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Executive Summary

Management is a business career that deals with people management and business management. In short, management deals with making decisions, having a wide variety of skills and tactics and being a good problem solver. A career in management is also described focusing on the different opportunities and environment. Also, the different types of management positions are stated, as well as possible salaries and a brief analysis on a specific job analysis. 

Introduction

There are many paths an individual may chose as a career. Management would be one of the top-most professions in business along side Finance. Accounting, and Marketing. Managers are leaders and supervisors. They have the ability to communicate one-on-one with their bosses and they have great interpersonal skills to manage people. The managing people business core function represents interests that are realized through working directly with people in the role of manager, director, or supervisor. 

Management

Management is a process of planning, organizing, leading and controlling the efforts of organization members in using organizational resources so as to achieve organizational goals in the most efficient and effective manner. 
 Managers must constantly re-evaluate-established goals and objectives in relation to the social and economic environment. They have to be aware of trends and changes to direct employees towards and changes to direct employees towards realistic goals. Managers must make decisions, and decisions are not easy to make. Decision-making is choosing the best course of action for two or more alternatives. Making wrong decisions can have a negative impact on the manager. 

The four basic functions of management are: Planning, Organizing, Leading and Controlling.  Planning involves establishing objectives that the organization should accomplish by a future date, and then determining how best to achieve those objectives with the organizational resources available. 
 Organizing involves creating a formal structure of tasks and authority. 
 Leading involves guiding the actions and performance of people to achieve the organization’s goals. 
 Controlling means ensuring that actual performance is according to plan and that organizational objectives are being met. 

A good manager has these four functions and they also have a combination of skills that are known as technical skills (hands on approach), human skills (interaction with employees), and conceptual skills (perceiving the organization as a whole). Managers also have to motivate the employees. They have to show signs leadership and they have to be able to communicate with their employees. Management is a broad field having top management, middle management and supervisory management. (See Appendix 1) 

Jobs in Management

The manager of the future will be a well-educated professional with a broad knowledge of psychology, sociology and economics. 
 Management has become an area of specialization. A professional manager is an expert trained by education and experience to manage any type of organization be it a government agency, business, restaurant, hospital, hotel/motel, social, educational or service organization. 
 There are many environments a manager may work in. They are the following: Retail & Wholesale Trade, Health Services, Restaurants/Food Service, Communications, Banking and Finance, Non-Profit organizations, Construction, Education, etc. 

My Occupation Selected and Analysis on the Position

The career path I choose is as a Customer Care Manager. The company is Global Crossing Conferencing. This company deals with Audio/Video Conferencing. The Job functions are demanding. Manage and evaluate staff development, Provide performance evaluations and write reviews for Supervisors, Develop and evaluate processes and procedures to support Global Crossing customer satisfaction and retention initiatives, etc. The Hob Functions targets an individual that is very confident and a person who will work hard. The job functions describe the tasks of a manager well. Some examples are the following: the responsibility of reporting to the supervisor and conducting tasks for the supervisor, and to manage care centers and employees. 

The Job Qualifications are also demanding. They require five years of managing call centers or customer service organization, experience in leadership development, and excellent problem solving, project management and time management skills. In evaluating this job, the company, the functions and the qualifications, this job has a good backbone on what a manager is and what tasks a manager must conduct. The key role of a manager is decision-making. And in this job the manager does have to make decisions. 

This seems like a call center management position. For instance, the manager will have to make decisions on how well the employees perform and to report the employees’ behaviors and strategies to the supervisors. The manager also has to motivate the employees to make the sales. They have to help their employees make the sales by encouraging them and setting little rewards and goals for each employee. I.e. like telling Peter, “You made 8 sales last Friday, so beat your own record.”

Status of Employability and Current trends

It is not hard for a person at the moment to get a job in management. When I did a search in Workopolis.com, Monster.ca, Jobboom .com, and CareerClick. Com, I always found many jobs related to Management. There were job opportunities in various environments from hotel management to restaurant management to non-profit organization. As mentioned before, management is a broad area with top management, middle management and supervisory management. There is space for improvement and advancement, i.e. climbing the career ladder. For example, a manager could make on average $14, 000 to $35, 000 U.S. a year depending on the job. A Personnel manager at a Health Center makes on average $14,000 U.S. Whereas, a Manager at Red Lobster makes $ 20,000 and a Finance Manager at a Brokerage service makes $35, 000. 
Many people are now targeting their careers to business. In the 21st century females working and having a double-income in a home is part of daily lives. Female entrepreneurs place greater emphasis on idea generation, innovation, human resources and interpersonal skills. 

Conclusion

Managers have to be able to adjust quickly to change if they are to protect their organization from loss and take advantage of new opportunities as they arise. Overall, management is a great career path with many opportunities and different environments. Managers are very important in the organization and they have many qualities to offer. After doing this report a managers’ skills and techniques, responsibilities and tasks are something that interest me. So, in the end, I believe that this report helped me figure out if I really did want to become a manager. And the answer, now more than ever is Yes, without a doubt.

Appendix

Job Posting

Origin: Montreal Gazette 

About Global Crossing Conferencing: 
Global Crossing Conferencing is the world leader in Audio/Video Conferencing. We offer services such as broadcast fax, automated conference calling, digital playback and more. We were the world's first carrier independent multi-point video conferencing provider. We utilize the world's first wholly owned global fiber optic network with 101,000 route miles, spanning five continents, 27 countries and more than 200 major cities. The Global Crossing Network and its product offerings are available to over 80% of the world's communications traffic. We are currently seeking candidates for the following position: 

Customer Care Manager

Essential Job Functions: 

· Manage and evaluate staff development within Product Group. Establish goals and performance expectations for the team. Manage 6-10 care center Supervisors and 100+ total employees. Establish and support a Product Group environment that enhances team development. Provide performance evaluations and write reviews for Supervisors, and ensure quality in the review process for the entire team. Participate fully in Customer Care communication plans. Establish, communicate and reinforce performance expectations within the Product Group. 

· Develop and evaluate processes and procedures to support Global Crossing customer satisfaction and retention initiatives, and to provide superior service via the conference call reservation and call execution process. Collaborate with the Manager of Customer Relations to resolve major customer-affecting incidents, including developing plans to ensure future success with impacted customers. As needed, participate in customer visits on-site and at customer locations.. 

· Support processes to ensure effective communication with internal and external customers. Represent Product Group to provide responses to Requests for Proposals in conjunction with the sales and sales solutions groups. Define service level agreements tailored to clients based on revenue thresholds with the Sales and Marketing groups. 

· Manage the detailed implementation of new products and services into the care center. Function as a member on inter-departmental project teams. 

· Analyze forecasts. Evaluate staffing, networks and resource requirements needed to achieve Product Group volume requirements. Assess and analyze the needs of the Product Groups. Advocate for Product Group staff in order to secure the resources needed. Validate that the perceived need is real, and identify the most cost-effective solution. 

Job Qualifications:
· Bachelor's degree in business, telecommunications, or related field preferred. 

· Five years of managing call centers or customer service organization. 

· Previous customer service experience required, with a demonstrated ability to resolve client issues. 

· Experience in developing and maintaining customer relations management and customer support programs. 

· Experience in leadership development. 

· Thorough knowledge of teleconferencing from reservations, operations and customer standpoints preferred. 

· Excellent problem solving, project management and time management skills. 

· Must be able to speak English fluently. 

Jyoti Patel

5816 Jeanne Mance

Montreal, Quebec

H2V 4K8

Home: (514) 279-2445

Cell: (514) 816-0443

E-mail: jyoti_81@hotmail.com
Highly developed computer skills, punctual, extremely well organized, and autonomous. I am a self-starter, teamwork oriented, resourceful, and highly motivated.

Computer Skills:
Word



      
PowerPoint




Excel




Access




Outlook




FrontPage




WordPerfect




PhotoShop

Languages: 
English, French, Indian (Gujarati)

Education: 
September 2001 – May 2004



Concordia University – The John Molson School of Business



Bachelor of Commerce – Management

September 1998 – May 2001



Dawson College



DEC in Office Systems Technology
Experience: 
April 2001

RECEPTIONIST

BNP Paribas (Canada)

- Transcribing tapes

- Taking minutes at meetings

- Calling clients in North America and Overseas

- Answering the phone

- Mail Control

- Typing Documents 

- Inventory Control

· Indexing and Filing

- Arranging Internal and Videoconferencing meetings, etc.


August 2000



TELESALES REPRESENTATIVE



Amerinet

· Selling Business to Business Telephone Directories

April 2000

RECEPTIONIST

St. Patrick’s Elementary School

· Answering the telephone

· Typing documents

· Accounting/Payroll

· Mail Control

· Indexing and Filing

· Inventory Control

Awards: 
     December 1999


     Certificate of Excellence in Accounting



     June 1998



     Award for Student Council (Treasurer)

Interests: 
     Treasurer of the 1997-1998 Student Council committee. Helped organize events, dances, and special occasions for the students in the school.

Hobbies:
     Enjoy reading books, writing in my journal, working out at the gym and meditating. 

The Management Hierarchy


Skills required at various management levels

     Supervisory


     Middle



   Top
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