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What is Controlling?
Process of regulating organizational activities, so that
actual performance conforms to expected organizational
standards and goal.

Controlling means that managers develop appropriate
standards, compare ongoing performances against those
standards, and take steps to ensure that corrective actions
are taken where necessary.



Why is Control Important?

 Controls let managers know whether their
goals and plans are on target and what
future actions to take.

 Control systems provide managers with
information and feedback on employee
performance.

 Help minimize workplace disruptions.



LEVELS OF CONTROL

Strategic planning Strategic
control

Tactical planning Tactical control

Operational
planning

Operational
control

Top level management
Organization wide perspective
Long time frame

Middle level management
Department perspective
Periodic time frame

Lower level management
Unit/individual perspective
Short time frame



Levels of Control
Strategic control
 involves monitoring critical environmental factors

to ensure that strategic plans are implemented
as intended, assessing the effects of
organizational strategic actions, and adjusting
such plans when necessary

Tactical control
 focuses on assessing the implementation of

tactical plans at department levels, monitoring
associated periodic results, and taking
corrective action as necessary



Tactical control

Marketing strategy : develop business
package targeting travel agent including e-

commerce

Budget
Hotel

Tactics

Other Tactics:
• Building a list of local travel agents
• Preparing a biz incentive scheme
• Outlining how they can use hotel website to make

reservations and keep up-to-date
• Personally visit the agents to follow up
• Monitoring the response to determine if the sales target is

met.



Levels of Control

Operational control
 involves overseeing the implementation of

operating plans, monitoring day-to-day results,
and taking corrective action when required

e.g:
 Are product and service output high quality and delivered on

time?
 Are inventories of raw material, goods-in-process and finished

products being purchased and produced in the desired
quantity?

 Are the actual production cost in line with cost estimates?



THE CONTROL PROCESS

Steps in the
Control
Process







TYPES OF CONTROL



The Balanced Scorecard

A strategic planning and management system
that is used extensively in business and
industry, government and non-profit
organizations worldwide to:
 Align business activities to the vision and strategy

of an organization
 Improve internal and external communications
 Monitor organization performance against strategic

goals



How company measure their performance?



 The learning and growth perspective
– Companies need to increase their performance align to

companies vision.
– Includes employee training and corporate cultural attitudes

related to both individual and corporate self-improvement

 The business process perspective
– Refers to internal business processes
– Metrics based on this perspective allow managers to know how

well their business is running, and whether its products and
services conform to customer requirements (the organization’s
mission).

– Measure – How they manage their fixed and current asset – sale

Balanced Scorecard Perspectives:
-How company’s measure their performance?



 The customer perspective
– The importance of customer focus and

customer satisfaction in any business.
– Measure – customer complain , average

collection period, average payment period.
 The financial perspective

– Timely and accurate funding data will always
be a priority and managers will do whatever
necessary to provide it.

– Companies have a good performance if they
get a positive financial ratios. (ROA, NPR).

Balanced Scorecard Perspectives (cont.)




