures for effective office management, 
focusing on standard operating procedures, record keeping, and communication systems. 

By completing this Series, you should now be able to define office management principles, 
distinguish between types of office organisation, describe and evaluate methods of organisation, 
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and apply procedures for effective office management. These outcomes align directly with the 
Series Learning Outcomes (SLOs) and prepare you to manage office activities with confidence and 
efficiency. 

Series Glossary 

• Accountability: The principle that individuals are responsible for their tasks and decisions. 

• Centralised office organisation: A structure where decision-making authority is 
concentrated in one location or group. 

• Communication: The exchange of information between individuals or departments to 
coordinate activities. 

• Decentralised office organisation: A structure where authority is distributed across 
branches or departments. 

• Departmental organisation: Grouping office activities into specialised departments such 
as finance or HR. 

• Functional organisation: Arranging office activities according to specialised functions 
managed by experts. 

• Hybrid office organisation: A structure that combines elements of centralisation and 
decentralisation. 

• Line and staff organisation: A method combining direct authority of line managers with 
advisory support from staff managers. 

• Office administration: The structured management of office operations to support 
organisational objectives. 

• Office management: The process of planning, organising, and controlling office activities 
to achieve goals. 

• Record keeping: Systematic storage and management of organisational information. 

• Standard operating procedures (SOPs): Documented instructions outlining how routine 
tasks should be performed. 

• Workflow management: Designing and monitoring the sequence of tasks to ensure 
smooth operations. 

Concept Check Questions [Series 2] 

Objective questions 

1. Who is responsible for providing expert advice in line and staff organisation? (Linked to SLO 
2.3) 
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2. Which type of office organisation concentrates authority in one location? (Linked to SLO 
2.2) 

3. What do standard operating procedures provide for routine tasks? (Linked to SLO 2.4) 

Short-answer questions 

4. Define office management and state its scope. (Linked to SLO 2.1) 

5. Give one advantage and one disadvantage of decentralised office organisation. (Linked to 
SLO 2.2) 

Long-answer questions 

6. Analyse the differences between departmental organisation and functional organisation. 
(Linked to SLO 2.3) 

o Basic response: Departmental organisation groups activities into departments, 
while functional organisation arranges them by specialised functions. 

o Value-added response: Outstanding learners may evaluate how departmental 
organisation fosters specialisation but risks duplication, while functional 
organisation ensures expertise but may reduce flexibility. 

7. Evaluate the importance of record keeping and communication in effective office 
management. (Linked to SLO 2.4) 

o Basic response: Record keeping ensures accountability and supports decision-
making, while communication coordinates activities and reduces 
misunderstandings. 

o Value-added response: Outstanding learners may discuss how modern 
technology enhances both processes, improving efficiency and compliance in 
complex organisations. 

Answers to Concept Check Questions [Series 2] 

1. Staff managers. 

2. Centralised office organisation. 

3. Documented instructions. 

4. Office management is the process of planning, organising, and controlling office activities 
to achieve goals. Its scope includes communication, record keeping, workflow, and 
resource allocation. 

5. Advantage: quicker decision-making. Disadvantage: inconsistency in policies. 
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6. Departmental organisation groups activities into departments, while functional 
organisation arranges them by specialised functions. Outstanding learners may evaluate 
strengths and weaknesses of each. 

7. Record keeping ensures accountability and supports decision-making, while 
communication coordinates activities. Outstanding learners may highlight the role of 
technology in enhancing both. 

Answers to Pilot Questions [Series 2] 

• Part 2.1: Planning, organising, controlling; communication and record keeping; smooth 
workflow and accurate documentation; efficiency, simplicity, flexibility, accountability, 
coordination; coordination. 

• Part 2.2: Authority concentrated at the top; quicker decisions but inconsistency; combines 
centralisation and decentralisation; decentralised; authority concentrated. 

• Part 2.3: Grouping into departments; managed by experts; core operations; expertise but 
rigid boundaries; unclear roles. 

• Part 2.4: Consistency and compliance; accountability; classification and secure storage; 
reduces misunderstandings; smooth operations. 

References and Attributions [Series 2] 

• Fayol, H. (1916). General and Industrial Management. 

• Weber, M. (1947). The Theory of Social and Economic Organisation. 

• Suggested OER sources for illustrations: 

o “scope of office management diagram OER” 

o “office administration importance OER” 

o “centralised office organisation diagram OER” 

o “decentralised office organisation OER” 

o “hybrid office organisation summary OER” 

o “departmental office organisation diagram OER” 

o “functional office organisation summary OER” 

o “line and staff organisation diagram OER” 

o “standard operating procedures office management OER” 

o “record keeping process diagram OER” 

o “office communication workflow management OER” 
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• AI prompt suggestions included in instructional content for Figures, Plates, and Boxes. 

 

 

 

 

Series 3: Organisational Structures And Design 
Series outline 

• Part 3.1 Concept of organisational structure 

o Definition and importance of organisational structure 

o Elements of organisational structure (authority, responsibility, span of control, 
chain of command) 

o Relationship between structure and organisational goals 

• Part 3.2 Types of organisational structures 

o Functional structure 

o Divisional structure 

o Matrix structure 

o Team-based and network structures 

• Part 3.3 Principles of organisational design 

o Unity of command and coordination 

o Specialisation and departmentalisation 

o Flexibility and adaptability 

o Balance between centralisation and decentralisation 

• Part 3.4 Contemporary issues in organisational design 

o Impact of technology on organisational design 

o Globalisation and cross-cultural structures 

o Emerging trends such as flat organisations and agile design 

 

 

Introduction 
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Every organisation needs a clear structure to function effectively. Without it, roles become 
confused, responsibilities overlap, and coordination suffers. Organisational structures and design 
provide the framework through which authority, communication, and responsibilities are 
distributed. This Series will help you understand how structures are created, why they matter, and 
how design principles adapt to modern challenges. 

The aim of this Series is to introduce you to the concept of organisational structure, explore 
different types of structures, explain the principles of organisational design, and examine 
contemporary issues that influence how organisations are shaped today. 

We shall commence this Series by examining the concept of organisational structure, focusing 
on its definition, importance, and key elements. Next, we will explore the types of organisational 
structures, including functional, divisional, matrix, team-based, and network forms. Following 
that, we will study the principles of organisational design, such as unity of command, 
specialisation, and flexibility. Finally, we will conclude with contemporary issues in 
organisational design, considering the impact of technology, globalisation, and emerging trends 
like flat and agile organisations. 

Series Learning Outcomes 

Upon completing this Series, you should be able to: 

• SLO 3.1 define organisational structure and explain its importance in achieving 
organisational goals, 

• SLO 3.2 distinguish between types of organisational structures and analyse their features, 

• SLO 3.3 describe and apply principles of organisational design to practical scenarios, and 

• SLO 3.4 evaluate contemporary issues and emerging trends in organisational design. 

 

3.1 Concept Of Organisational Structure 

3.1.1 Definition and importance of organisational structure 

Organisational structure refers to the formal arrangement of roles, responsibilities, and 
relationships within an organisation. It defines how tasks are divided, coordinated, and supervised 
to achieve organisational goals. The importance of organisational structure lies in its ability to 
provide clarity, improve communication, and ensure accountability. Without a clear structure, 
organisations risk confusion, duplication of effort, and inefficiency. 
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Short description: Diagram showing organisational structure with roles and reporting lines. 
Caption: Figure 3.1 Organisational structure and reporting relationships  

Fill in the blank: Organisational structure defines how tasks are __________, coordinated, and 
supervised. 

3.1.2 Elements of organisational structure 

The key elements of organisational structure include: 

• Authority: The right to make decisions and direct others. 

• Responsibility: The obligation to perform assigned tasks. 

• Span of control: The number of subordinates a manager can effectively supervise. 

• Chain of command: The line of authority that runs from top management to the lowest 
level. 

These elements work together to ensure that organisations function smoothly and that employees 
understand their roles and reporting relationships. 
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Caption: Box 3.1 Elements of organisational structure Short description: A summary of authority, 
responsibility, span of control, and chain of command.  

Fill in the blank: The line of authority running from top management to the lowest level is called the 
__________. 

3.1.3 Relationship between structure and organisational goals 

Organisational structure is closely linked to organisational goals. A well-designed structure 
ensures that resources are allocated effectively, communication flows smoothly, and 
responsibilities are clear. This alignment helps organisations achieve their objectives efficiently. 
For example, a company aiming for innovation may adopt a flexible structure that encourages 
collaboration, while one focused on efficiency may prefer a more hierarchical design. 
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Short description: Image of employees collaborating within a structured office environment. 
Caption: Plate 3.1 Organisational structure supporting organisational goals  

Fill in the blank: A well-designed organisational structure ensures that __________ are allocated 
effectively. 

Pilot questions 3.1 

1. What is the definition of organisational structure? 

2. Name two elements of organisational structure. 

3. Why is organisational structure important for organisations? 

4. What does span of control refer to? 

5. How does organisational structure support organisational goals? 

 

3.2 Types Of Organisational Structures 

3.2.1 Functional structure 

A functional structure groups employees based on specialised functions such as marketing, 
finance, or production. Each function is managed by an expert who oversees operations in that 
area. This structure promotes efficiency and expertise but may create silos that hinder 
communication across departments. 
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Short description: Diagram showing a functional structure with departments like marketing, 
finance, and production. Caption: Figure 3.2 Functional organisational structure  

Fill in the blank: A functional structure groups employees based on specialised __________. 

3.2.2 Divisional structure 

A divisional structure organises employees around products, services, or geographical regions. 
Each division operates as a semi-autonomous unit with its own resources and management. This 
structure allows flexibility and responsiveness to market needs but may lead to duplication of 
resources across divisions. 
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Short description: Image of divisional structure with product-based divisions. Caption: Plate 3.2 
Divisional organisational structure in practice  

Fill in the blank: A divisional structure organises employees around __________, services, or 
regions. 

3.2.3 Matrix structure 

A matrix structure combines functional and divisional approaches. Employees report to both a 
functional manager and a project or product manager. This dual reporting system encourages 
collaboration and resource sharing but can create confusion if roles are not clearly defined. 
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Short description: Diagram showing matrix structure with dual reporting lines. Caption: Figure 3.3 
Matrix organisational structure  

Fill in the blank: In a matrix structure, employees report to both a functional manager and a 
__________ manager. 

3.2.4 Team-based and network structures 

Team-based structures emphasise collaboration by organising employees into teams that work 
on specific projects or tasks. This structure fosters innovation and flexibility but may lack clear 
authority. 

Network structures rely on partnerships, alliances, and outsourcing to achieve organisational 
goals. They are highly flexible and adaptive, often used in global or technology-driven 
organisations. However, they depend heavily on trust and coordination among partners. 
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Caption: Box 3.2 Features of team-based and network structures Short description: A summary 
comparing team-based and network structures.  

Fill in the blank: Team-based structures emphasise __________ by organising employees into 
project teams. 

Pilot questions 3.2 

1. What is the main characteristic of a functional structure? 

2. How does a divisional structure organise employees? 

3. What is the key feature of a matrix structure? 

4. Name one advantage of team-based structures. 

5. Why are network structures highly flexible? 

 

3.3 Principles Of Organisational Design 

3.3.1 Unity of command and coordination 

Unity of command means that each employee should receive instructions from only one superior. 
This principle reduces confusion and ensures accountability. Coordination refers to aligning 
activities across departments so that everyone works towards common organisational goals. 
Together, these principles create clarity and harmony in operations. 
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Short description: Diagram showing unity of command and coordination across departments. 
Caption: Figure 3.4 Unity of command and coordination in organisational design  

Fill in the blank: Unity of command ensures that each employee receives instructions from only 
__________ superior. 

3.3.2 Specialisation and departmentalisation 

Specialisation involves assigning tasks based on expertise, allowing employees to focus on 
specific functions. This increases efficiency and quality of work. Departmentalisation groups 
related activities into departments, such as finance, marketing, or production, to streamline 
operations. These principles ensure that work is organised logically and resources are used 
effectively. 
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Caption: Box 3.3 Specialisation and departmentalisation Short description: A summary of how 
specialisation and departmentalisation improve efficiency.  

Fill in the blank: Departmentalisation groups related activities into __________ to streamline 
operations. 

3.3.3 Flexibility and adaptability 

Organisations must remain flexible and adaptable to respond to changes in technology, markets, 
and environments. A rigid structure may hinder innovation and responsiveness. Flexibility allows 
managers to adjust roles, processes, and structures to meet new challenges, while adaptability 
ensures long-term survival in dynamic environments. 
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Short description: Image of a flexible team adapting to new technology. Caption: Plate 3.3 
Flexibility and adaptability in organisational design  

Fill in the blank: Flexibility in organisational design allows managers to adjust __________ to meet 
new challenges. 

3.3.4 Balance between centralisation and decentralisation 

Effective organisational design requires a balance between centralisation (concentrating authority 
at the top) and decentralisation (distributing authority across levels). Centralisation ensures 
consistency and control, while decentralisation promotes responsiveness and innovation. The right 
balance depends on organisational size, goals, and environment. 
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Short description: Diagram showing balance between centralisation and decentralisation. Caption: 
Figure 3.5 Balancing centralisation and decentralisation  

Fill in the blank: Centralisation ensures consistency and control, while decentralisation promotes 
__________. 

Pilot questions 3.3 

1. What does unity of command mean in organisational design? 

2. How does specialisation improve efficiency? 

3. Why is flexibility important in organisational design? 

4. What is the difference between centralisation and decentralisation? 

5. How does coordination support organisational goals? 

 

3.4 Contemporary Issues In Organisational Design 

3.4.1 Impact of technology on organisational design 

Technology has transformed organisational design by enabling remote work, digital collaboration, 
and automation of routine tasks. Modern organisations often adopt flatter structures to take 
advantage of faster communication tools and digital platforms. While technology increases 
efficiency, it also requires organisations to adapt their structures to remain competitive. 
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Short description: Diagram showing how technology influences organisational design. Caption: 
Figure 3.6 Impact of technology on organisational design  

Fill in the blank: Technology has enabled __________ work and digital collaboration in organisations. 

3.4.2 Globalisation and cross-cultural structures 

Globalisation has led organisations to operate across multiple countries and cultures. This 
requires structures that can accommodate diverse practices, languages, and regulations. Cross-
cultural structures often emphasise flexibility, inclusivity, and communication to ensure smooth 
coordination across borders. Managers must design structures that balance global consistency 
with local responsiveness. 
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Short description: Image of a multinational team collaborating across cultures. Caption: Plate 3.4 
Globalisation and cross-cultural organisational structures  

Fill in the blank: Globalisation requires organisational structures that balance global consistency 
with __________ responsiveness. 

3.4.3 Emerging trends: flat organisations and agile design 

Flat organisations reduce hierarchical levels, promoting open communication and faster 
decision-making. They empower employees by minimising bureaucracy and encouraging 
collaboration. 

Agile design emphasises adaptability, teamwork, and iterative processes. It is particularly useful 
in industries facing rapid technological change, as it allows organisations to respond quickly to 
new challenges. Both trends reflect a shift towards more flexible and responsive organisational 
structures. 
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Caption: Box 3.4 Features of flat and agile organisational design Short description: A summary 
comparing flat organisations and agile design.  

Fill in the blank: Flat organisations reduce __________ levels to promote faster decision-making. 

Pilot questions 3.4 

1. How has technology influenced organisational design? 

2. Why is globalisation important in shaping organisational structures? 

3. What is the main characteristic of flat organisations? 

4. How does agile design help organisations respond to change? 

5. What challenge does globalisation pose for managers designing structures? 

 

Series Summary 

This Series has examined how organisational structures and design shape the way organisations 
function and achieve their goals. We began with the concept of organisational structure, defining 
its importance and exploring key elements such as authority, responsibility, span of control, and 
chain of command. We then studied the types of organisational structures, including functional, 
divisional, matrix, team-based, and network forms. Following that, we looked at the principles of 
organisational design, highlighting unity of command, specialisation, flexibility, and the balance 
between centralisation and decentralisation. Finally, we explored contemporary issues, focusing 
on the impact of technology, globalisation, and emerging trends like flat and agile organisations. 



 

 LA-NET | ONLINE LEARNING VIDEO PLATFORM FOR POST-SECONDARY & HIGHER INSTITUTION STUDENTS 

By completing this Series, you should now be able to define organisational structure, distinguish 
between different types, apply design principles, and evaluate contemporary issues. These 
outcomes align directly with the Series Learning Outcomes (SLOs) and provide you with the ability 
to understand and adapt organisational structures to meet modern challenges. 

Series Glossary 

• Agile design: An organisational approach that emphasises adaptability, teamwork, and 
iterative processes. 

• Authority: The right to make decisions and direct others. 

• Chain of command: The line of authority running from top management to the lowest level. 

• Coordination: Aligning activities across departments to achieve common goals. 

• Decentralisation: Distributing authority across different levels of the organisation. 

• Divisional structure: Organising employees around products, services, or geographical 
regions. 

• Flexibility: The ability of an organisation to adjust roles and processes to meet new 
challenges. 

• Functional structure: Grouping employees based on specialised functions such as 
marketing or finance. 

• Globalisation: The process of organisations operating across multiple countries and 
cultures. 

• Matrix structure: A structure combining functional and divisional approaches with dual 
reporting lines. 

• Network structure: A flexible organisational form relying on partnerships, alliances, and 
outsourcing. 

• Organisational structure: The formal arrangement of roles, responsibilities, and 
relationships within an organisation. 

• Responsibility: The obligation to perform assigned tasks. 

• Span of control: The number of subordinates a manager can effectively supervise. 

• Specialisation: Assigning tasks based on expertise to improve efficiency. 

• Unity of command: The principle that each employee should receive instructions from only 
one superior. 

Concept Check Questions [Series 3] 

Objective questions 
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1. Which element of organisational structure refers to the number of subordinates a manager 
can supervise? (Linked to SLO 3.1) 

2. What type of structure combines functional and divisional approaches? (Linked to SLO 3.2) 

3. Which principle ensures that each employee receives instructions from only one superior? 
(Linked to SLO 3.3) 

Short-answer questions 

4. Define organisational structure and explain its importance. (Linked to SLO 3.1) 

5. State one advantage and one disadvantage of divisional structure. (Linked to SLO 3.2) 

Long-answer questions 

6. Analyse the differences between functional and matrix structures. (Linked to SLO 3.2) 

o Basic response: Functional structures group employees by specialised functions, 
while matrix structures combine functional and divisional approaches with dual 
reporting lines. 

o Value-added response: Outstanding learners may evaluate how functional 
structures promote expertise but risk silos, while matrix structures encourage 
collaboration but may cause confusion. 

7. Evaluate the impact of technology and globalisation on organisational design. (Linked to 
SLO 3.4) 

o Basic response: Technology enables remote work and automation, while 
globalisation requires structures that balance global consistency with local 
responsiveness. 

o Value-added response: Outstanding learners may discuss how digital platforms, 
cross-cultural teams, and agile design reshape organisations to remain competitive 
in a globalised economy. 

Answers to Concept Check Questions [Series 3] 

1. Span of control. 

2. Matrix structure. 

3. Unity of command. 

4. Organisational structure is the formal arrangement of roles, responsibilities, and 
relationships within an organisation. It is important because it provides clarity, improves 
communication, and ensures accountability. 

5. Advantage: flexibility and responsiveness. Disadvantage: duplication of resources. 
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6. Functional structures group employees by specialised functions, while matrix structures 
combine functional and divisional approaches. Outstanding learners may evaluate 
strengths and weaknesses of each. 

7. Technology enables remote work and automation, while globalisation requires adaptable 
structures. Outstanding learners may highlight how agile and flat designs support 
competitiveness in global markets. 

Answers to Pilot Questions [Series 3] 

• Part 3.1: Formal arrangement of roles; authority and responsibility; clarity and 
accountability; number of subordinates; alignment with goals. 

• Part 3.2: Grouping by specialised functions; products or regions; dual reporting lines; 
innovation and flexibility; reliance on trust. 

• Part 3.3: One superior; expertise; adaptability; consistency vs responsiveness; aligning 
activities. 

• Part 3.4: Remote work and automation; cross-cultural coordination; fewer hierarchical 
levels; adaptability to change; balancing global and local needs. 

References and Attributions [Series 3] 

• Fayol, H. (1916). General and Industrial Management. 

• Weber, M. (1947). The Theory of Social and Economic Organisation. 

• Suggested OER sources for illustrations: 

o “organisational structure diagram OER” 

o “functional organisational structure diagram OER” 

o “divisional organisational structure OER” 

o “matrix organisational structure diagram OER” 

o “team-based network organisational structures summary OER” 

o “unity of command coordination organisational design OER” 

o “specialisation departmentalisation organisational design OER” 

o “flexibility adaptability organisational design OER” 

o “balance centralisation decentralisation organisational design OER” 

o “technology impact organisational design diagram OER” 

o “globalisation cross-cultural organisational structures OER” 
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o “flat organisations agile design summary OER” 

• AI prompt suggestions included in instructional content for Figures, Plates, and Boxes. 

 

 

 

 

Series 4: Leadership And Motivation Theories 
Series outline 

• Part 4.1 Concept of leadership 

o Definition and importance of leadership 

o Roles and responsibilities of leaders 

o Leadership styles (autocratic, democratic, laissez-faire) 

• Part 4.2 Leadership theories 

o Trait theory 

o Behavioural theories 

o Situational and contingency theories 

o Transformational and transactional leadership 

• Part 4.3 Motivation theories 

o Maslow’s hierarchy of needs 

o Herzberg’s two-factor theory 

o McGregor’s Theory X and Theory Y 

o Contemporary motivation approaches (self-determination, equity, expectancy 
theory) 

• Part 4.4 Application of leadership and motivation theories 

o Linking leadership and motivation in practice 

o Case examples in organisational settings 

o Challenges and best practices in applying theories 
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Introduction 

Leadership and motivation are two critical forces that drive organisational success. Leadership 
provides direction, vision, and influence, while motivation energises individuals to perform at their 
best. Together, they shape workplace culture, productivity, and employee satisfaction. 
Understanding the theories behind leadership and motivation helps managers and professionals 
apply effective strategies in real-world settings. 

The aim of this Series is to equip you with knowledge of leadership concepts, explore major 
leadership theories, examine motivation theories, and apply both sets of ideas to organisational 
practice. 

We shall commence this Series by examining the concept of leadership, focusing on its definition, 
importance, roles, and styles. Next, we will explore leadership theories, including trait, 
behavioural, contingency, transformational, and transactional perspectives. Following that, we will 
study motivation theories, such as Maslow’s hierarchy of needs, Herzberg’s two-factor theory, 
McGregor’s Theory X and Theory Y, and contemporary approaches. Finally, we will conclude with 
the application of leadership and motivation theories, linking them to organisational practice 
and exploring challenges and best practices. 

Series Learning Outcomes 

Upon completing this Series, you should be able to: 

• SLO 4.1 define leadership and explain its importance, roles, and styles, 

• SLO 4.2 distinguish between major leadership theories and analyse their relevance, 

• SLO 4.3 describe and evaluate motivation theories and their application to workplace 
settings, and 

• SLO 4.4 apply leadership and motivation theories to organisational practice, identifying 
challenges and best practices. 

 

4.1 Concept Of Leadership 

4.1.1 Definition and importance of leadership 

Leadership is the process of influencing and guiding individuals or groups toward achieving 
organisational goals. It involves setting direction, inspiring others, and fostering collaboration. 
Leadership is important because it provides vision, builds trust, and motivates employees to 
perform effectively. Without strong leadership, organisations may lack focus and struggle to 
achieve success. 
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Short description: Diagram showing leadership guiding a team toward goals. Caption: Figure 4.1 
Leadership as guidance and influence  

Fill in the blank: Leadership is the process of __________ and guiding individuals toward 
organisational goals. 

4.1.2 Roles and responsibilities of leaders 

Leaders play multiple roles in organisations, including: 

• Visionary: Setting long-term goals and direction. 

• Motivator: Inspiring and energising employees. 

• Communicator: Ensuring clear and effective information flow. 

• Decision-maker: Making strategic and operational choices. 

• Coach: Developing and mentoring team members. 

These responsibilities ensure that leaders not only manage tasks but also build strong, cohesive 
teams. 
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Caption: Box 4.1 Roles and responsibilities of leaders Short description: Summary of visionary, 
motivator, communicator, decision-maker, and coach roles.  

Fill in the blank: One role of a leader is being a __________, setting long-term goals and direction. 

4.1.3 Leadership styles 

Leadership styles reflect how leaders interact with their teams. Common styles include: 

• Autocratic: Leaders make decisions unilaterally, providing clear direction but limiting 
participation. 

• Democratic: Leaders involve team members in decision-making, encouraging 
collaboration and ownership. 

• Laissez-faire: Leaders provide minimal guidance, allowing employees freedom to make 
decisions. 

Each style has strengths and weaknesses, and effective leaders often adapt their style to the 
situation. 
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Short description: Image showing different leadership styles in practice. Caption: Plate 4.1 
Leadership styles in organisational settings  

Fill in the blank: In a __________ leadership style, leaders involve team members in decision-
making. 

Pilot questions 4.1 

1. What is the definition of leadership? 

2. Name two roles of a leader. 

3. Why is leadership important in organisations? 

4. What is the main characteristic of autocratic leadership? 

5. Which leadership style encourages collaboration and ownership? 

 

4.2 Leadership Theories 

4.2.1 Trait theory 

Trait theory suggests that effective leaders possess certain inherent qualities such as confidence, 
integrity, and intelligence. It assumes that leaders are born, not made. While this theory highlights 
important characteristics, it has been criticised for overlooking situational factors and learned 
behaviours. 
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Short description: Diagram showing key traits of effective leaders. Caption: Figure 4.2 Trait theory 
of leadership  

Fill in the blank: Trait theory assumes that leaders are __________, not made. 

4.2.2 Behavioural theories 

Behavioural theories focus on what leaders do rather than who they are. They categorise 
leadership behaviours into task-oriented (emphasising productivity and structure) and people-
oriented (emphasising relationships and support). This theory suggests that effective leadership 
can be learned and developed through practice. 
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Caption: Box 4.2 Behavioural theories of leadership Short description: Summary of task-oriented 
and people-oriented behaviours.  

Fill in the blank: Behavioural theories focus on what leaders __________ rather than who they are. 

4.2.3 Situational and contingency theories 

Situational theories argue that effective leadership depends on the context. Leaders must adapt 
their style to the needs of the situation and the readiness of their followers. 

Contingency theories build on this idea, suggesting that leadership effectiveness depends on the 
match between a leader’s style and the specific circumstances. For example, Fiedler’s 
contingency model emphasises the relationship between leadership style and situational 
favourableness. 



 

 LA-NET | ONLINE LEARNING VIDEO PLATFORM FOR POST-SECONDARY & HIGHER INSTITUTION STUDENTS 

Short description: Diagram showing situational leadership adapting to follower readiness. Caption: 
Figure 4.3 Situational and contingency theories of leadership  

Fill in the blank: Situational theories argue that effective leadership depends on the __________. 

4.2.4 Transformational and transactional leadership 

Transformational leadership inspires and motivates followers by creating a vision, fostering 
innovation, and encouraging personal growth. Transformational leaders focus on long-term change 
and development. 

Transactional leadership is based on exchanges between leaders and followers, such as rewards 
for performance or penalties for failure. It emphasises structure, rules, and short-term goals. Both 
styles can be effective depending on organisational needs. 
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Short description: Image showing transformational vs transactional leadership in practice. 
Caption: Plate 4.2 Transformational and transactional leadership styles  

Fill in the blank: Transactional leadership is based on __________ between leaders and followers. 

Pilot questions 4.2 

1. What does trait theory suggest about leaders? 

2. How do behavioural theories view leadership? 

3. What is the main idea of situational leadership? 

4. What is the difference between transformational and transactional leadership? 

5. Which contingency model emphasises the relationship between leadership style and 
situational favourableness? 

 

4.3 Motivation Theories 

4.3.1 Maslow’s hierarchy of needs 

Maslow’s hierarchy of needs is a motivational theory that arranges human needs in a pyramid, 
starting from basic physiological needs (food, shelter) to higher-level needs such as self-
actualisation. The levels include: 

• Physiological needs 

• Safety needs 
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• Social (belongingness) needs 

• Esteem needs 

• Self-actualisation 

The theory suggests that individuals are motivated to satisfy lower-level needs before progressing 
to higher ones. 

Short description: Pyramid diagram showing Maslow’s hierarchy of needs. Caption: Figure 4.3 
Maslow’s hierarchy of needs  

Fill in the blank: Maslow’s hierarchy suggests individuals satisfy __________ needs before higher 
ones. 

4.3.2 Herzberg’s two-factor theory 

Herzberg’s two-factor theory divides workplace factors into: 

• Hygiene factors: Salary, working conditions, company policies. These prevent 
dissatisfaction but do not motivate. 

• Motivators: Achievement, recognition, responsibility, growth. These create satisfaction 
and motivation. 

The theory highlights that motivation requires more than good working conditions; it depends on 
meaningful work and recognition. 
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Caption: Box 4.3 Herzberg’s two-factor theory Short description: Summary of hygiene factors vs 
motivators.  

Fill in the blank: Hygiene factors prevent dissatisfaction, while __________ create satisfaction and 
motivation. 

4.3.3 McGregor’s Theory X and Theory Y 

Theory X assumes employees are inherently lazy, dislike work, and need strict supervision and 
control. Theory Y assumes employees are self-motivated, enjoy responsibility, and can be trusted 
to work independently. 

McGregor argued that managers’ assumptions about employees influence their leadership style 
and organisational culture. 
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Short description: Diagram contrasting Theory X and Theory Y assumptions. Caption: Figure 4.4 
McGregor’s Theory X and Theory Y  

Fill in the blank: Theory Y assumes employees are __________ and enjoy responsibility. 

4.3.4 Contemporary motivation approaches 

Modern theories expand on classical ideas: 

• Self-determination theory: Focuses on autonomy, competence, and relatedness as 
drivers of motivation. 

• Equity theory: Suggests employees are motivated when they perceive fairness in rewards 
compared to others. 

• Expectancy theory: States motivation depends on the belief that effort leads to 
performance and performance leads to rewards. 

These approaches highlight the importance of psychological and social factors in motivation. 
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Short description: Image of employees motivated by fairness, autonomy, and rewards. Caption: 
Plate 4.3 Contemporary motivation approaches in practice  

Fill in the blank: Expectancy theory states motivation depends on belief that effort leads to 
__________. 

Pilot questions 4.3 

1. What are the five levels in Maslow’s hierarchy of needs? 

2. According to Herzberg, what is the difference between hygiene factors and motivators? 

3. What assumption does Theory X make about employees? 

4. How does Theory Y view employees compared to Theory X? 

5. Name one contemporary motivation theory and its key idea. 

 

4.4 Application Of Leadership And Motivation Theories 

4.4.1 Linking leadership and motivation in practice 

Effective leaders use motivation theories to inspire their teams. For example, a transformational 
leader may apply Maslow’s hierarchy by helping employees achieve self-actualisation through 
challenging projects. Similarly, a transactional leader may use Herzberg’s two-factor theory by 
ensuring hygiene factors are met while offering rewards for achievement. The link between 
leadership and motivation ensures that employees are both guided and energised. 
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Short description: Diagram showing leadership styles linked with motivation theories. Caption: 
Figure 4.5 Linking leadership and motivation theories in practice  

Fill in the blank: Transformational leaders may apply Maslow’s hierarchy by helping employees 
achieve __________. 

4.4.2 Case examples in organisational settings 

In practice, organisations combine leadership and motivation theories to improve performance: 

• A democratic leader may use equity theory to ensure fairness in rewards, boosting 
morale. 

• A situational leader may apply expectancy theory, motivating employees by clarifying 
how effort leads to performance and rewards. 

• A transactional leader may rely on Theory X assumptions, using supervision and 
incentives to maintain productivity. 

These examples show how theories are adapted to fit organisational contexts. 
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Short description: Image of workplace leaders applying motivation theories. Caption: Plate 4.4 
Case examples of leadership and motivation in organisations  

Fill in the blank: A situational leader may apply expectancy theory by clarifying how __________ 
leads to rewards. 

4.4.3 Challenges and best practices in applying theories 

Applying leadership and motivation theories is not without challenges. Leaders may face: 

• Diverse employee needs that require different motivational approaches. 

• Resistance to change when introducing new leadership styles. 

• Difficulty balancing short-term rewards with long-term development. 

Best practices include: 

• Adapting leadership style to the situation and individual needs. 

• Combining multiple motivation theories for a holistic approach. 

• Ensuring fairness, transparency, and recognition in all practices. 
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Caption: Box 4.4 Challenges and best practices in applying leadership and motivation theories 
Short description: Summary of challenges and best practices in applying theories.  

Fill in the blank: One best practice in applying leadership and motivation theories is ensuring 
__________ and recognition. 

Pilot questions 4.4 

1. How can transformational leaders apply Maslow’s hierarchy of needs? 

2. Give one example of a leader applying equity theory in practice. 

3. What challenge might leaders face when applying motivation theories? 

4. What is one best practice for applying leadership and motivation theories? 

5. How does expectancy theory link effort, performance, and rewards? 

 

Series Summary 

This Series has explored the theories of leadership and motivation, showing how they shape 
organisational performance and employee behaviour. We began with the concept of leadership, 
defining its importance, roles, and styles. Then we examined leadership theories, including trait, 
behavioural, situational/contingency, transformational, and transactional perspectives. Following 
that, we studied motivation theories, such as Maslow’s hierarchy of needs, Herzberg’s two-factor 
theory, McGregor’s Theory X and Theory Y, and contemporary approaches like self-determination, 
equity, and expectancy theory. Finally, we looked at the application of leadership and motivation 
theories, linking them to practice, case examples, and best practices. 
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By completing this Series, you should now be able to define leadership, distinguish between 
leadership theories, evaluate motivation theories, and apply both sets of theories to 
organisational practice. These outcomes align directly with the Series Learning Outcomes (SLOs). 

Series Glossary 

• Autocratic leadership: Style where leaders make decisions unilaterally. 

• Behavioural theories: Leadership theories focusing on actions and behaviours rather than 
traits. 

• Contingency theory: Leadership effectiveness depends on the match between style and 
situation. 

• Democratic leadership: Style involving team members in decision-making. 

• Equity theory: Motivation theory based on fairness in rewards. 

• Expectancy theory: Motivation depends on belief that effort leads to performance and 
rewards. 

• Herzberg’s two-factor theory: Distinguishes hygiene factors (prevent dissatisfaction) and 
motivators (create satisfaction). 

• Laissez-faire leadership: Style with minimal guidance, allowing employee autonomy. 

• Maslow’s hierarchy of needs: Pyramid of human needs from physiological to self-
actualisation. 

• McGregor’s Theory X: Assumes employees dislike work and need strict supervision. 

• McGregor’s Theory Y: Assumes employees are self-motivated and enjoy responsibility. 

• Motivators: Factors that create satisfaction, such as achievement and recognition. 

• Self-determination theory: Motivation driven by autonomy, competence, and relatedness. 

• Situational leadership: Leadership style adapts to follower readiness and context. 

• Trait theory: Suggests leaders are born with inherent qualities. 

• Transactional leadership: Leadership based on exchanges of rewards and penalties. 

• Transformational leadership: Inspires followers through vision, innovation, and personal 
growth. 

Concept Check Questions [Series 4] 

Objective questions 

1. Which leadership theory assumes leaders are born, not made? (Linked to SLO 4.2) 
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2. What are the two categories in Herzberg’s two-factor theory? (Linked to SLO 4.3) 

3. Which leadership style involves team members in decision-making? (Linked to SLO 4.1) 

Short-answer questions 

4. Define leadership and explain its importance. (Linked to SLO 4.1) 

5. State one difference between transformational and transactional leadership. (Linked to 
SLO 4.2) 

Long-answer questions 

6. Analyse McGregor’s Theory X and Theory Y and their impact on organisational culture. 
(Linked to SLO 4.3) 

o Basic response: Theory X assumes employees dislike work and need control, while 
Theory Y assumes employees are self-motivated and enjoy responsibility. 

o Value-added response: Outstanding learners may evaluate how Theory X creates 
rigid cultures, while Theory Y fosters innovation and trust. 

7. Evaluate how leaders can apply motivation theories in practice. (Linked to SLO 4.4) 

o Basic response: Leaders can use Maslow’s hierarchy to meet employee needs and 
Herzberg’s motivators to create satisfaction. 

o Value-added response: Outstanding learners may discuss combining multiple 
theories, adapting to diverse needs, and ensuring fairness and recognition. 

Answers to Concept Check Questions [Series 4] 

1. Trait theory. 

2. Hygiene factors and motivators. 

3. Democratic leadership. 

4. Leadership is the process of influencing and guiding individuals toward organisational 
goals. It is important because it provides vision, builds trust, and motivates employees. 

5. Transformational leadership inspires long-term change, while transactional leadership 
focuses on short-term exchanges of rewards and penalties. 

6. Theory X assumes employees dislike work and need control, while Theory Y assumes 
employees are self-motivated. Outstanding learners may evaluate their cultural impacts. 

7. Leaders can apply Maslow’s hierarchy and Herzberg’s motivators. Outstanding learners 
may highlight combining theories and adapting to diverse employee needs. 

Answers to Pilot Questions [Series 4] 
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• Part 4.1: Influencing and guiding; visionary and motivator; provides vision and trust; 
unilateral decisions; democratic style. 

• Part 4.2: Leaders are born; focus on behaviours; depends on context; vision vs rewards; 
Fiedler’s model. 

• Part 4.3: Physiological, safety, social, esteem, self-actualisation; hygiene vs motivators; 
lazy employees; self-motivated employees; equity, expectancy, or self-determination. 

• Part 4.4: Self-actualisation through projects; fairness in rewards; diverse needs; fairness 
and recognition; effort → performance → rewards. 

References and Attributions [Series 4] 

• Maslow, A. (1943). A Theory of Human Motivation. 

• Herzberg, F. (1959). The Motivation to Work. 

• McGregor, D. (1960). The Human Side of Enterprise. 

• Burns, J. M. (1978). Leadership. 
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o “transformational transactional leadership comparison OER” 

o “Maslow hierarchy of needs pyramid OER” 

o “Herzberg two-factor theory summary OER” 

o “McGregor Theory X and Theory Y diagram OER” 

o “contemporary motivation theories workplace OER” 

o “leadership motivation theories application diagram OER” 

o “leadership motivation theories workplace examples OER” 

o “challenges best practices leadership motivation theories OER” 

• AI prompt suggestions included in instructional content for Figures, Plates, and Boxes. 
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Series 5: Managing Change And Procedures 
Series outline 

• Part 5.1 Concept of organisational change 

o Definition and importance of change management 

o Drivers of organisational change (internal and external) 

o Resistance to change and its implications 

• Part 5.2 Models and approaches to change management 

o Lewin’s three-step model (unfreeze–change–refreeze) 

o Kotter’s eight-step model 

o Other contemporary approaches (ADKAR, Bridges’ transition model) 

• Part 5.3 Procedures for managing change 

o Planning and communication strategies 

o Employee involvement and training 

o Monitoring and evaluation of change initiatives 

• Part 5.4 Challenges and best practices in change management 

o Common obstacles in implementing change 

o Best practices for overcoming resistance 

o Sustaining change and embedding new procedures 

 

 

Introduction 

Change is inevitable in every organisation. Whether driven by technology, competition, regulations, 
or internal restructuring, organisations must adapt to survive and thrive. Managing change 
effectively requires clear procedures, strong leadership, and an understanding of human 
behaviour. Poorly managed change often leads to resistance, confusion, and failure, while well-
managed change can enhance innovation, efficiency, and employee engagement. 
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The aim of this Series is to provide you with knowledge of organisational change, explore models 
and approaches to change management, examine procedures for managing change, and evaluate 
challenges and best practices. 

We shall commence this Series by examining the concept of organisational change, focusing on 
its definition, importance, drivers, and resistance. Next, we will explore models and approaches 
to change management, including Lewin’s three-step model, Kotter’s eight-step model, and 
contemporary approaches. Following that, we will study procedures for managing change, such 
as planning, communication, employee involvement, and evaluation. Finally, we will conclude with 
challenges and best practices in change management, identifying obstacles and strategies for 
sustaining change. 

Series Learning Outcomes 

Upon completing this Series, you should be able to: 

• SLO 5.1 define organisational change and explain its drivers and resistance, 

• SLO 5.2 distinguish between major models and approaches to change management, 

• SLO 5.3 describe procedures for managing change effectively, and 

• SLO 5.4 evaluate challenges and best practices in implementing and sustaining change. 

 

5.1 Concept Of Organisational Change 

5.1.1 Definition and importance of change management 

Organisational change refers to the process of altering structures, strategies, processes, or 
cultures within an organisation to adapt to internal and external pressures. Change management is 
the structured approach to guiding individuals and organisations through these transitions. It is 
important because it helps organisations remain competitive, innovative, and resilient in dynamic 
environments. 
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Short description: Diagram showing organisational change process. Caption: Figure 5.1 
Organisational change and its importance  

Fill in the blank: Organisational change refers to the process of altering __________, strategies, 
processes, or cultures. 

5.1.2 Drivers of organisational change 

Organisational change is driven by both internal and external factors: 

• Internal drivers: Leadership decisions, employee needs, restructuring, innovation. 

• External drivers: Market competition, technological advances, regulatory changes, 
globalisation. 

Recognising these drivers helps organisations anticipate and prepare for change rather than react 
to crises. 
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Caption: Box 5.1 Drivers of organisational change Short description: Summary of internal and 
external drivers of change.  

Fill in the blank: Market competition and technological advances are examples of __________ 
drivers of change. 

5.1.3 Resistance to change and its implications 

Resistance to change occurs when employees or stakeholders oppose new initiatives. Common 
causes include fear of the unknown, loss of control, lack of trust, or poor communication. 
Resistance can slow down or derail change efforts, but it can also provide valuable feedback if 
managed constructively. Leaders must address resistance through communication, involvement, 
and support. 
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Short description: Image of employees showing resistance to organisational change. Caption: 
Plate 5.1 Resistance to change in organisations  

Fill in the blank: Resistance to change often arises from fear of the __________. 

Pilot questions 5.1 

1. What is the definition of organisational change? 

2. Name two internal drivers of organisational change. 

3. Give two examples of external drivers of organisational change. 

4. What are common causes of resistance to change? 

5. How can leaders address resistance to change? 

 

5.2 Models And Approaches To Change Management 

5.2.1 Lewin’s three-step model 

Kurt Lewin proposed a simple yet powerful model for managing change: 

• Unfreeze: Preparing the organisation by recognising the need for change and reducing 
resistance. 

• Change: Implementing new processes, behaviours, or structures. 

• Refreeze: Stabilising the organisation after change to ensure new practices are embedded. 

This model emphasises the importance of preparation and reinforcement in successful change. 
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Short description: Diagram showing Lewin’s three-step model (unfreeze–change–refreeze). 
Caption: Figure 5.2 Lewin’s three-step model of change  

Fill in the blank: Lewin’s model begins with the __________ stage, preparing the organisation for 
change. 

5.2.2 Kotter’s eight-step model 

John Kotter developed a more detailed model with eight steps: 

1. Establish a sense of urgency 

2. Form a guiding coalition 

3. Develop a vision and strategy 

4. Communicate the vision 

5. Empower employees for action 

6. Generate short-term wins 

7. Consolidate gains and produce more change 

8. Anchor new approaches in the culture 

This model provides a comprehensive roadmap for managing complex organisational change. 
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Caption: Box 5.2 Kotter’s eight-step model Short description: Summary of Kotter’s eight steps for 
change management.  

Fill in the blank: Kotter’s model emphasises anchoring new approaches in the __________. 

5.2.3 Contemporary approaches 

Modern organisations often use flexible models such as: 

• ADKAR model: Focuses on Awareness, Desire, Knowledge, Ability, and Reinforcement. 

• Bridges’ transition model: Emphasises the psychological transition individuals undergo 
during change (ending, neutral zone, new beginning). 

• Agile change management: Encourages iterative, adaptive approaches to change in fast-
moving environments. 

These approaches highlight the human and adaptive aspects of change management. 
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Short description: Image showing contemporary change management approaches in practice. 
Caption: Plate 5.2 Contemporary approaches to change management  

Fill in the blank: The ADKAR model includes Awareness, Desire, Knowledge, Ability, and __________. 

Pilot questions 5.2 

1. What are the three stages in Lewin’s model? 

2. Name two steps in Kotter’s eight-step model. 

3. What does the ADKAR model stand for? 

4. How does Bridges’ transition model view change? 

5. Why is refreezing important in Lewin’s model? 

 

5.3 Procedures For Managing Change 

5.3.1 Planning and communication strategies 

Successful change begins with planning. Leaders must set clear objectives, identify resources, 
and outline timelines. Equally important is communication—employees need to understand why 
change is happening, what it involves, and how it affects them. Transparent communication 
reduces uncertainty and builds trust. 
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Short description: Diagram showing planning and communication in change management. 
Caption: Figure 5.3 Planning and communication strategies in change management  

Fill in the blank: Transparent __________ reduces uncertainty and builds trust during change. 

5.3.2 Employee involvement and training 

Change is more effective when employees are actively involved. Participation fosters ownership 
and reduces resistance. Training equips employees with the skills needed to adapt to new 
processes or technologies. Involving employees in decision-making and providing adequate 
training ensures smoother transitions. 
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Caption: Box 5.3 Employee involvement and training in change management Short description: 
Summary of employee participation and training benefits.  

Fill in the blank: Employee __________ fosters ownership and reduces resistance to change. 

5.3.3 Monitoring and evaluation of change initiatives 

Monitoring ensures that change initiatives are progressing as planned. Evaluation helps determine 
whether objectives have been achieved and identifies areas for improvement. Tools such as 
performance metrics, feedback surveys, and progress reports are commonly used. Continuous 
monitoring and evaluation allow organisations to adjust strategies and sustain change. 
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Short description: Image of managers monitoring and evaluating change initiatives. Caption: Plate 
5.3 Monitoring and evaluation of change initiatives  

Fill in the blank: Continuous monitoring and __________ allow organisations to adjust strategies and 
sustain change. 

Pilot questions 5.3 

1. Why is communication important in managing change? 

2. How does employee involvement reduce resistance? 

3. What role does training play in change management? 

4. Name one tool used for monitoring change initiatives. 

5. Why is evaluation necessary after implementing change? 

 

5.4 Challenges And Best Practices In Change Management 

5.4.1 Common obstacles in implementing change 

Organisations often face several obstacles when introducing change: 

• Employee resistance: Fear of the unknown, loss of control, or mistrust. 

• Poor communication: Lack of clarity about goals and processes. 

• Insufficient resources: Limited time, budget, or skills to support change. 

• Cultural barriers: Organisational culture that resists innovation or new practices. 
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These obstacles can delay or derail change initiatives if not addressed proactively. 

Short description: Diagram showing common obstacles to change. Caption: Figure 5.4 Obstacles 
in implementing organisational change  

Fill in the blank: One common obstacle to change is __________ resistance. 

5.4.2 Best practices for overcoming resistance 

To overcome resistance and ensure successful change, leaders can adopt best practices such as: 

• Effective communication: Clearly explain the purpose and benefits of change. 

• Employee involvement: Engage staff in planning and decision-making. 

• Training and support: Provide resources to help employees adapt. 

• Leadership commitment: Demonstrate strong and consistent support for change. 

These practices build trust, reduce fear, and encourage acceptance of new initiatives. 
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Caption: Box 5.4 Best practices for overcoming resistance Short description: Summary of 
communication, involvement, training, and leadership commitment.  

Fill in the blank: One best practice for overcoming resistance is effective __________. 

5.4.3 Sustaining change and embedding new procedures 

Sustaining change requires embedding new behaviours and procedures into organisational 
culture. This involves: 

• Reinforcing change through policies and rewards. 

• Monitoring progress and celebrating successes. 

• Aligning new procedures with long-term organisational goals. 

• Continuously adapting to evolving environments. 

Embedding change ensures that improvements are not temporary but become part of the 
organisation’s identity. 
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Short description: Image of employees adopting and sustaining new procedures. Caption: Plate 5.4 
Sustaining change and embedding new procedures  

Fill in the blank: Sustaining change requires embedding new behaviours into organisational 
__________. 

Pilot questions 5.4 

1. What are two common obstacles to implementing change? 

2. How can effective communication help overcome resistance? 

3. Why is leadership commitment important in change management? 

4. Name one way to sustain change in an organisation. 

5. What role does organisational culture play in embedding new procedures? 

 

Series Summary 

This Series has examined how organisations manage change and procedures to remain 
competitive and resilient. We began with the concept of organisational change, exploring its 
definition, importance, drivers, and resistance. Next, we studied models and approaches to 
change management, including Lewin’s three-step model, Kotter’s eight-step model, and 
contemporary approaches such as ADKAR and Bridges’ transition model. We then looked at 
procedures for managing change, focusing on planning, communication, employee involvement, 
training, monitoring, and evaluation. Finally, we explored challenges and best practices, 
highlighting common obstacles, strategies for overcoming resistance, and ways to sustain change 
by embedding new procedures into organisational culture. 
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By completing this Series, you should now be able to define organisational change, distinguish 
between change management models, describe procedures for managing change, and evaluate 
challenges and best practices. These outcomes align directly with the Series Learning Outcomes 
(SLOs). 

Series Glossary 

• ADKAR model: A change management framework focusing on Awareness, Desire, 
Knowledge, Ability, and Reinforcement. 

• Change management: A structured approach to guiding individuals and organisations 
through transitions. 

• Contingency approach: Emphasises adapting leadership and change strategies to specific 
situations. 

• Drivers of change: Internal or external factors that push organisations to adapt. 

• Employee resistance: Opposition to change due to fear, mistrust, or lack of clarity. 

• Kotter’s eight-step model: A comprehensive roadmap for managing organisational 
change. 

• Lewin’s three-step model: A foundational change model involving unfreeze, change, and 
refreeze stages. 

• Monitoring and evaluation: Processes for tracking progress and assessing outcomes of 
change initiatives. 

• Organisational culture: Shared values and practices that influence how change is 
received. 

• Resistance to change: Opposition that can hinder or delay change initiatives. 

• Sustaining change: Embedding new behaviours and procedures into organisational 
culture. 

Concept Check Questions [Series 5] 

Objective questions 

1. Which model of change includes unfreeze, change, and refreeze stages? (Linked to SLO 
5.2) 

2. What does ADKAR stand for? (Linked to SLO 5.2) 

3. Which factor is an example of an external driver of change? (Linked to SLO 5.1) 

Short-answer questions 

4. Define organisational change and explain its importance. (Linked to SLO 5.1) 
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5. State one best practice for overcoming resistance to change. (Linked to SLO 5.4) 

Long-answer questions 

6. Compare Lewin’s three-step model and Kotter’s eight-step model. (Linked to SLO 5.2) 

o Basic response: Lewin’s model is simpler with three stages, while Kotter’s model 
provides eight detailed steps. 

o Value-added response: Outstanding learners may evaluate how Lewin’s model is 
useful for basic change, while Kotter’s model is better suited for complex 
organisational transformations. 

7. Evaluate challenges and best practices in sustaining organisational change. (Linked to SLO 
5.4) 

o Basic response: Challenges include resistance, poor communication, and lack of 
resources. Best practices include effective communication, employee involvement, 
and leadership commitment. 

o Value-added response: Outstanding learners may discuss embedding change into 
culture, aligning procedures with long-term goals, and celebrating successes to 
reinforce change. 

Answers to Concept Check Questions [Series 5] 

1. Lewin’s three-step model. 

2. Awareness, Desire, Knowledge, Ability, Reinforcement. 

3. Market competition or technological advances. 

4. Organisational change is the process of altering structures, strategies, processes, or 
cultures to adapt to pressures. It is important because it ensures competitiveness and 
resilience. 

5. Effective communication. 

6. Lewin’s model has three stages, while Kotter’s has eight steps. Outstanding learners may 
evaluate their suitability for different contexts. 

7. Challenges include resistance and poor communication. Best practices include 
embedding change into culture and aligning with long-term goals. 

Answers to Pilot Questions [Series 5] 

• Part 5.1: Altering structures, strategies, processes, or cultures; leadership decisions and 
innovation; market competition and regulations; fear of the unknown; communication and 
involvement. 
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• Part 5.2: Unfreeze–change–refreeze; urgency and guiding coalition; Awareness, Desire, 
Knowledge, Ability, Reinforcement; psychological transition; stabilising new practices. 

• Part 5.3: Builds trust; fosters ownership; equips employees with skills; feedback surveys; 
evaluation ensures objectives achieved. 

• Part 5.4: Employee resistance and poor communication; explaining purpose and benefits; 
leadership commitment; reinforcing change through policies; culture influences 
embedding. 

References and Attributions [Series 5] 

• Lewin, K. (1947). Frontiers in Group Dynamics. 

• Kotter, J. (1996). Leading Change. 

• Hiatt, J. (2006). ADKAR: A Model for Change in Business, Government and Our Community. 

• Bridges, W. (1991). Managing Transitions. 

• Suggested OER sources for illustrations: 

o “organisational change management diagram OER” 

o “drivers of organisational change OER” 

o “resistance to organisational change OER” 

o “Lewin three-step change model diagram OER” 

o “Kotter eight-step change model summary OER” 

o “contemporary change management approaches OER” 

o “planning communication change management diagram OER” 

o “employee involvement training change management OER” 

o “monitoring evaluation organisational change OER” 

o “obstacles implementing organisational change OER” 

o “best practices overcoming resistance organisational change OER” 

o “sustaining organisational change embedding procedures OER” 

• AI prompt suggestions included in instructional content for Figures, Plates, and Boxes. 
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