
Management and  
Organisational  

Behaviour

The Role of the Manager & Managerial 
Behaviour Effectiveness

Lecture will start at 1pm



Recap

▪ Why organisations exist

▪ Learned about renowned hotel brands

▪ Distinguished between the different types

▪ Identified ways of classifying organisations

Last week we discussed:



Some ways of classifying organisations

• Public/Private/Not-for-Profit

• Formal/Informal

• Product/Service

• By major purpose

• By prime beneficiary

• By primary activity



Private and public 
sector organisations

Private sector

• Owned and financed by
individuals, partners or 
shareholders accountable to 
their owners or members.

• Main aim is of a commercial 
nature, such as profit, return 
on capital employed, market
standing or sales levels.

Public sector

• Created by government and
financed through taxation,
accountable to the 
electorate.

• Do not generally have profit
as their goal but have a
political or welfare purpose.

Give an example for each sector (remember week 1?)



Aspect Formal Organisation Informal Organisation

Definition
A structured setup with defined roles and 
relationships organised to achieve specific 

goals.

A network of personal and social relationships 
that arise spontaneously as people associate 

with one another in a formal organisation.

Purpose
To achieve specific objectives, such as 

profitability, service delivery or educational 
goals.

To satisfy the social and psychological 
needs of members, such as friendship, 

support and shared interests.

Structure
Typically hierarchical, with clear lines of 

authority and a systematic arrangement of 
roles.

Lacks a defined structure and is typically flat, 
with relationships determined by personal 

preferences.

Rules and 
Regulations

Governed by formal policies, procedures 
and standards.

Operated by unwritten norms, customs and 
conventions.

Communication Often follows official channels and formal 
lines of communication.

Relies on informal channels, which may 
include gossip, rumour and unofficial 

meetings.

Leadership Leadership is designated by position and 
authority within the organisation.

Leadership is often determined by social 
influence and may not coincide with the 

formal hierarchy. Lysons (1997)

The formal and informal organisation – What is the difference?



Classification by Product/Service

This classifies organisations by what they provide:

▪ Product organisations: Produce physical goods (e.g. car manufacturers)

▪ Service organisations: Provide intangible services (e.g. hotels)

▪ Some do both



Classification by Major Purpose

This looks at why the organisation exists overall.

For example: Profit generation, social welfare, education, healthcare, 
religion, entertainment

Example: A university’s major purpose is education and research.



Classification by Prime Beneficiary

This asks who benefits most from the organisation’s activities:

Owners/shareholders, members, clients/customers, the public/society

Examples:
▪ A charity’s prime beneficiary is the community it serves
▪ A company’s is typically shareholders.



Classification by Primary Activity

This focuses on what the organisation mainly does day-to-day:
Manufacturing, retail, research, regulation, service delivery

The ‘first order’ function of the organisation determines the classification:

• Productive or Economic
– Concerned with wealth creation, public service

• Maintenance
– Concerned with socialisation of people

• Adaptive
– Concerned with research and the pursuit of knowledge, theory testing

• Managerial or political
– Concerned with social order, control

Katz & Khan (1978)



Rollinson (2008)

What influences organisations?



Lynch (2006)



In-Class Activity: Investigating Key Issues Affecting 
Hotels

What are the key issues affecting hotel 
organisations?



In-Class Activity: Investigating Key Issues Affecting 
Hotels

▪ Labour shortages and staff retention

▪ Rising operational costs (inflation, energy prices)

▪ Guest expectations and service quality

▪ Technology advancements (AI, automation, digital check-in)

▪ Sustainability and environmental concerns

▪ Competition from alternative accommodations (e.g. Airbnb)

▪ Health and safety regulations (post-pandemic concerns)



▪ Comprehensive Company Profiles
Detailed financials, SWOT analyses, key executives and business descriptions for 
thousands of global companies

▪ Industry & Market Reports
In-depth research covering industries across multiple countries and regions

▪ Country Intelligence
Economic indicators, political analysis and business environment assessments



▪ Competitor & Sector Analysis
Benchmarking tools and comparative data for strategic planning

▪ News & Insights 
Business news, sector developments and analyst commentary

▪ Data & Forecasts
Market size data, growth forecasts and macroeconomic statistics



Activity (10 minutes):

Explore MarketLine – how can it be used for your 
assignment (business report)?



Today’s Objectives

▪ To look at what managers do

▪ To consider their organisational impact

▪ To evaluate managerial effectiveness

▪ To consider time management  



What’s the Relevance to Management?

‘Give a man a fish, and he
eats for a day.

Teach a man to fish, and
he eats for a lifetime.’

(Lao Tze)



Management can be regarded as
‘Making things happen’

▪ Getting things done through others within a structured 
organisational setting

▪ Prescribed roles, systems & procedures

▪ Being directed towards achieving aims and objectives

▪ Using scarce resources in the best way

▪ Coping with change and uncertainty



Discussion

What is the main role 
of a manager?



A manager’s main job is...

▪ To inspire employees to do their best

▪ To establish a working environment that lets them achieve
their goals

▪ To remove obstacles in the organisation that stop people 
from doing their jobs effectively

▪ To get people the resources they need

▪ To train them

........ To do their jobs effectively



Group Activity 

What key skills do you need to 
get things done through 

others?



Expected Key Skills

✓Communication: Clearly articulating goals, expectations and feedback is 
crucial to guide and motivate others

✓Delegation: Knowing how to assign the right tasks to the right people, 
considering their skills and capacities

✓Motivation: Understanding what drives your team members and using this 
knowledge to encourage productivity and engagement

✓Empathy: Being able to understand and share the feelings of another, 
which can foster a supportive and collaborative environment

✓Conflict Resolution: Being able to identify and address disagreements or 
conflicts within a team efficiently and constructively



Expected Key Skills (contd.)

✓Problem-Solving: Guiding others in navigating challenges and finding effective 
solutions

✓Decision Making: Making informed and timely decisions that affect others and 
standing by them

✓Leadership: Inspiring and leading by example, setting the tone for the work ethic and 
culture

✓Influence: Having the ability to persuade and convince others to understand and 
accept your ideas or the tasks at hand

✓Adaptability: Being able to adjust strategies and approaches when dealing with 
different people or changing circumstances

✓Mentoring and Coaching: Providing guidance and feedback to help others grow and 
improve their skills



What managers do….
Can you remember?!

Clue: There are 4 main functions

P_ _ _ _ _ _ _
O_ _ _ _ _ _ _ _ _
L _ _ _ _ _ _
C_ _ _ _ _ _ _ _ _ _

Peek, S. (2023) 
Management Theory of Henri Fayol (1949)

PLANNING
ORGANISING
LEADING
CONTROLLING



What does a manager do?

A manager’s work depends on:

▪ The type of structure
▪ Activities and tasks involved
▪ The nature of people employed
▪ Technology and methods of performing work
▪ The level in the organisation at which the manager is
▪ The nature of the organisation, its philosophy, objectives and size



Why do organisations need managers?

Mintzberg: 6 purposes of the manager:

1. To ensure the organisation serves its basic purpose.

2. To design and maintain the stability of operations.

3. To take charge of strategy-making and adaptation to changing environment.

4. To ensure the organisation serves the ends of those who control it.

5. To be the key informational link between the organisation and the environment.

6. As formal authority to operate the organisation’s status system. Mintzberg (1979)



Do you agree?

‘People respond according to the manner in
which they are treated. The majority of staff
come to work eager to do a good job and to
perform to the best of their abilities.

‘Therefore, if individual performance fails to
match the ideal, this is a result of poor
management.



Managing people

‘Treat people with politeness, respect and dignity
and in doing so create a strong role model for
others to follow. Building a reputation of fairness
gives you a buffer against the times when the
policy is wrong, or you behave badly.’

Warren Buffett (2021)



(ACAS, 2023)



(ACAS, 2023)



(ACAS, 2023)



(ACAS, 2023)



Golden Rule Management:
Mary Kay Ash 

▪ Trust people fairly but according to merit
▪ Make others feel important
▪ Motivate people by praise
▪ Encourage feedback
▪ Sandwich every bit of criticism between two

layers of heavy praise
▪ Have an open-door philosophy
▪ Help other people get what they want
▪ Never hide behind policy or pomposity

(Ash, 2008)





Recap

▪ To look at what managers do

▪ To consider their organisational impact

Today we have discussed:
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