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stages of, 299–300

product lines, 298
product manager, 306
product mix, 298
product placement, 332
product-related segmentation, 280f, 283–284
product strategy, 274, 295–298

labels, 306–308
packages, 306–308
product identification, 303–308
in retailing, 316

product usage rate, 284
product value, 332
production, 240

see also production and operations 
management

analytic production system, 243
continuous production process, 243
customer-driven production, 242
flexible production, 242
intermittent production process, 243
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mass production, 241–242
production process, 240, 240f
production processes, 243
strategic importance of, 240–242
synthetic production system, 243
technology, 243–246
typical production systems, 241f

production and operations management, 240
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follow-up, 257
information technology (IT), 365t
inventory control, 253
just-in-time (JIT) system, 253–254
location decision, 247–248, 247t
make, buy, or lease decision, 252
materials requirement planning (MRP), 254
planning the production process, 250
production. See production 
production and operations managers, 

249–254
production control, 255–257
production management tasks, 249f
production plan, 252–254
production planning, 255–256
quality, 258–261
routing, 256
scheduling, 256–257
selection of facility layout, 250–251, 251f
suppliers, selection of, 253

production and operations managers, 249–254
production control, 255–257

dispatching, 257

strategic planning, 169
strategic planning process, 170–173, 171f
tactical planning, 169
types of, 168–170

platform as a service (PaaS), 374
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political climate, 91
political differences, 91–94
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population projections, 14f
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positioning, 331
positive balance of payments, 85
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preferred shares, 130, 424
pregnancy leave, 47t
premiums, 341, 433, 530
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prestige pricing, 350
previously published data, 277
price, 349
price discrimination, 7
price-fixing, 523
price level changes, 68–71
price-quality relationships, 355
price war, 349
pricing objectives, 348–351
pricing strategy, 275

alternative pricing strategies, 353–354
breakeven analysis, 352–353, 352f
channel conflicts, 480
competitive pricing, 354
consumer perceptions of price, 355
cost-based pricing, 352
discount pricing, 353
drug industry, 63
everyday low pricing (EDLP), 353
odd pricing, 355
penetration pricing, 353
price determination in practice, 352
price-quality relationships, 355
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skimming pricing, 353
surge pricing, 350

primary data, 278
primary demand, 328
primary markets, 424–425
privacy issues, 478–480
privacy norms, 279
private brand, 304
private cloud, 373
private employment agencies, 560–561
private enterprise system, 6–9, 61–64

basic rights, 6–8, 7f
entrepreneurship alternative, 8–9

private equity funds, 460–462
private exchanges, 473
private insurance company, 533
private placements, 460
private property, 7
private sector employees, 8f
privatization, 65
problem-solving team, 219–220
process control systems, 366
process departmentalization, 181
process layout, 250, 251f
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self-managed team, 220
self-regulation, 438
seller’s market, 269
selloff, 463
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serial entrepreneurs, 141
server, 368
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sexism, 48–49
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shareholder rights, 130
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shares, 130, 422–424, 459–460
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short-term funding options, 457–458
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skimming pricing, 353
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government regulation, 117
inadequate financing, 116
industry creation, 114
innovation, 114
job creation, 113
management shortcomings, 116
Readiness Assessment Guide, 152
typical small-business ventures, 111–113
women and, 121
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Me Too movement, 223
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product strategy, 316
promotional strategy, 317–318
return policies, 317
store atmospherics, 318
store retailers, 314, 315t
target market, 316–318
wheel of retailing, 314–315, 315f

retention bonus, 197f
return, 447
return on equity, 405t, 408
return policies, 317
revenue tariffs, 94
reviews, 336t
right-time marketing, 470
right to be heard, 45
right to be informed, 44–45
right to be safe, 44
right to choose, 45
rights

of consumers, 44–45, 44f
equal rights, 47t
in private enterprise system, 6–8, 7f
shareholder rights, 130
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risk management, 529–530
risk–return tradeoff, 447
Robinson, Kiersten, 189–190
robots, 245, 381t
romance fraud, 480
routing, 256
Rubinfeld, Arthur, 37
rule of indemnity, 532
runs, 431
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SaaS. See software as a service (SaaS)
safety issues, 44
safety needs, 204
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salary, 197, 396, 575
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sales, 575–576
sales branches, 312
sales era, 268–269
sales increase, 331
sales law, 524
sales office, 312
sales process, 344–346
sales promotion, 330t, 340

consumer-oriented promotions, 340–342, 
341f
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sales stabilization, 331–332
sales tasks, 343–344
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Sandberg, Sheryl, 223
sandwich generation, 46
Sarbanes-Oxley Act of 2002, 28–29, 49, 166, 

394, 400
savers, 417–418
scarcity, 350
scheduling, 256–257
search engine optimization (SEO), 483
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secondary data, 277–278
secondary market, 427
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securities, 419–424, 451
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importance of, 258–261
ISO standards, 259–261
price–quality relationships, 355
quality control, 259

quality control, 259
quality of life, 144–145
quality-of-life issues, 46
quick ratio, 405t, 406–407
quotas, 94
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rack jobber, 312
radio, 338
radio-frequency identification (RFID) 

technology, 308, 321
ratio analysis, 405–409, 405t
raw materials, 297
real property, 525
rebates, 341
receivables turnover, 405t, 407
recession, 66–67
recovery, 67
recruitment, 191–194, 192f
recycling, 40
Reece, Daryl, 41
regional differences, 89
registered retirement savings plans (RRSPs), 

434
regular dividend, 456
regulated monopoly, 63–64
relationship era, 11–12, 269
relationship management, 12
relationship marketing, 287–290
relevance, 393
reliability, 393
religious attitudes, 89
reminder-oriented advertising, 335
renewable electricity standard (RES), 67
representational faithfulness, 393
reserve requirement, 436
reservists, 47t
reshoring, 103
responsibilities of companies. See company 

responsibilities
restaurants, 547
restrictive monetary policy, 72
resumés, 31–32, 561–565

online, 565
organizing your resumé, 561–562
tips, 562–565

resumés of principals, 118, 552
retailer-owned cooperatives or buying offices, 

313
retailers, 310, 313
retailing, 313–318

automatic merchandising, 314
competition, 315
customer service strategy, 316
direct-response retailing, 313–314
direct selling, 314
Internet retailing, 314
location, 316–317
nonstore retailers, 313–314, 313f
pricing strategy, 316
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team diversity, 222
team level, 222
team norm, 224
team size, 221–222
types of, 219–230, 219f
virtual team, 220, 221
work teams, 219

team cohesiveness, 224
team development stages, 222–223, 223f
team diversity, 222
team level, 222
team norm, 224
technical skills, 165
technical support specialists, 577
technology, 5, 15

see also Business & Technology cases
cognitive technology, 193
computer-aided design (CAD), 245–246
computer-aided manufacturing (CAM), 246
computer-integrated manufacturing (CIM), 246
fintech (financial technology), 115, 431, 432t
flexible manufacturing system (FMS), 246
green manufacturing processes, 244
information technology (IT). See information 

technology (IT) 
and the production process, 243–246
radio-frequency identification (RFID) 

technology, 308
robots, 245

telecommuters, 200
telemarketing, 343, 344
television, 336–337
tender offer, 463
test marketing, 302
Theory X, 207
Theory Y, 207
Theory Z, 207
360-degree performance review, 196
3D-printing, 252, 381t
time utility, 267
timeliness, 394
tolerance for ambiguity, 151
tolerance for failure, 150
tombstone, 425
top management, 164, 167, 170t, 574
Toronto Stock Exchange, 427
torts, 526
total asset turnover, 405t, 407
total cost, 352
total productivity, 68
total revenue, 352
trade. See international trade
trade credit, 457
trade deficit, 85
trade promotion, 342
trade restrictions, 94–95
trade shows, 342
trade surplus, 85
trade unions. See labour unions
trademark, 304, 525
training programs, 194–196
transaction management, 11
transaction processing systems, 366
transportation, 247t, 321–322, 322t
trashion, 301
treasurer, 446
Treasury bills, 73, 420

objectives, 172–173
strategies for competitive differentiation, 173

strategic plans, 448
strategy

adaptation strategy, 105, 275–276
customer service strategy, 316
distribution strategy. See distribution strategy 
implementation of strategy, 173
marketing strategy. See marketing strategy 
pricing strategy. See pricing strategy 
product strategy, 274, 295–298
promotional strategy, 275, 317–318, 331–332, 

331f
pulling strategy, 348
pushing strategy, 348
standardization strategy, 105, 275
strategies for competitive differentiation, 173

strengths, weaknesses, opportunities, and 
threats, 171–172, 172f

strike, 209
structural unemployment, 71, 74t
subcontracting, 102–103
subprime mortgages, 420–421
substance abuse, 39
supercentre, 315t
superior court, 522
supermarket, 315t
supervisory management, 165, 170t, 574
supplements, 260
suppliers, 253
supplies, 297
supply, 55

factors driving supply, 58–59
interaction of demand and supply, 59–60
law of supply and demand, 59f
money supply, 435

supply chain, 320–321
supply curve, 58, 58f, 58t
Supreme Court of Canada, 522
surge pricing, 350
sustainability, 398–399
sustainable, 41
sweepstakes, 341–342
SWOT analysis, 171–172, 172f
symbolism, 89
synthetic production system, 243
Szymberski, Christopher, 138–139

T
tablets, 370
tactical planning, 169
tangible assets, 396
tangible property, 525
target market, 274–275, 316–318
tariffs, 93, 94
tax, 527
tax court, 522
tax planning, 543
taxes, 73, 117
team, 219

characteristics of, 221–223
conflict, 224–225
cross-functional team, 220
incentives, 197f
problem-solving team, 219–220
self-managed team, 220
stages of team development, 222–223, 223f
Team Canada (case), 509–510

social needs, 204
social networking, 146–147, 192

see also social media
social networking sites, 484
social responsibility, 20, 37–38, 38f

Cirque du Soleil (case), 495–496
corporate philanthropy, 42–43
environmental protection, 39–41
general public, responsibilities to, 38–43
public health issues, 42
social audits, 38

social zone, 232, 232f
socialism, 64, 65t
software, 364, 369–370, 397–398
software as a service (SaaS), 374, 446
sole proprietorship, 125–126
Sollano, Francis, 301
sovereign wealth funds, 461–462, 461f
S&P/TSX 60 Shariah Index, 439
span of control, 182
span of management, 182
specialized skills, 241
specialty advertising, 342
specialty products, 296
specialty store, 315t
speculative bonds, 421
speculative risk, 529
“spinning” bad news, 230
spinoff, 463
sponsorship, 330t, 339
spot awards, 197f
spyware, 377
staff managers, 183
stakeholders, 36
standard of living, 538
standardization, 241
standardization strategy, 105, 275
starting a new venture, 153–157

business plan, 155, 155t
buying an existing business, 154–155
finding financing, 155–157
government support, 157
selecting a business idea, 153–154

statement of cash flows, 403–405, 404f
statement of changes in equity, 403, 403f
statement of comprehensive position, 402
statement of financial position, 400–401, 401f
statistics, 282
statutory law, 522
stock. See shares
stock exchanges, 427–429
stock markets, 427–429
stock options, 218, 218t
stock ownership, 130
stock quote, 423, 423f
stock split, 423
store atmospherics, 318
store brand, 304
store retailers, 314, 315t
storming stage, 222–223
storytelling, 336t
strategic alliance, 13
strategic planning, 169
strategic planning process, 170–173, 171f

assessment of competitive position, 171–172
defining the organization’s mission, 171
implementation of strategy, 173
monitoring and adapting strategic plans, 173
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web-based promotions, 483
websites, 471, 484, 486–489

career websites, 559–560, 560f
development, 487–488
measurement of effectiveness, 488–489
popular North American sites, 487t

wheel of retailing, 314–315, 315f
whistle-blowing, 32–33, 400
wholesalers, 311
wholesaling, 311–313
Wi-Fi, 371
wide area networks (WANs), 370
Williams, Pharrell, 327
wireless local networks, 371
women

GM’s first female CEO, 176
purchasing power, 282
and small business, 121

work teams, 219
workers’ compensation, 45–46
workforce

changes in, 14–17
and changing nature of work, 16
current trends, 14–17
diverse workforce, 15–16
quality of the workforce, 41–42

workplace safety, 45–46
World Bank, 73, 96
World Trade Organization (WTO), 96, 100t, 522
World War II, 11
world’s top 10 nations, 82t
written communication, 228t, 229–230

Y
Yamashita, Asafumi, 116, 117f
Yellen, Janet, 72
young people, 282

Z
Zuckerberg, Mark, 167f

universal product code (UPC), 308
upcycling, 481
upward communication, 230
urban reserve, 157
usage-based billing, 8
users, 417–418
users of accounting information, 388–390, 389f
utility, 240, 267–268, 310, 348–349

V
vacation time, 89
values, 89
variable costs, 352
vendor-managed inventory, 253, 321
venture capital, 120
venture capitalists, 157, 460
verifiability, 394
vertical merger, 133
vice-president of financial management, 446
video, 381t
video advertising, 483
video on demand, 336t
viral advertising, 335
virtual network, 372–373
virtual private networks (VPNs), 372, 473
virtual reality, 336t, 381, 381t, 489
virtual team, 220, 221
viruses, 376
vision, 17–18, 118, 148–149, 167
vloggers, 147
voice control virtual assistants, 381t
voice search, 336t
volume objectives, 349
voluntary turnover, 201
volunteerism, 43
Vroom, Victor, 205

W
wage, 197, 396
warehouse club, 315t
warehousing, 321
warranties, 322, 524

Trojan horse, 377
trust, 230
truth, 32
turnover, 201
two-factor model of motivation, 204–205

U
underemployment, 74t
understandability, 394
underwriting, 426, 460
underwriting discount, 460
unemployment, 67, 70–71, 70f, 74t
unemployment rate, 70
unicorn, 362
union tactics, 209–210
unions. See labour unions
United States, 82t

alternative energy, 67
bank regulations, 437
bribery, 92
Canada’s trading partner, 83–84, 98
China, trade with, 93
classification system, 284
credit crisis, 420–421
credit reports, 275
economy, 85
free trade, 97–98

see also Canada–United States–Mexico 
Agreement (CUSMA); North American Free 
Trade Agreement (NAFTA)

GDP per capita, 68
international trade, 85
low-context culture, 226
monetary policy, 72
national debt, 73
Sarbanes-Oxley Act of 2002. See Sarbanes-

Oxley Act of 2002 
social media profiles, and screening, 203
supplements, 260
transportation, 322

Universal Market Integrity Rules (UMIR), 438
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