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[bookmark: _Toc234476572]1. Introduction

In today’s fast paced and competitive business environment, organisations must apply effective management practices to remain successful and sustainable. The four key management functions are planning, organising, leading and controlling which provide a structured way to achieve organisational goals. Although they are often studied separately, in practise they are closely linked and depend on each other. 
This assignment explores each of these functions using relevant theories and practical examples. It aims to show how organisations can use these management approaches to improve performance, while also reflecting on real life application and personal leadership experience. By combining theory with practice, the discussion highlights the importance of adaptable and effectively management in modern organisations. 
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Planning is essential as it sets the direction for the organisation and helps guide decision making (Robbins and Coulter, 2026). Without clear objectives, organisations can struggle to stay competitive or achieve consistent results. Three important strategic objectives for long-term success include improving customer satisfaction, increasing operational efficiency, and achieving sustainable growth.  Improving customer satisfaction is critical and it directly impacts customer loyalty and business performance. Many organisations now invest in digital technologies such as customer feedback systems, to better understand customer needs. At an operational level, training staff and improving communication skills are key to delivering consistent service. This is supported by the service-profit chain theory, which suggests that satisfied customers lead to increased profitability (Anderson et al, 2019). 
The second objective, increasing efficiency, focuses on reducing waste and improving productivity. Lean management principles highlight the importance of streamlining processes and elimination unnecessary activities (The Lean Management Systems Handbook, 2026). For example, organisations may introduce automation as a long-term strategy, while day to day improvements focus on refining workflows and reducing delays. 
The third objective is sustainable growth. This involves expanding the organisation while also considering social and environmental impacts. According to Porter and Kramer (2011), organisations should aim to create shared value by aligning their business goals and societal needs. This approach helps ensure long-term success rather than short-term gains. 
When considering planning approaches, traditional planning is often top-down where senior manager set goals. While this provides clear direction, it can limit the employee involvement. In contrast, Management by Objectives (MBO) allows employees to take part in setting and achieving goals which can improve motivation and accountability (Thomson, n.d.). However, MBO can sometimes lead to a focus on short term targets. In practise, a combination of both approaches is often more effective, allowing for clear leadership while still encouraging employee engagement. Another important aspect of planning is the ability to respond to external changes. Organisations operate in environments that are often influenced by technological developments, economic conditions and changing customer expectations. As a result, planning should not be viewed as a one-time activity but as a continuous process. Regular reviews of strategic objectives enable organisations to identify risk and opportunities early. This approach increases organisational agility and ensures that business objectives remain relevant and achievable despite changes in the external environment. 
[bookmark: _Toc234476574]3. Organising

Organising involves arranging resources and tasks in a way that supports organisational goals (Daft, 2021). In the case of a 24/7 customer care centre, it is important to design a system that provides continuous service while also considering employee well-being. 
A practical solution is to use a rotating shift system made up of three 8-hour shifts. This ensures full coverage throughout the day and night while sharing workload fairly. However, working shifts can affect employees' personal lives meaning flexibility is important. Offering part-time roles, job sharing and compressed hours can help employees balance work with other commitments. According to CIPD (2015), Flexible working can improve employee satisfaction and retention. 
To improve efficiency, a work package model can be introduced. This involves dividing tasks into specific areas, such as technical support, billing and general enquiries. Employees can then focus on tasks, which can increase both speed and accuracy. At the same time, cross-training is important so that staff can support different areas when needed. 
This approach reflects contingency theory, which suggests that organisational structures should be flexible and adapt to their environment (Donaldson, 2001). In a customer service setting, flexibility is essential to respond to changing demands. 
Managers also need to provide clear guidelines, such as fair shift scheduling, rest periods, and clear communication. Technology systems can assist with managing shifts and tracking performance. Overall, organising is not just about efficiency but also about creating a fair and supportive work environment. 
Effective organising also depends on communication across different levels of organisation. Employees need to understand their responsibilities and how their work contributes to overall organisational goals. Clear reporting structures and regular team meetings can help reduce misunderstandings and improve coordination. Furthermore, encouraging employee involvement in scheduling decisions can increase commitment and job satisfaction. This demonstrates that successful organisational structures are not only efficient but also designed to support employee engagement and collaboration
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Leading focuses on motivating and guiding employees to achieve organisational goals (Northouse, 2021). Based on my own experience working in a team, my leadership style is mainly democratic. 
This means I encouraged team member to contribute ideas and be involved in decisions. This helps build trust and created a positive working environment. Northouse (2021) suggests that democratic leadership can improve team satisfaction and collaboration. In my experience, this approach allowed everyone and myself to feel valued and motivated. 
However, there were also some challenges. Decision-making sometimes took longer because I wanted to consider everyone's opinions. In situations where time was limited, this became less effective. I also showed some aspects of transformational leadership by motivating the team and encouraging a shared goal (Bass, 2006). This helped improve engagement, but I realised that I need to develop more confidence when making final decisions. 
To improve my leadership skills, I would create a structured plan. This will include developing better time management, improve decision-making, and become more assertive when needed. Using tools such as prioritisation methods can help manage time more effectively. In addition, applying situational leadership would allow me to adapt my leadership style depending on the situation. 
Emotional intelligence is another important element of effective leadership. According to (Goleman), leaders who are self-aware and capable of managing relationships effectively are more likely to build trust within teams. Reflecting on my own experience, i recognise that developing stronger emotional intelligence skills would help me respond more effectively to different personalities and workplace situations. Improving these abilities would allow me to communicate more confidently, manage conflict more carefully and support team members more effectively during challenging situations. 
Overall, leadership is not about using one fixed style but adapting to different situation and continuously learning from experience. 
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Controlling involves monitoring performance and making sure that organisational goals are being achieved (Merchant and Van der Stede). In a customer service environment, this is important to maintain both quality and efficiency. 
At an individual level, performance can be measured using key performance indicators (KPIs) such as response time, number of resolved issues, and customer satisfaction scores. These provide clear data on performance. However, focusing only on numbers can lead to problems such as employees prioritising speed over quality.  
For this reason, qualitative measure should also be used. Feedback from customers and performance reviews can provide a more complete view of employee performance. This will ensure both the quality and efficiency are considered. 
At an organisational level, the Balanced Scorecard remains a useful performance management tool as it evaluates financial performance alongside customer outcomes, internal processes, organisational learning, provide a more balanced assessment of success (Niven). This provides a more balanced and long-term view. 
In addition, employee involvement can improve the effectiveness of control systems. When employees are consulted about performance measures and understand how evaluations are conducted, they are more likely to view the process as fair and constructive. This can reduce resistance to monitoring and encourage continuous improvement. Managers should therefore ensure that performance expectations are communicated clearly and that employees receive regular opportunities to discuss their progress. By combining formal performance measures with employee feedback, organisations can create a culture of accountability, transparency and development (Armstrong) 
Control systems should also include regular feedback and continuous improvement. For example, if performance levels drop, managers can identify the cause and provide support or training. It is important that control systems are seen as supportive rather than punitive as this will encourage employees to improve rather than feel pressured.
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In conclusion the four management functions which are planning, organising, leading and controlling, are essential for organisation success. This assignment has shown that while they are separate in theory, they work together in practise to improve performance and achieve goals. 
Planning provides direction, organising ensures resources are used effectively, leaning motivates employees, and controlling ensures performance is maintained.  By applying these functions in a flexible and practice way, organisations can adapt to changing environments and improve long-term success. 
Overall, effective management requires a balance between theory and real-world application, as well as the ability to reflect and continuously improve.
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