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Professional Certificate in Business Management
15th intake 
Presentation: 2009-03
Assignment 1
Management Functions and Principles

Deadline: May 21, 2008
INSTRUCTIONS
1.
If you want to apply for late submission, you should contact the instructor and the course coordinator, provides an appropriate reason and obtains their approvals before the deadline.  NO MARKS WILL BE AWARDED FOR LATE SUBMISSION UP TO MORE THAN SEVEN ACTUAL DAYS AFTER THE DEADLINE.  
2.
This assignment is part of continuous assessment and accounts for 12.5% of the course’s total mark.
3.
The report should be not more than 2,000 words.  It should be in English, typed, in font size 12, single-spaced and with page numbers.  Please print your name, student number and mailing address on the cover page.  A template for the cover page has been enclosed.
4.
Please complete the TMA form (Section 1) and submit it together with the assignment. 
5.
Read the following case carefully and then answer the questions.  Both questions carry equal marks.
6.
Analyze the case based on information provided.  You are not required to conduct additional research on the company or industry featured in the case study.  
7.
Apply the appropriate theories in answering the questions.  Back up your argument or analysis with facts and data provided by the case.  
Case 

Mr. Chan is the head of customer service department of a public utility company.  It is 1:00 pm on Monday and he is having lunch with his friend.  He looked back to the half-day’s work and here’s what he said:

“Monday morning is always bad.  We have to clear complaint backlogs piled up over the weekend, and new complaints keep coming in.  Most unfortunately one officer was absent and I have to substitute her position.  Nowadays the company is so thin on staff that a single absence implies extra workload for others.  I dare not ask for more staff as the company is cutting costs.  I want to keep my job.  You know, my flat is negative equity and I have a family to support.

At 10:30 a transmission cable broke down in Shamshuipo, resulting in temporary suspension of service in the area.  I notified the maintenance team immediately but skipped the formal procedure of compiling and filing a report on the incident.  I would do that later when I have time.  When things go wrong, the first thing to do is to fix it immediately; otherwise my department will be flooded with calls.  Controlling workload has always been my first priority. You know, customer service department is cost center and our work is seldom appreciated.

I have no time for clearing my in-tray and almost missed an important meeting at 11:00 am.  I hate paperwork.  It is time-consuming and could not be delegated.  Those memos and reports seldom tell you what really happens within the company.  They are useless, written for self-protection.  Informal and verbal exchanges are much more useful.  You know, today’s gossip may be tomorrow’s fact.  

I like to chat with other department heads. It relieves pressure and helps me win acceptance.  Getting along with others also makes my job easier; as it enables me to bypass formal channels if necessary.  That’s why everyday I spend 10% of my time chatting.  You will obtain useful information in the smoking corner of the back alley, but never from your in-tray.  More importantly, you can store such information in your head and no one could steal from you.  Hopefully I would have time for that in the afternoon.

I don’t believe in the MBA bullshit that management is a science or profession, and a responsible manager should plan and organize.  In reality a manager is a firefighter.  Take me as an example, 90% of my working hours are spent on tedious tasks lasting less than 15 minutes. As a trouble shooter you jump from one issue to another and constantly respond to the needs of the moment.  When you are a manager, you are conditioned by your workload and must rely on your judgment and intuition.  It is like being thrown into the sea in a stormy night.  You have no where to ask for help.”
Questions

1.
Comment on Mr. Chan’s performance as a manager.  Do you think he is a good manager?  Why or why not? (50%)

2.
Do you agree with Mr. Chan on the nature of managerial work? Discuss. (50%)
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