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“I just wanted to tell you how 

much I enjoyed the Management 

course you taught and I really 

value the text book you co-

authored. It is the first text book 

that I’ve decided to keep because 

I know that I will be referring to 

it throughout my career. Thank 

you so much for the pride and 

effort you put in to what you do. 

You are greatly appreciated.”
— Jo Zuercher (student at North Lake College)
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Management:  
Meeting and Exceeding  
Customer Expectations
This twelfth edition of Management: Meeting and Exceeding Customer 
Expectations is a comprehensive survey of the functions of management 
as they are currently being applied in the United States and around the 
world. The content and features are structured to reinforce three continuing 
themes that are woven into the chapters’ narratives: (1) the never-ending 
effort by managers and organizations to meet or exceed customers’ needs, 
(2) the need organizations and their people have to be guided by effective 
leadership, and (3) the growing use of technology, including social media.

The author has made every effort to keep this text objective, timely, and 
interesting to both the student and the instructor. All case problems, 
examples, and features portray actual companies and managers in action. 
Companies have been selected to provide balance between large and small 
organizations representing technology, service, manufacturing, and retailing 
industries. Successes as well as failures are included to lend perspective and 
aid in understanding.

putting this book in context
Your study of management should not be and does not need to be purely 
theoretical, abstract, and distant. Throughout your study of this text, try 
to relate what you read and discuss to your own real experiences at work, 
in the classroom, on the athletic field, and at home. You have already 
been practicing — and perhaps violating — many of the principles of 
management. What you are about to learn is an extension and refinement of 
what you already know — a blending of it with the experiences of others.

Although you will be reading each chapter as a separate area of study, try 
to relate it to what you have experienced and read previously. By linking 
the content of each chapter to that which has preceded it, you will begin 
to appreciate that management is a tapestry with many threads that run 
parallel to and across one another. For example, planning relates to all the 
management functions; it is part of every management activity in much the 
same way as is communicating. Periodically step back from your study to see 
the “big picture” of which each chapter is but a part.

Upon completion of this text and course, you will have developed your own 
philosophy of management and be armed with the essentials necessary 
for improving your career. You will become a better manager of your own 
concerns as well as the work of others.
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part opener — this book is divided 

into six comprehensive parts, 

comprising a variety of examples, 

applications, exercises, and devices

learning objectives — concepts 

to be mastered through chapter 

content, found at the beginning 

of each chapter; each learning 

objective is also highlighted in the 

page margin to identify where the 

content addresses the objective

sample pages 
from chapter 1



management insights —  

new to the twelfth edition, a 

chapter-opening “Management 

Insights” profile helps students 

relate chapter concepts to 

their own lives in a fun and 

engaging manner.

quality management — feature 

in most chapters that explores 

techniques for continuous 

improvement in the high-

performance workplace

sample pages 
from chapter 1

key term — defined within 

the chapter’s narrative are also 

highlighted in the page margin and 

listed at the end of each chapter  

with page numbers where you  

can locate the key term



managing social media — 

feature highlighting modern 

technologies, such as social 

networking, strategy, and blogging 

that can make the manager more 

productive and the business more 

successful.

ethical management — feature 

reporting on managers facing 

decisions that contain a variety 

of issues and consequences for 

themselves and others; at least one 

critical thinking question is found at 

the end of this feature
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additional features found in  
Management: Meeting and Exceeding 
Customer Expectations 12e

 ▶ global applications — feature demonstrating the successful application of 
one or more of a chapter’s concepts to the practice of management in other 
countries; at least one critical thinking question is found at the end of this 
feature

 ▶ valuing inclusion — feature depicts unique ways in which organizations 
show appreciation for their diverse employees; at least one critical thinking 
question is found at the end of this feature

 ▶ management in action — quiz that helps students relate chapter 
concepts to their own lives in a fun and engaging manner; found at the end 
of each chapter

Following each chapter’s content is a review section called “Review What 
You’ve Learned” which includes: Chapter/Appendix Summary; Key Terms; 
Review Questions; Discussion Questions for Critical Thinking.

Following each chapter’s review is an application section called “Apply 
What You Know” which may include: Social Media Management Exercises; 
Experiential Learning Exercises.

support materials for instructors
 ▶ A revised test bank with multiple choice, matching and true false questions, 

essay and short answer questions

 ▶ PowerPoint slides for each chapter (ADA-accessible)

 ▶ An Instructor Manual

 ▶ Flashcards in PPT for each key term by chapter

 ▶ Online teaching assignments, discussions, and videos

For instructor access, or to request a free desk copy of  
Management; Meeting and Exceeding Customer Expectations, go to 
http://wessexlearning.com/pages/request-instructor-copy

You can also reach us at contact@wessexlearning.com  
or call 914-573-2757


