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¢ Course code: BED 121
e Course title: Office Administration and Management

e Course credit load: 2

Series 1: Foundations of Management Thought
Series outline
e Part 1: Evolution of Management Thought
o Early management practices
o Classical managementtheories
o Modern management perspectives
e Part2: Core Management Theories
o Scientific management
o Administrative theory
o Human relations approach
o Systems and contingency theories
e Part 3: Principles and Functions of Management
o Keymanagement principles
o Functions of management: planning, organising, leading, controlling
¢ Part4: Managers and Their Environment
o. Therole'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, humanrelations,
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,
o SLO 1.2 explain major managementtheories and their contributions,

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

e 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.

-

o)
MET | ONLINE LEARNING VIDEO PLATFORM FOR POST-SECONDARY & HIGHER INSTITUTION STUDENTS



i ﬂ ANCIENT MANAGEMENT PRACTICES LABOR ORGANISATION FOR PYRAMID CONSTRUCTlON ﬁ i
‘ OVERALL CONTROL: PHARAOH & VIZIER i

T 1
DIRECTOR OF WORKS (Hemiunu) CHIEF ARCHITECT/OVERSEER OF ROYAL WORKS
LABOUR FORCE IC)RGANISATION

+ + + +
WORKFORCE STAR GREEN g LITTLE PERFECT
(The Phyle System) (Imy-Nisut) (Wadj) =

N \
SUPERVISION SUPERVISORS g Qﬁ SCRIBES ﬁ %I \" SUPERVISORS E{ Hz SUPERVISORSﬁ ﬂ
& TEAMS (Hr-p) I—J (Seshu) i ll g (Hr-p) j (Hr-p) “ j

(Nedjes) (Neferu)

SUPPORT
of 10 mers ”l‘ H'T'lt ‘l““ k: AI St 'ﬂﬂﬂ ; A ‘l ) of‘lO men) i A‘i'ﬂ'l ll'l A;l i l‘ i

TEAMLEADER  TRANSPORTATION.  TEAM LEADER i TEAM LEADER TEAM LEADER
(imi-Ra-Khartu) &/ GrkRackarm | ——EEACEMENIy R R bty s SURRORTI 0, (imi-Ra-Khartu)

CONSTRUCTION SITE VIEW

"~ QUARRY TEAM * RAMP TEAM
_ (GREENPHYLE) (STAR PHYLE) (NEFERU PHYLE)

-—

Short description: Diagram showing labour organisation in ancient civilisations. Caption: Figure 1.
Organisation of labour in early management practices

Fillin 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
thatmanagement 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.

Fillin 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

Fillin 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 s the key characteristic of bureaucracy according to Max Weber?
4. Which'approach emphasises worker satisfaction and group dynamics?

5. In systemstheory, 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 studyin a factory setting. Caption: Figure 1.3
Scientific management time and motion study

Fillin the blank: Frederick Taylor’s scientific management focused on

efficiency.

1.2.2 Administrative theory

to improve

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.

Fillin the blank: Fayol’s administrative theory identified

management.

1.2.3 Human relations approach

as one of the five functions of

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 descrlptlon Image of workers in a group discussion during the Hawthorne studies. Caption: |
Plate 1.1 Workers in group dynamics during Hawthorne studies

Fillin the blank: Elton Mayo’s human relations approach emphasised

productivity.

1.2.4 Systems and contingency theories

as a key factorin

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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CONTINGENCY THEORY: MANAGEMENT AS A SITUATIONAL PROCESS (OER)

2. MANAGEMENT ACTIONS
1. SITUATIONAL FACTORS (CONTINGENCIES) T
- WORKFORCE ) ORGANIZATIONAL | LEADERSHIP
STRUCTURE STYLE

TASK-ORIENTED
Focus on
completion
lF'TH EN - Adapt leadership behavir
. (focus on completion) /
MECHANISTIC
MANAGEMENT (Stable/Bureaucratic) = %
DECISION MAKING > Y
F .
Analyze situation to ocl!',:rommrywp ogsgxm‘gﬁnu
select the most Adapt leadership behavior EFFECTIVENESS
appropriate management ) @ (e.g. directive, supportive, Performance
approach for unigue ) participative) Goal Achievement
circumstances. Survival
(‘THERE IS NO ONE ommc | COTROL SVS:EMS Worker Satisfaction
BEST WAY'). Flexible/Adapti e
[{ e.)u e/Adaptive) EQ @
Adjust structure i

(e.g.,fjob specialization, || TIGHT CONTROL gqq empowerment

:CHNOLOGY WORKFORCE
» Work processes « Skill levels
+ Automation « Experience

+ Motivation ‘ormalization, Adjust measurement and
+ Group dynamics centralization) guidance (e.g., explicit
rules, self- i )
MONITOR & ADAPT

REASSESS CONTINGENCIES
CONTINUOUS LOOP

@OER

Short description: Diagram showing contingency theory with situational factors influencing
management decisions. Caption: Figure 1.4 Contingency theory situational factors

Fillin 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 studiesled 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.

Fillin the blank: The principle of

only one superior.

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

ensuresthat each employee receives instructions from

The functions of management describe the core activities managers perform to achieve
organisational goals. Fayol’simodel.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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MANAGEMENT FUNCTIONS CYCLE: AN EDUCATIONAL OVERVIEW (OER)
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Short description: Diagram showing the cycle of planning, organising, leading, and controlling.
Caption: Figure 1.5 The management functions cycle

Fillin 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. Whatis the main purpose of planning in management?
4. Which management function focuses on motivating and guiding employees?

5. Whatdoes 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 ateamin.an office setting. Caption: Plate 1.2 A
manager coordinating team activities

Fillin 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,
suchas 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

Fillin 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.

Fillin the blank: Operational tasks are concerned with day-to-day activities, while strategic
responsibilities focus on

Pilot questions 1.4
1. Whatis 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. Whatis 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.

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

e 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.

e Manager: Anindividual 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 divisionof labourand unity of command.

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

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

Concept Check Questions [Series 1]
Objective questions
1., Whointroduced 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 managerisan individual responsible for planning, organising, leading, and controlling
resources to achieve organisational goals. Their primary role is to bridge organisational
objectives with warkforce efforts.

5. Planning and organising.

6./ Classicaltheories 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]

e Part 1: Authority and tradition; Henri Fayol; rules and hierarchy; human relations approach;
inputs, processes, outputs.

-
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o Part 2: Frederick Taylor, efficiency; planning, organising, commanding, coordinating,
controlling; Hawthorne studies; organisations as systems; situational factors.

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

o Part4: Bridge between goals and workforce; employees and resources; competitors and
regulations; operational vs strategic; importance of balance.

References and Attributions [Series 1]
e Fayol, H. (1916). General and Industrial Management.
e Taylor, F. W. (1911). The Principles of Scientific Management.
o Weber, M. (1947). The Theory of Social and Economic Organisation.
e Mayo, E. (1933). The Human Problems of an Industrial Civilisation.
o Suggested OER sources for illustrations:
o “scientific management diagram OER?”
o “Fayol functions of management summary OER”
o “Hawthorne studies human relations OER”
o “systemstheory management diagram OER”
o “internal external environment management diagram OER”

o Al prompt suggestions included ininstructional content for Figures, Plates, and Boxes.

Series 2: Principles Of Office Administration
Series outline
e | 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
e Part 2.2 Types of office organisation

-
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o Centralised office organisation
o Decentralised office organisation
o Hybrid approaches
e 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:

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

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

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

e 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.

CER
! SCOPE OF OFFICE MANAGEMENT INTEGRATED CYCLE DIAGRAM :
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Short description: Diagram showing the scope of office management functions. Caption: Figure 2.1
Scope of office management
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Fillin 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.
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O
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:

o . Efficiency: Achieving maximum output with minimum resources.
o 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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e Coordination: Aligning office activities with organisational goals.

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

organisational success.

PRINCIPLE

DESCRIPTION

KEY FUNCTION / APPLICATION

CORE PRINCIPLES OF OFFICE MANAGEMENT: AN OER SUMMARY

GOAL / EFFECT
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&5_, ployees.
—— SPAN OF MANAGEMENT | A manager supervises a limited and | Assessing performance, facilitating | BOOSTING SUPERVISORY
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Caption: Box 2.1 Core principles of office management Short description: A summary of efficiency,
simplicity, flexibility, accountability, and coordination.

Fillin the blank: One principle of office management is

responsible for their tasks.

Pilot questions 2.1

1. What is the definition of office management?

2. Nametwo areas covered by the scope of office management.

3. Why is office administration important in organisations?

4.  Listthree 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

, Which ensures individuals are

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.
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Short description: Diagram showing a centralised office structure with authority concentrated at
the top. Caption: Figure 2.2 Centralised office organisation structure
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Fillin 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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CER 289
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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

Fillin 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.

Fillin the blank: A hybrid office organisation combines elements of and
decentralisation.

Pilot questions 2.2
1. Whatis 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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DEPARTMENTAL OFFICE ORGANISATION: INTEGRATED FUNCTIONS & ECOSYSTEM (OER)
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Short description: Diagram showing departmental organisation with separate specialised units.

Caption: Figure 2.3 Departmental organisation structure

Fillin the blank: Departmental organisation groups office activities into

functions or tasks.

2.3.2 Functional organisation

based on

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 createrigid 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.

Fillin 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 managersi.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

Fillin 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. Whatis therole 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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£ 3 THE BENEFITS OF STANDARD OPERATING PROCEDURES (SOPs)

O‘@ IN OFFICE MANAGEMENT: A SUMMARY (OER)
£ KEY ADVANTAGES & IMPACT FOR THE ORGANISATION £}
BENEFIT CATEGORY IMPACT & DESCRIPTION 4
(Themed with icons from <IMAGE 1) (Descriptive text, prioritized like <IMAGE2>) REAL-WORLD OFFICE EXAMPLE(S)
STREAMLINED WORKFLOWS: + Unified invoice processing from receipt to payment
@ gPErR&A'(I:"IOkN_AL tEEFI(i},Eﬁ':&YU (Y Minimises ambiguity and duplicated efforts. * Standardised customer service response scripts
ears & Clock - matehing Prioritises task flow and resource use. Lr—QSl{%%?g} + Weekly office supply inventory control.
CONSISTENCY & QUALITY PREDICTABLE OUTPUTS: - + Document filing in a central cloud with shared protocols
& (Checkmark & Scale -?natching m Fgfggﬁf "Q,',ff,’,’s'“aﬁéegé‘&}2{}3’"';9”9“"” tasks, « New employee onboarding following a detailed checklist
<IMAGE 0> & <IMAGE 1) Fosters%nternal accountability.l + Weekly data backup procedures for all departments.

ONBOARDING & TRAINING - /l:‘c\cse}.eErSteLsE:I('i‘II'ﬂyﬁi:sition ST Ba. * A detailed step-by-step guide for using new CRM software
(People & Lightbulb - matching '@' by providing clear, agcessible instructions. ¢ (U On-demand training videos explaining core business processes

<IMAGE 2 & <IMAGE 1) Directs staff development. @) ( + Performance reviews following a consistent evaluation rubric.
RISK MANAGEMENT SAFETY & LEGALITY: « Fire evacuation protocols and regular drills
& COMPLIANCE Minimises hazards and standardises » Data privacy procedures following strict regulations (e.g.,
(Shield & Document - matching responses for emergency situations. GDPR, CCPA)
<IMAGED & <IMAGE 1) Ensures statutory compliance with regulations. + Accident and incident reporting with standard forms.

\ CONTINUOUS MEASURABLE RESULTS: ) * Tracking customer satisfaction scores for a specific CS agent
‘ & IMPROVEMENT @ ﬁ:g{;@‘:ﬁ;gﬂ%ﬂ;g ;%‘i:::é‘;:" ics to/gf * Reviewing Production element descriptions for refined time savings
(Gears & Target - matching OEP) Reassess and adapts proce dires + Annual feedback loops to update all SOPs based on efﬁc:eicyi Eams.

o] g <
Caption: Box 2.4 Benefits of standard operating procedures Short description: A summary of how
SOPs improve consistency, efficiency, and compliance.

Fillin 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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* ORIGINATION & RECEIPT SYSTEMATIC CODING & INDEXING
» DOCUMENT DESIGN SECURITY CLASSIFICATION
* DIGITAL & PHYSICAL FORMATS 2\ \ - ACCESS CONTROL
« AUTHORS & CONTRIBUTORS INTEGRATED % \ | Z | METADATA CAPTURE
CONTINUOUS IMPROVEMENT: RECORD Wi =1 X /72\ NTERNAL AUDIT & \
FEEDBACK LOOPS KEEPING CYCLE i U SECURITY REVIEW &
G4t ® L

SEARCHING & LOCATING *

ol L SECURE ARCHIVING & BACKUP
CLIMATE & ACCESS CONTROL
J RETENTION SCHEDULES * {
) TRACKING & REPORTING * DATA INTEGRITY
‘ | - STATUTORY COMPLIANCE

[ THE ROLE OF THE OFFICE MANAGER ] 4 ‘ \

Short description: Diagram showing record keeping process from creation to storage and retrieval.
Caption: Figure 2.5 Record keeping and documentation process

Fillin 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. |t 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 alighed with organisational goals.
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INTEGRATED WORKFLOW & COMMUNICATION MANAGEMENT CYCLE (OER)

INTERNAL COMMUNICATION

C & ¢k O

P

PROJECT & TASK COLLABORATION.

b2 gga

2\ SUCCESS LOOP 2™\ SUCCESS LOOP
A’ REAL-TIME FLOW A TEAM SYNERGY
PRIORITIZED PRIORITIZED

© Project Management Tools (e.g, Trello, Asana)
@ Allocating Space & Premises

Allocating Work & Resources
© Cross-Functional Goal Achievement

@ Interdepartmental Coordination
©® Messaging Platforms (e.g, Slack, Teams)
® Virtual Meetings & Video Calls

® Angeumcemente & Updates SCOPE OF el j | @ Monitoring Productivity & Scheduling
OFFICE 0 )
INFORMATION & RECORD KEEPING eaanons  MANAGEMENT ycay PROCESS & DOCUMENT WORKFLOW

B ® [ 2o £
SUCCESS LOOP SUCCESS LOOP
O RELIABLE DATA O INCREASED EFFICIENCY

PRIORITIZED

Systematic Filing & Data Storage
Document Retrieval & Archiving
Ensuring Security & Privacy
Statutory Compliance

PRIORITIZED

© Designing Efficient Systems

s i © Standardizing Operating Procedures
W4F® © Identifying & Eliminating Bottlenecks

WHY INTEGRATION IS CRITICAL A5 & Workflow Automation

(The Success Quotient)

> 0060 | S

1. SMOOTH
2. INFORMED 3. GOAL 4. EMPLOYEE
INTEGRATED
OPERATIONS  DECISION-MAKING  ACHIEVEMENT SATISFACTION = o E R

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 s the purpose of standard operating procedures in office management?

2. Why isrecord keeping.important for organisations?

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

4. How does communication.contribute to office management?

5. Whatisthe 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.

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

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

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

o 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.

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

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

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

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

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

Concept Check Questions [Series 2]
Objective questions

1. Whoisresponsible 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 managementis 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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Departmental organisation groups activities into departments, while functional
organisation arranges them by specialised functions. Outstanding learners may evaluate
strengths and weaknesses of each.

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 Socialand Economic Organisation.
Suggested OER sources forillustrations:
o “scopeof 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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o Al 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 organisationalgoals
e Part 3.2 Types of organisational structures

o Functional structure

o Divisional structure

o Matrix structure

o Team-based and network structures
e 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:

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

e SLO 3.2distinguish between types of organisational structures and analyse their features,
e SLO 3.3 describe and apply principles of organisational design to practical scenarios, and

e 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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REPORTING LINES » INTEGRATED COMMAND & COORDINATION CYCLE (OER)
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S LEVEL * Roles: Local Execution, Customer Support LOOPS * Roles: Local Execution, Customer Support
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©-

LI DECISION-MAKING, GROUP
(DEPARTMENTS) (DOERS) (DOERS) YNAMICS, EFFECTIVE LEADERSHI

OER S 000 J
Short description: Diagram showing organisational structure with roles and reporting lines.
Caption: Figure 3.1 Organisational structure and reporting relationships

Reports to: Regional Manager KEY CONTRIBUTIONS: Reports to: Regional Manager
THE SOCIAL PERSON, INFORMED
PRODUCTION TEAM SALES TEAM PRODUCTION TEAM SALES TEAM
D P (DOERS) (DOERS)

Fillin 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:
e Authority: The right to make decisions and direct others.
¢ Responsibility: The obligation to perform assigned tasks.
e Span of control: The number of subordinates a manager can effectively supervise.

e 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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% 1 ELEMENTS OF ORGANISATIONAL STRUCTURE: A SU
£ KEY COMPONENTS & DEFINITIONS FOR BUSINESS MANAGEMENT £}

ELEMENT
(Themed with icons from <IMAGE 1> & <IMAGE-2)

DEFINITION & IMPACT
(Descriptive text, prioritized, referencing <IMAGE 1> hierarchy)

REAL-WORLD EXAMPLES & OUTCOMES
(Referencing <IMAGE 1> roles & branches)

* The degree to which organisational tasks are
divided into separate jobs. Highly
specialised roles are narrowly defined. | SUCCESS

Specialist'and ‘Content Writer' roles.
+ Increases skill & accuracy; Reduced redundancy.

* A marketing department with specific ‘Digital Ads ﬁ 9 .

@ 1. SPECIALISATION &
[
DEPARTMENTALISATION

(Division of Work) €
tei
(Branch panels from <IMAGE 1) uﬂll

* The basis on which jobs are grouped togethér
for coordination. Common bases are functional,
divisional (e.g., regional), or product.

« Branches in North, South, East, West regions are
local units (like <IMAGE 3> and <IMAGE 1>).
+ Optimal Resource Allocation; Customer Focus.

3. CHAIN OF COMMAND ¥

» The continuous line of authority that extends
from the upper levels to the lowest levels.

» BRANCH MANAGER reports to REGIONAL MANAGER,
who reports to CEO. ; M
» Direct Authority Flow; Clear Hierarchy;

288 (Scalar Chain) £ 228 | -« Clarifies reporting relationships. Enhanced Accountability. ‘z—i
gh oo 3 e §52?5"‘3':?5353%“’5”?%%i‘éni?gfggre:Eg“e‘?mm'ea '
@ 5. CENTRALISATION & PG el fondescor v uhie e s marae daSecions | (

control) vs. Decentralised (local autonomy). Agg,ﬁ{;'ig,'g;'genzgﬁ;%}f“ eentrbical Srowth " ALy

6. FORMALISATION
P==" (Policies/charts from <IMAGE 1)

€=
anll

+ The degree to which organisational rules, ! ! !

procedures, andJob descriptions are
standardised and documented.

» A strict production line with steK-bEy-step Standard ST
Operating Procedures (like <IMAGE 4>). S
* Predictable Outputs; Statutory Compliance; Quality | =\
Assurance. —

* The tyﬂe of authority extended to specialists or

+ LEGAL COUNSEL or FINANCE ADVISOR provide
expertise to General Manager (like <IMAGE 2>).

» Specialized Knowledge; Enhanced Decision-Making; &
Cross-Functional Goal Achievement.

06¢

units that support and advise the direct scalar
chain of command (Line authority).

s

responsibility, span of control, and chain of command.

——————" COMPARISON GUIDE —_
Caption: Box 3.1 Elements of organisational structure Short description: A summary of authority,

‘MMARY (OER; lgf

:

Fillin the blank: The line of authority running fromtop management to the lowest levelis 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 companyaiming for innovation may adopt a flexible structure that encourages
collaboration, while'one focused onefficiency 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

Fillin the blank: A well-designed organisational structure ensures that are allocated
effectively.

Pilot questions 3.1
1. What s 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

Afunctional 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

Fillin 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. Captlon Plate 3.2
Divisional organisational structure in practice

Fillin 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

Fillin 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.

Fillin the blank: Team-based structures emphasise

project teams.
Pilot questions 3.2
1.

2.

What is the key feature of a matrix structure?
Name one advantage of team-based structures.

Why are network structures highly flexible?

3.3 Principles Of Organisational Design

3.3.1 Unity of command and coordination

by organising employees into

What is the main characteristic of a functional structure?

How does a divisional structure organise employees?

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

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

3.3.2 Specialisation and departmentalisation

Specialisation involves assighing 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.

Fillin 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

Fillin 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 onorganisational 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

Fillin 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. Whatis 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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IMPACT OF TECHNOLOGY ON ORGANISATIONAL DESIGN
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Short description: Diagram showing how technology influences organisational design. Caption:
Figure 3.6 Impact of technology on organisational design

Fillin the blank: Technology has enabled workand 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 accommaodate 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

Fillin 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.

Fillin 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. Whatis 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
itsimportance 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.
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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

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

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

e Chain of command: The line of authority running from top management to the lowest level.
o Coordination: Aligning activities across departments to achieve common goals.

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

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

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

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

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

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

o 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.
e Span of control: The number of subordinates a manager can effectively supervise.
e 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 SLQ 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 divisionalapproaches 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-culturalteams, and agile design reshape organisations to remain competitive
in aglobalised 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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Functional structures group employees by specialised functions, while matrix structures
combine functional and divisional approaches. Outstanding learners may evaluate
strengths and weaknesses of each.

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]
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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”



o “flat organisations agile design summary OER”

o Al prompt suggestions included in instructional content for Figures, Plates, and Boxes.

Series 4: Leadership And Motivation Theories

Series outline

e Part4.1 Concept of leadership

o Definition and importance of leadership

o Roles and responsibilities of leaders

o Leadership styles (autocratic, democratic, laissez-faire)
o Part4.2 Leadership theories

o Traittheory

o Behavioural theories

o Situational and contingency theories

o Transformational and transactional leadership
e Part 4.3 Motivationtheories

o Maslow’s hierarchy of needs

o Herzberg’s two-factor theory

o | McGregor’s Theory Xand Theory Y

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

o 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:
e SLO 4.1 define leadership and explain its importance, roles, and styles,
o SLO 4.2 distinguish between majorleadership theories and analyse their relevance,

e SLO 4.3 describe and evaluate motivationtheories and their application to workplace
settings, and

o 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

Fillin 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.
o Motivator: Inspiring and energising employees.
e Communicator: Ensuring clear and effective information flow.
e Decision-maker: Making strategic and operational choices.

e 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.

Fillin 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:

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

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

o 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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LEADERSHIP STYLES IN ORGANISATIONAL SETTINGS - OER

AUTOCRATIC: | DEMOCRATIC: LAISSEZ-FAIRE:
CENTRALIZED AUTHORITY, || PARTICIPATIVE DECISION-MAKING, | ’ DELEGATIVE, HIGH AUTONOMY,
HIGH CONTROL | TEAM INVOLVEMENT | LOW INTERVENTION |

Short description: Image showing different leadership styles in practice. Caption: Plate 4.1
Leadership styles in organisational settings

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

Pilot questions 4.1
1. Whatis the definition of leadership?
2. Nametwo roles of aleader.
3. Why is leadership important in organisations?
4. Whatis 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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TRAIT THEORY OF LEADERSHIP: KEY QUALITIES

Based on Open Educational Resources (OER)

Short description: Diagram showing key traits of effective leaders. Caption: Figure 4.2 Trait theory '
of leadership

Fillin the blank: Trait theory assumes that leaders are , hot 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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BEHAVIOURAL LEADERSHIP THEORIES: SUMMARY OF TASK VS PEOPLE ORIENTATION (OER)

‘li | f y THEORY / MODEL KEY PROPONENTS TASK-ORIENTED FOCUS o e
i '- ; Ohio State Studies | Defining roles, setting goals, Building relationships, trust,
<|M 1 (initiating Structure & Stogdill, Coons | organizing work, establishing | respect, and rapport with team
R 7 i Wy Consideration) channels. members.
= N University of Michigan

EG ! : : Focusing on efficiency, Focusing on employee needs,
gtn‘:gllg;e(e ;%%ﬂ?)'c” & Likert schedules, and work methods. | well-being, and participation.

Blake & Mouton
Managerial Grid

ag/a ﬂ:ﬂl:lr‘s Contingency (Low LPC% - Focuses on task

Fiedler accomplishment as the prima
 (LPC Scaje) source of satisfactign. &

| (The'9’in1,9and 9,1) -High | (The'9'in9,1 and
Blake, Mouton concern for production resuits | High concern for g
| and task accomplishment. | relationships and &

| Transformational, sy
nd emponering’

Caption: Box 4.2 Behavioural theories of leadership Short description: Summary of task-oriented
and people-oriented behaviours.

Fillin 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 thisidea, 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.
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SITUATIONAL & CONTINGENCY LEADERSHIP THEORIES: A SYNTHESIS

AAPTING TO FOLLOWER READINESS & CONTEXT (OER EDUCATIONAL RESOURCE)

ITUATIONAL LEADERSHIP: FIEDLER'S CONTINGENCY MODEL: i W;
? FOLLOWER READINESS SITUATIONAL FAVORABLENESS Ay FAY

1 g, |

LEADERSHIP EFFECTIVENESS

ADAPTIVE
LEADERSHIP
BEHAYIOUR

t

CONTEXT
o W = MATTERS
(ot Lo Moo BedtiCa N D
FOLLOWER READINESS LEVEL

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

Fillin 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 forfailure. 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

Fillin the blank: Transactional leadershipis 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. Whatis the mainidea of situational leadership?

4. Whatis 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:

e Physiological needs

e Safety needs
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e Social (belongingness) needs
e [Esteem needs
e Self-actualisation

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

AR 3 -
&SM-AUUAUZMIUNM s
Forveaal grud, realking pole:
piAbes. GLOBALIZATION *:{?

ESTEEMNEEDS 1, *ssepn 2o & CROSS- CULTURAL
Eg Iebevene, sets. ooty epdicn STRATEGIES i

g& LOVE S BELONGING NEEDS  Psorskoe sy
taesbpn, Loty Fanditg, sacke

sacal tamoectien

1. Ergonoemic, well-stocked *’ SELF-ACTUALIZATION

bre&v VKitchen vith
o “!':Il el W

Fh =2y ’f;g‘_@

3. Comrmanal team-coliabration $ @ LOVE & BELONGING NEEDS
with comfortalos chunios . Ftond byt
0

N 2. 2secure, qulet focus room 3 SAFETY NEERS
aatech-security staticn « Fredsetin. secartty cater. slabity,

. 5 vation lab.
Ty oosou s 5,5 »n

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

Fillin 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:

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

e 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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COMPARISON OF HERZBERG'S HYGIENE FACTORS AND MOTIVATORS

Subordinates

FACTOR TYPE DEFINITION | KEY ELEMENTS (EXAMPLES) OUTCOME WHEN PRESENT/ABSENT
Company Policy & ; Prevents job dissatisfaction when adequate;
Administration m? | Rules,regulations, and procedures. causes dissatisfaction when inadequate.
Necessary to avoid dissatisfaction.
ll;' AY(?'II'S':QE Salary % Amount and strugtire of pay. Does not necessarily motivate.
(MAINTE- | Supervision ﬁ Quality and style of management. Poor supervision causes dissatisfaction.
NANCE o

FACTORS) | Working Conditions ‘El Physical environment and resources. ggsszfﬁs‘f); b fifortatieiconditons oalss

Relationship with Peers & & Social interactions at work.

Poor relationships lead to dissatisfaction.

MOTIVA

Achievement

Sense of accomplishment and task completion.

Leads to high satisfaction and motivation.

e
Recognition ,Q\ Acknowledgment and praise for work. Increases motivation and job satisfaction.
The Work Itself & The nature and interest of the tasks. Engaging work drives internal motivation.
Responsibility % Ownership and control over one's job. Fostering responsibility increases motivation.
Growth & Advancement /xv Opportunities for career development and Leads to personal growth and high

learning.

satisfaction.

*Source: Based on Frederick Herzberg's Two-Factor Theory (Motivation-Hygiene Theory). QER Educational Resource.

QEOHE

Caption: Box 4.3 Herzberg’s two-factor theory Short description: Summary of hygiene factors vs

motivators.

Fillin the blank: Hygiene factors prevent dissatisfaction, while

motivation.

4.3.3 McGregor’s Theory X and Theory Y

create satisfaction and

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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COMPARISON OF MCGREGOR'S THEORY X & THEORY Y ASSUMPTIONS

THEORY X THEORY Y

THE "AUTHORITARIAN" MANAGER'S VIEW THE “PARTICIPATIVE" MANAGER'S VIEW
e @ Inherent Dislike of Work Work is Natural

= * Avoids work if possible » Work is as natural as play
* Requires constant supervision » Physical and mental effort is enjoyable

o5) ? Lack of Ambition Self-Direction & Self-Control
%) * Seeks little responsibility « Committed to objectives
w * Prefers to be directed » Manages themselves

Avoids Responsibility
* Has little ambition
* Resists change

Seeks Responsibility
« Accepts and seeks responsibility
« Takes initiative

Must be Coerced
« Threatened with punishment
* Motivates only by fear and money

Commitment is Key
« Believes in rewards for achievement
* Seeks opportunities for self-development

J >
@X"X@} *Source: Based on Douglas McGregor's ‘The Human Side of Enterprise’ (1960). OER Educational Resource. @e

Short description: Diagram contrasting Theory X and Theory Y.assumptions. Caption: Figure 4.4
McGregor’s Theory X and Theory Y

Fillin the blank: Theory Y assumes employees are and enjoy responsibility.
4.3.4 Contemporary motivation approaches
Modern theories expand on classicallideas:

o 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.

¢ Expectancytheory: 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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CONTEMPORARY MOTIVATION THEORIES:
KEY DRIVERS IN THE MODERN WORKPLACE

1. FAIRNESS & JUSTICE 2. AUTONOMY & EMPOWERMENT 3. REWARDS & RECOGNITION
(EQUITY THEORY) (SELF-DETERMINATION THEORY) (REINFORCEMENT THEORY &

5 GOAL SETTING)

“Everyone is 7AY 1) A &
valuedyfor their = = & ! own?y work & ©) “Hard work is
contribution.” and ideas. AL recognized and
TN T — ( - \_ rewarded.”
A ‘%"," 6w um - S & | - (@ y -
& 2 ;

e Transparent Processes * Job Crafting e Meaningful Incentives

» Equitable Compensation » Decision-Making Power * Public & Private Praise
L Equal Opportunities e Flexible Work — Goal-Aligned Bonuses
4
OER EDUCATIONAL RESOURCE | DEVELOPED FOR WORKPLACE PSYCHOLOGY

Short description: Image of employees motivated by fairness; autonomy, and rewards. Caption:
Plate 4.3 Contemporary motivation approaches in practice

Fillin 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. Accordingto Herzberg, whatis 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.

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



LINKING LEADERSHIP STYLES WITH MOTIVATION THEORIES IN THE WORKPLACE

LEADERSHIP STYLES CORRESPONDING MOTIVATION THEORIES & APPLICATION
AUTOCRATIC LEADERSHIP MCGREGOR'S THEORY X
« Centralized authority « Use of extrinsic rewards (pay, bonuses) and threats of
= Low employee input éf/ @ punishment to drive compliance.
« Directive » Focus on productivity and control.
DEMOCRATIC LEADERSHIP MASLOW'S HIERARCHY OF NEEDS &

) SELF-DETERMINATION THEORY

« Fostering belonging, esteem, and autonomy.

« Encouraging participation in goal setting and
decision-making.

GOAL-SETTING THEORY & EQUITY THEORY
» Setting challenging yet achievable goals.
* Providing inspiration, meaning, and fair treatment.

« Participative
« High employee input
« Consensus-building

TRANSFORMATIONAL LEADERSHIP
« Charismatic
« Inspiring change

« Visionary * Building commitment to a shared vision.
s—-~ HERZBERG'S TWO-FACTOR THEORY (MOTIVATORS) &
n SRLEIEE PAIRE TEADERSHIE ? ;| SELF-DETERMINATION THEORY (COMPETENCE)

A, * Providing necessary resources and removing obstacles.
y e« Allowing self-direction and mastery.
« Focusing on intrinsic motivation and professional growth.

« High autonomy
« Empowers employees

OER EDUCATIONAL RESOURCE | DEVELOPED FOR LEADERSHIP & MANAGEMENT STUDIES V-

Short description: Diagram showing leadership styles'linked with motivation theories. Caption:
Figure 4.5 Linking leadership and motivation theories in practice

Fillin 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:

¢ Ademocratic leader may use equity theory to ensure fairness in rewards, boosting
morale.

e Asituational leader may apply expectancy theory, motivating employees by clarifying
how effort leads to performance and rewards.

e Atransactional 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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LEADERSHIP IN PRACTICE: APPLYING MOTIVATION THEORIES IN THE WORKPLACE

~

1. MASLOW’S HIERARCHY OF NEEDS. 2. HERZBERG'S TWO-FACTOR THEORY.

%9 CERTIFICATE OF | [ “CHALLENGHCING
@ @ = ACHIEVEMENT | |*JOB ENRICHMENT" | || HYGIENE FACTORS|  MOTIVATORS
/\ * Provide fair wages 1 « Salary 5 Achievement

B Policy ' Recognition
1o
= Ensure competitive pay &
conditions (prevents dissatisfaction)
= Provide challenging work
« Offer recognition & responsibility
J

o Safe work environment

© Safe work environment
* Foster team cohesion

* Recognize achievements
= Offer growth opportunities )

- .
3. GOAL-SETTING THEORY _ || & SELF-DETERMINATlON THEORY (SDT)
Nesurie giesfeedbck ) o Set specific & - Encourage employee
Jeheable ——— challenging goals 3\ ¥ autonomy
» Ensure goal clarity e, G fa * Provide opportunities
CMARTERLY * Provide regular feedback for skill development
TARGET « Foster goal commitment | * Build supportive
‘ relationships

| J

(CXclel OER EDUCATIONAL RESOURCE | DEVELOPED FOR LEADERSHIP STUDIES

Short description: Image of workplace leaders applying motivationtheories. Caption: Plate 4.4
Case examples of leadership and motivationin organisations

Fillin 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.
o Resistancetochange when introducing new leadership styles.
o Difficulty balancing short-term rewards with long-term development.
Best practices include:
e _Adapting leadership style to the situation and individual needs.
o Combining multiple motivation theories for a holistic approach.

e Ensuring fairness, transparency, and recognition in all practices.
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SUMMARY: CHALLENGES & BEST PRACTICES IN APPLYING
LEADERSHIP & MOTIVATION THEORIES

THEORY / FRAMEWORK

COMMON CHALLENGES IN APPLICATION

BEST PRACTICES FOR APPLICATION

Maslow's Hierarchy
of Needs

AN

(o
(=
[ =

Difficulty in identifying individual needs; needs
may overlap; applying to diverse workforce.

Conduct regular employee surveys; offer varied
rewards; create personalized development plans.

Herzberg's
Two-Factor Theory

Confusing hygiene factors with motivators;
ignoring the importance of hygiene factors.

Ensure competitive pay and working conditions
first; then focus on job enrichment, recognition,
and growth opportunities.

"ﬁ?:l

McGregor's Theory
X & Theory Y

Managerial bias; rigid application without
considering context; resistance to changing
management style.

Cultivate self-awareness in leaders; promote a
Theory Y mindset of empowerment and trust;
adapt style based on employee maturity.

Goal-Setting Theory
(Locke & Latham)

Setting goals that are too easy or too difficult;
lack of feedback; ignoring goal commitment.

Set SMART goals (Specific, Measurable, Achie-
veavable, Relevant, Time-bound); involve employees
goal setting; provide regular, constructive feedback.

Transformational
Leadership (Bass)

Authenticity issues; risk of burnout; requires high
charisma and vision; potential for manipulation.

Lead by example; foster a shared vision; provide
individualized support; encourage intellectual
stimulation.

Self-Determination
Theory (Deci & Ryan)

Providing genuine autonomy without direction;
ensuring employees feel competent.

Offer choices and opportunities for self-direction;
invest in skill development; build a supportive
team environment.

@m *Source: Developed for OER. Based on established leadership and motivation theories.

T

OER
f

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.

Fillin 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. Whatis 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.

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

e 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.

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

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

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

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

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

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

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

¢ Self-determination theory: Motivation driven by autonomy, competence, and relatedness.
e Situational leadership: Leadership style adapts to follower readiness and context.

e | Traittheory: Suggests leaders are born with inherent qualities.

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

e 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 Basicresponse: 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 Basicresponse: 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. Jleadership 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 Xassumes 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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o Part4.1: Influencing and guiding; visionary and motivator; provides vision and trust;
unilateral decisions; democratic style.

e Part4.2: Leaders are born; focus on behaviours; depends on context; vision vs rewards;
Fiedler’s model.

o Part4.3: Physiological, safety, social, esteem, self-actualisation; hygiene vs motivators;
lazy employees; self-motivated employees; equity, expectancy, or self-determination.

o Part4.4: Self-actualisation through projects; fairness in rewards; diverse needs; fairness
and recognition; effort > performance > rewards.

References and Attributions [Series 4]
e Maslow, A. (1943). A Theory of Human Motivation.
e Herzberg, F. (1959). The Motivation to Work.
e McGregor, D. (1960). The Human Side of Enterprise.
e Burns, ). M. (1978). Leadership.
o Suggested OER sources for illustrations:
o “leadership importance diagram OER”
o “roles responsibilities of leaders OER”
o “leadership styles organisational settings OER”
o “traittheory leadership diagram OER”
o “behavioural leadership theories summary OER”
o “situational contingency leadership theories diagram OER”
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”
e Al prompt suggestions included in instructional content for Figures, Plates, and Boxes.
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Series 5: Managing Change And Procedures

Series outline
e Part5.1 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
¢ Part5.2 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)
e Part 5.3 Procedures for managing change
o Planning and communication strategies
o Employee involvement and training
o Monitoring andevaluation of change initiatives
¢ Part5.4 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,
orinternal 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:
o SLO 5.1 define organisational change and explain its drivers.and resistance,
o SLO 5.2 distinguish between major models and approaches to change management,
e SLO 5.3 describe procedures for managing change effectively; and

e 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 managementis
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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ORGANISATIONAL CHANGE MANAGEMENT: PROCESS & IMPORTANCE

THE ORGANISATIONAL CHANGE PROCESS THE IMPORTANCE OF EFFECTIVE ORGANISATIONAL CHANGE

(ILLUSTRATIVE 5-STEP MODEL) i IMPROVED PERFORMANCE
o II « Enhanced Efficiency
* Increased Productivity

o Better Decision-Making

* Assess Readiness

« |dentify Change
Leaders
* Develop Vision

O 2 leading INCREASED COMPETITIVENESS
» SERE SUE Faster Response to Market Shifts
Innovation & Adaptation

Staying Ahead of Disruption

Assess Readiness
Identify Change Leaders
Develop Vision

. [NOWSYSTERS ‘
Communicate Vision § F%:D EMBED CHANGE
Provide Training « s ¢ * Reinforce New Behaviors gD @ GREATER EMPLOYEE ENGAGEMENT

Execute Pilots Update Policies » Clear Communication & Understanding
» Measure Adoption * Reduced Resistance to Change
* Higher Morale & Retention

LONG-TERM SUSTAINABILITY
e Adaptive Culture

« Resilience in Crisis

e Consistent Strategic Growth

REVIEW & ADAPT
» Collect Feedback
* Celebrate Wins

* Make Adjustments
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Short description: Diagram showing organisational change process. Caption: Figure 5.1
Organisational change and its importance

Fillin 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:
¢ Internaldrivers: 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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DRIVERS OF ORGANISATIONAL CHANGE: INTERNAL & EXTERNAL

DRIVER CATEGORY

New Strategy or Vision @f

KEY DRIVERS (EXAMPLES)

Rebranding, new market entry, diversification

IMPACT ON ORGANISATION

Changes in structure, processes, and culture

Poor Performance m Declining sales, high costs, loss of market share y%%dufc?é cost-cutting, restructuring, or new
INTERNAL % . Changes in workflows, skill requirements,
DRIVERS New Technology %@ Automation, Al, new software systems and etficiency q

Change in Corporate Culture

New leadership, shift in values, mergers

How people work, communicate, and make
decisions

WorkForce Changes

3&5

Skills gaps, retirement of key personnel,
new talent needs

Training, recruitment, and team composition

Technological Advancements%

Disruptive innovation, e-commerce, mobile
technology

Need to adapt or become obsolete; new
opportunities

Market Changes & gé

Customer preferences, globalization, new
competitors

Product innovation, competitive strategies

EXTERNAL

e

Economic Conditions

DRIVERS

Inflation, recession, interest rates

Resource availability, pricing strategies,
financial stability

Political & Legal Factors ﬁ

New government regulations, trade policies,
labor laws

Compliance costs, operational restrictions

Social & Cultural Trends %

Demographics, lifestyle changes, corporate
social responsibility

Marketing, product design, employee
expectations
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Caption: Box 5.1 Drivers of organisational change Short description: Summary of internal and
external drivers of change.

Fillin 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

Fillin the blank: Resistance to change often arises from fear of the

Pilot questions 5.1

1.

2.

What is the definition of organisational.change?

Name two internal drivers of organisational change.

Give two examples of external drivers of organisational change.
What are common causes.of resistance to change?

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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LEWIN’S THREE-STEP CHANGE MODEL:
UNFREEZE - CHANGE - REFREEZE

STEP 1: UNFREEZE STEP 2: CHANGE (MOVE) STEP 3: REFREEZE

ROADMENF o)
‘9 N >Q

PURPOSE: Create awareness of the need for change. PURPOSE: Implement the intended change. PURPOSE: Stabilize & institutionalize the change.
ACTIONS: ACTIONS: ACTIONS:

« Dislodge current mindsets & behaviors. « Develop new processes, structures, & behaviors. « Anchor new behaviors into the culture.

« Communicate the problem clearly. « Provide training & support. « Update policies & procedures.

« Build a coalition for change. « Encourage open communication. « Provide ongoing support & reward systems.

« Minimize resistance. « Celebrate small wins. « Establish stability.

Goal: Making the new state the standard operation.

®
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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

Fillin 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 guidingcoalition
3. Develop avision 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.

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



SUMMARY OF KOTTER'S EIGHT-STEP CHANGE MODEL

STEP # & NAME

DESCRIPTION / PURPOSE

KEY ACTIONS & ACTIVITIES

BENEFIT / OUTCOME

1. CREATE

URGENCY Convince people change is necessary.

gi‘.

Examine market realities; identify crises or major
opportunities; make a compelling case for change.

Employees understand the “why"
and are motivated to act.

2. BUILD GUIDING
COALITION

Assemble a powerful team with
influence.

Get the right people with strong leadership skills;
encourage teamwork; build trust and commitment.

A committed group drives the
change process forward.

Create a clear, inspiring vision for
the future.

Define core values and purpose; create a vision
statement; develop strategies to achieve the vision

Everyone knows where the change
is heading and how to get there.

4. COMMUNICATE | Ensure widespread understanding
THE VISION and buy-in.

Talk about the vision often; use multiple
communication channels; lead by example.

Increased understanding and
commitment to the vision.

L A R 398 Remove obstacles and empower
FOR ACTION P22 people.

Provide necessary resources and tgainin'g(;;
restructure processes; encourage risk-taking
and problem-solving.

More people are able and willing
to participate in change.

6. GENERATE
SHORT-TERM WINS

Create and celebrate small,
visible victories.

Plan for easy-to-achieve goals; reward people
who contribute to wins; visibly recognize success

Momentum builds; skeptics are
silenced; motivation stays high.

PAUNU RN 3T NER Use momentum to tackle larger
PRODUCE MORE CHANGE  RUlEIUESS

Analyze wins for lessons; hire and promote
change-ready people; maintain a sense of
urgency.

The change spreads deeper into
into organization.

8. ANCHOR NEW

=" APPROACHES IN CULTURE Make change stick by embedding it.

Ensure change is visible in day-to-day
activities; create leadership succession plans;

celebrate the new culture.

Change becomes the new standard
way of operating.

OER EDUCATIONAL RESOURCE | DEVELOPED FOR ORGANISATIONAL CHANGE MANAGEMENT STUDIES

Kotter

Intormational

Caption: Box 5.2 Kotter’s eight-step model Short description: Summary of Kotter’s eight steps for

change management.

Fillin the blank: Kotter’s model emphasises anchoring newapproaches in the

5.2.3 Contemporary approaches

Modern organisations often use flexible models such as:

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

o 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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CONTEMPORARY CHANGE MANAGEMENT APPROACHES IN
THE WORKPLACE: ADKAR & BRIDGES MODELS

RO ADKAR MOD W AM BRID RANSITION MOD
DIVIDUAL CH AN 0 H m; ::“H"'fln

REINFORCEMENT AWARENESS
Sustaining the change. Understanding the NEED for change.
Workplace application: Workplace application: Town hall END'NG, LOSING, THE NEUTRAL THE NEW
celebrating milestones. meetings, communication campaigns. & LETTING GO ZONE BEGINNING
DESRE KEY DIFFERENCES
Personal choice to MW change. Nl e o SIERORT and & APPLICATIONS
VIIEM (What's In It For Me7) | Workplace application: WIIFM (What's | « ADKAR is more
Me?) discussions, incentives. \Q /' In It For Me?) di ions, i i prescriptive and
1scus:a an:dehaw:r,
maoce fecused on the
‘ KNOWLEDGE emotionatourey
Informalmn. on HOW to change. Information on HOW to change, « ADKAR can be used
Training crocrent saatios, Workplace application: Training for planning, Bridges
coaching, user quides. programs, coaching, user quides. for leading people
the process.
ABILITY * Both models are 2 2 £ 5 Tt
Implementing new skills and behaviors. Implementing new skills and behaviors. m’;?;::ﬁ the Dismantling the past. The in-between state. Creating a new identity.
Workplace application: \ Workplace application: Practice “what" and how’, Workp!, lication: Workpl: pplicati Workpl ppli
mentoring, feedback, feedback sessions, mentoring, feedback. i;gf"gﬂzﬁfgs the Honoring the past, Maintaining connection, Clarifying the vision,
' communicating what's over. providing guidance, building commitment,
REINFORCEMENT dealing with anxiety. celebrating early wins.
Sustaining the change |
Workplace appfication: Recognition |
programs, celebrating milestones. |
FOCUS: SEQUENTIAL INDIVIDUAL STEPS FOR SUCCESSFUL ADOPTION. FOCUS: INTERNAL PSYCHOLOGICAL REORIENTATION PROCESS.
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Short description: Image showing contemporary change management approaches in practice.
Caption: Plate 5.2 Contemporary approaches to change management

Fillin the blank: The ADKAR modelincludes Awareness, Desire, Knowledge, Ability, and
Pilot questions 5.2

1. What are the three stages inLewin’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 isrefreezing importantin 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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INTEGRATED PLANNING & COMMUNICATION STRATEGIES
FOR ORGANISATIONAL CHANGE

~————— COMMUNICATION TRACK ———

PLANNING TRACK

Key Points: 2 8
ﬂ @ 1. Create "Case for Change" (Why?) \gf‘

2. Identify Key Stakeholder Groups
\AWARENESS 3. Develop Change Communication Plan

Key Points: 3
1. Define Change Scope & Goals

2. Conduct Change Readiness Assessment
CHANGE DEFINITION 3. |dentify Change Agents & Leaders

PHASE 2: CHANGE PLANNING

[ == O Key Points: ﬁ
| l “a Pﬁ% 1. Develop Detailed Change Management Strategy

2. Design Training & Development Programs
ROADMAP 3. Plan for Resistance & Mitigation

Key Points: -»‘

1. Communicate Vision & Benefits (What's in it for me?)
2. Establish Feedback Loops (Listen!)

\ DISCUSSION 3. Conduct Town Halls & Workshops 7,

INTEGRAZIINI&TALIGNMENT]

PHASE 3: ADOPTION & REINFORCEMENT
ﬁ 1. Reinforce New Behaviors & Skillsg

PHASE 3: IMPLEMENTATION & MEASUREMENT

=
1. Execute Change Activities & Training

MPLEMENTATION 2. Monitor Progress against KPIs
& NEW PROCESS 3. Provide Ongoing Support

Continuous Key Points 2. Celebrate Milestones & Success Stories
Feedback  \_ 3. Update Policies & Procedures )

o

' ~
@Oﬁ@ *Source: Developed for OER Change Management Modules. Based on Prosci ADKAR and Kotter's 8-Step models.” (OE )

Short description: Diagram showing planning and communication in change management.
Caption: Figure 5.3 Planning and communication strategies in change management

Fillin 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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SUMMARY: EMPLOYEE INVOLVEMENT & TRAINING IN CHANGE MANAGEMENT

CHANGE MANAGEMENT
PHASE

EMPLOYEE INVOLVEMENT
STRATEGIES (WHAT)

TRAINING & DEVELOPMENT
NEEDS (HOW)

DESIRED EMPLOYEE
OUTCOMES

" (Unfreezing) -

@,_ PREPARATION /.

Communicate the ‘why’ of change;
solicit feedback on the need for
change; identify change agents.

Change awareness sessions;
‘Case for Change’ workshops;

leadership communication training.

Understands reasons for
change; feels heard; reduced anxiety;
readiness to participate.

Involve cross-functional teams in

(Moving) m

pilot change initiatives; establish
feedback loops;
recognize early adopters.

& PLANNING Problem-solving and design Sense of ownership;
qg (Designing) change design; gather input on procesthinking workshops; process commitment to the plan; relevant]
improvements; form focus groups. | mapping skills; impact analysis. | solutions; better design.
IMPLEMENTATION Encourage peer-to-peer support; | New system/process training; Able to perform new tasks;

skills development for new roles;
change resilience training;
coaching for supervisors.

confident; uses new skills effectively;
manages stress; peer support.

REINFORCEMENT
&P (Refreezing)

= B

Celebrate milestones and success
stories; provide ongoing support;
include in post-change reviews;
create a culture of

continuous improvement.

Advanced skill training; refresher
courses; mentoring program
training; train-the-trainer
programs.

Sustained new behaviors;
change becomes business-as-
usual; high morale; continuous
learning culture.

@I’Iﬂl *Source; Developed for OER Change Management Modules.

X

OER!

Caption: Box 5.3 Employee involvement and training in change management Short description:
Summary of employee participation and training benefits.

Fillin the blank: Employee

5.3.3 Monitoring and evaluation of change initiatives

fosters ownership and reduces resistance to change.

Monitoring ensures that change initiatives are progressing as planned. Evaluation helps determine
whether objectives have been achieved and identifies areas forimprovement. 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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MONITORING & EVALUATING ORGANISATIONAL CHANGE INITIATIVES

DEFINE OBJECTIVES & KPIS ADJUST CHANGE STRATEGY ESTABLISH BASELINES
Set clear change goals. A v Use evaluation findingstomake . A} - . Collect data on the current state
Identify specific Key Performance /‘ 7 52 informed adjustments. &b - before change implementation.
Indicators (e.g., adoption rate, \ abs | Iterate and refine the change approach g7 - Determine starting points for
efficiency, employee satisfaction). approach for continuous BEFORE measurement.

improvement,

ANALYZE FEEDBACK & GAPS

CONTINUOUS COLLECT DATA (MONITORING)
IMPR'?SIOE;AENT

Manager Q kgﬁ

Gather ongoing data on progress,
activities, and outputs.

~ « Use surveys, feedback loops,
and system reports.

Review qualitative feedback from
stakeholders.

» |dentify discrepancies between
planned and actual outcomes.

o Find areas for improvement.

EVALUATE OUTCOMES & IMPACT

* Assess the overall success and
effectiveness of the change.

= Measure achieved results against initial

. 52{3imine impact on culture and
performance.

oroe

CONTINUOUS

K pi CCT P.‘
Cpall ot TRACK MILESTONES
LooP

« Monitor achievement of key project
milestones and deadlines.

3 « Ensure the change plan is on
@ S schedule.
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Short description: Image of managers monitoring and evaluating change initiatives. Caption: Plate
5.3 Monitoring and evaluation of change initiatives

Fillin the blank: Continuous monitoring and

allow organisations to adjust strategies and
sustain change.

Pilot questions 5.3

1. Whyis communication important in managing change?
2. How does employee involvement reduce resistance?
3. Whatrole 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

Qrganisations often face several obstacles when introducing change:

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

e 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.

COMMON OBSTACLES TO ORGANISATIONAL CHANGE

LACK OF LEADERSHIP SUPPORT

Fear of the Unknown 3+ Inconsistent Messaging
Job Security Concerns 5% « Failure to Model New Behaviors
Loss of Status/Power &Ly &3 « Insufficient Visible Commitment

Mistrust of Leadership « Delegating Instead of Leading

POOR COMMUNICATION

« Vague Vision & Goals ﬁ
» Lack of “Case for Change”

THE CHANGE \ |

Overly Aggressive Deadlines

Scope Creep IMPEDIMENT |~ :
Underestimating Complexity ) ‘ 9 &« Information Overload or Underload
Lack of Flexibility A : 7 a@ » One-Way Communication (Top-Down)

ORGANISATIONAL CULTURE

= Deep-Seated Habits & Norms
» Aversion to Risk

= ‘Siloed' Departments

« History of Failed Change Initiatives

o Limited Budget
s Lack of Necessary Technology

= Insufficient Time Allocation

» Absence of Skill Development/Training
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Short description: Diagram showing common obstacles to change. Caption: Figure 5.4 Obstacles
in implementing organisational change

Fillin 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:
o Effective communication: Clearly explain the purpose and benefits of change.
o Employee involvement: Engage staff in planning and decision-making.
o Trainingand 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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BEST PRACTICES FOR OVERCOMING RESISTANCE TO ORGANIZATIONAL CHANGE

Summary of Strategies based on OER (Open Educational Resources) Principles

OER ALIGNMENT
(Example Concept)

CORE STRATEGY BEST PRACTICE
(Pillar) (ACTION) DESCRIPTION / KEY ACTIONS BENEFIT

@ COMMUNICATION Develop Clear & Explain the 'WHY', benefits, and  gaqyces Uncertainty

: ‘At impact. Use multiple channels.
LR N (A Consistent Communication Be honest about challenges. & Rumors

Open Dialogue /
Access to Information

7/' % PARTICIPATION & Involve Employees Create change teams, seek input,  Increases Buy-in Collaborative Content /

‘2 ENGAGEMENT Early in the Process and value contributions. & Ownership Shared Governance

Provide Comprehensive Upskill employees for new Builds Confidence Open Educational

3 roles/systems. Offer ongoin Resources /

Training & Support % quidance. ’ & Competence Skill Development

203 EMPATHY & Address Emotional Listen actively to fears. Offer Enhances Trust Supportive Learning
@J SUPPORT Concerns & Provide Support  counseling, coaching, and & Morale Environments
reassurance.
& INCENTIVES & Align Incentives with Re.c!gg!'ize an‘tit{ewtffd Motivates Desired Open Recognition /
' RECOGNITION the New Behaviors contri “"02#;?1 FCOANYC Actions Motivation (e.q., Badges)

Leaders must “walk the talk”
and champion the change.

Builds Credibility
& Example

Transparent Leadership /
Role Modeling

LEADERSHIP & Demonstrate Visible
MODELING Leadership Commitment

*Source: Synth t & OER Best Practices*®

is of Change M:

Caption: Box 5.4 Best practices for overcoming resistance Short description: Summary of
communication, involvement, training, and leadership commitment.

Fillin 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.

e Monitoring progress and celebrating successes.

o Aligning new procedures with long-term organisational goals.
e Continuously adapting to evolving environments.

Embedding change ensures that improvements are not temporary but become part of the
organisation’sidentity.
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NEW WORKFLOW INTEGRATION
asedeadte

Short description: Image of employees adopting and sustaining new procedures. Caption: Plate 5.4
Sustaining change and embedding new procedures

Fillin 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 commitmentimportantin change management?
4. Name one way to sustain change in an organisation.

5. Whatrole 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.

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

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

o 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.

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

e 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.

e 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 Basicresponse: 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]

o Part5.1: 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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e Part5.2: Unfreeze-change-refreeze; urgency and guiding coalition; Awareness, Desire,
Knowledge, Ability, Reinforcement; psychological transition; stabilising new practices.

o Part5.3: Builds trust; fosters ownership; equips employees with skills; feedback surveys;
evaluation ensures objectives achieved.

o Part5.4: Employee resistance and poor communication; explaining purpose and benefits;
leadership commitment; reinforcing change through policies; culture influences
embedding.

References and Attributions [Series 5]
e Lewin, K. (1947). Frontiers in Group Dynamics.
e Kotter, J. (1996). Leading Change.
e Hiatt, J. (2006). ADKAR: A Model for Change in Business, Government and Our Community.
o Bridges, W. (1991). Managing Transitions.
e 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”

o < Al prompt suggestions included in instructional content for Figures, Plates, and Boxes.
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