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Abstract

Many organisations now have to operate in highly uncertain environments. Global competition drives
organizations to reduce their capital employed and cut costs through lean manufacturing, outsourcing
and extended supply or to grow by entering new markets, introducing new technologies, building
unique alliances. And all this is happening at a much faster speed than even ten years ago. On a
journey towards excellence, learning from past performance is always beneficial. However the
applicability of the learning rapidly diminishes in a continuously structurally changing environment.
One key (implicit) assumption of the theories and practices of TQM and Business Excellence is that
the business environment is relatively stable and predictable. However, this is no longer the case and
therefore we must also accept that much of our current theory and practice is no longer as effective
as in the past. In particular, we need to develop a strategic and practical approach to sustaining
Business Excellence to support executives and their organisations that face uncertainty and instability
in their particular market environments. Our approach is an application of well-tested theories of
complexity analysis using Simons’ Four Levers of Control model. It analyses all the organization’s
systems and structures which might be driving the behaviour of the people involved and examines
the degree to which these systems and structures support or undermine efforts to maintain business
excellence. It then considers how this situation can best be managed now; what needs to be changed
in which direction in the future; and how and when this can best be achieved, given the operating
environment of the company. We have found that crucial processes in an uncertain environment have
to be managed through the use of all four levers of control according to Simon’s model, however, the
interactive control mechanisms are becoming more important. Quality Management approaches
should therefore cover not only the tools and instruments to measure and control performances in
order to find deviations from the goals, but should also include methods to stimulate and improve the
more interactive management activities in order to be able to cope with the uncertain environments.

Keywords: Management Control, Uncertainty, Simon’s Levers of Control, Quality Management
References:

[1] Abernethy, M.A. and P. Brownell (1999), “The role of budgets in organizations facing strategic
change: an exploratory study”, Accounting, Organizations and Society, Vol. 24, pp.189-204.

[2] Anthony, R.N. (1965), Planning and Control Systems: a Framework for Analysis, Division of
Research, Harvard Business School, Boston.

[3] Arrow, K.J. (1964), “Control in Large Organizations”, Management Science, Vol. 10 No. 3, pp.
397-408.

[4] Bisbe, J. and D. Otley (2004), “The effects of the interactive use of management control systems
on product innovation”, Accounting, Organizations and Society, Vol. 29, pp.709-737.



Asigurarea Calitatii - Quality Assurance, ISSN 1224-5410
Vol. XXIV, Issue 93, January-March 2018
Pages 2-7

[5] Bonner, J.M., R.W. Ruekert and O.C. Walker Jr. (2002), “Upper management control of new
product development projects and project performance”, Journal of Product Innovation Management,
Vol.19, No. 3, pp. 233-245.

[6] Bruining, H., M. Bonnet and M. Wright (2004), “Management control systems and strategy
change in buyouts”, Management Accounting Research, Vol. 15 No. 2, pp. 155-177.

[7] Bryce, G.R. (1991), “Quality Management Theories and Their Application”, Quality, January, pp.
15-18.

[8] Chenhall, R.H. (2003), “Management control systems design within its organizational context:
findings from contingency-based research and directions for the future”, Accounting, Organizations
and Society, Vol. 28 No. 2/3, pp. 127-168.

[9] Dale, B.G., P.Y.-Wu, M. Zairi, A.R.T. Williams and A. van der Wiele (2001), “Total quality
management and theory: An exploratory study of contribution”, Total Quality Management, Vol. 12
No. 4, pp. 439-449.

[10] Dean, J.W. and D.E. Bowen (1994), “Management theory and total quality: Improving research
and practice through theory development,” The Academy of Management Review, Vol. 19 No. 3, pp.
392-418.

[11] Feldman, D.C. (2004), “What are We Talking About When We Talk About Theory?”, Journal of
Management, Vol. 30 No. 5, pp. 565-567.

[12] Giglioni, G.B. and A.G. Bedeian (1974), “A Conspectus of Management Control Theory: 1900-
19727, Academy of Management Journal, Vol. 17 No. 2, pp. 292-305.

[13] Hodge, B.J. and W.P. Anthony (1988), Organization Theory (Third Edition), Allyn and Bacon,
Boston.

[14] Jaques, E. (1951), The changing culture of a factory, Tavistock Institute of Human Relations,
London.

[15] Klemperer, P. (1987) “Markets with Consumer Switching Costs”, The Quarterly Journal of
Economics, Vol. 102 No. 2, pp. 375-394.

[16] Kruger, V. (2001), “Main schools of TQM: ‘the big five’”, The TQM Magazine, Vol. 13 No. 3,
pp. 146-155.

[17] Locke, E.A. and G.P. Latham (2006), “New Directions in Goal-Setting Theory”, Current
Directions in Psychological Science, Vol.15 No.5, pp. 265- 268.

[18] Marginson, D.E.W. (2002), “Management control systems and their effects on strategy formation
at middle-management levels: evidence from a U.K. organization”, Strategic Management Journal,
Vol.23 No.11, pp.1019-1031.

[19] Merchant, K.A. and R. Simons (1986), “Research and Control in Complex Organizations: an
Overview”, Journal of Accounting Literature, Vol. 5, pp. 183-201.

[20] Mundy, J. (2009), “Creating dynamic tensions through a balanced use of management control
systems”, Accounting, Organizations and Society, Vol. 35 No. 5, pp. 499-523.

[21] Otley, D., J. Broadbent and A. Berry (1995), “Research in Management Control: an Overview
of its Development”, British Journal of Management, Vol. 6 No. S1, pp. S31-S44.

[22] Rogers, R.E. and R.H. McIntire (1983), Organization and Management Theory, John Wiley &
Sons, New York.

[23] Shafritz, J.M. and J.S. Ott (2001), Classics of Organization Theory (Fifth Edition), Wadsworth
Publishing.

[24] Simons, R. (1987), “Accounting Control Systems and Business Strategy: an Empirical Analysis”,
Accounting, Organizations and Society, Vol. 12 No. 4, pp. 357-374.

[25] Simons, R. (1990), “The role of management control systems in creating competitive advantage:
new perspectives”, Accounting, Organizations and Society, Vol. 15 No. 1/2, pp. 127-143.

[26] Simons, R. (1991), “Strategic Orientation and Top Management Attention to Control Systems”,
Strategic Management Journal, Vol. 12 No. 1, pp. 49- 62.



Asigurarea Calitatii - Quality Assurance, ISSN 1224-5410
Vol. XXV, Issue 93, January-March 2018
Pages 2-7

[27] Simons, R. (1994), “How New Top Managers Use Control Systems as Levers of Strategic
Renewal”, Strategic Management Journal, Vol. 15 No. 3, pp. 169-189.

[28] Simons, R. (1995), Levers of control: How managers use innovative control systems to drive
strategic renewal, Harvard Business School Press, Boston.

[29] Simons, R. (2000), Performance Measurement & Control Systems for Implementing Strategy,
Text & Cases, Prentice Hall, New Jersey.

[30] Sitkin, S.B., K.M. Sutcliffe and R.G. Schroeder (1994), “Distinguishing Control From Learning
in Total Quality Management: A Contingency Perspective”, The Academy of Management Review,
Vol. 19 No. 3, pp. 537-564.

[31] Sousa, R. and C.A. Voss (2001), “Quality management: Universal or context dependent?”,
Production and Operations Management, Vol. 10 No. 4, pp. 383-404.

[32] Sousa, R. and C.A. Voss (2002), “Quality management re-visited: a reflective review and agenda
for future research”, Journal of Operations Management, Vol. 20 No. 1, pp. 91-109.

[33] Speklé, R.F. (2001), “Explaining management control structure variety: a transaction cost
economics perspective”, Accounting, Organizations and Society, Vol. 26 No. 4/5, pp. 419-441.

[34] Spencer, B.A. (1994), “Models of Organization and Total Quality Management: A Comparison
and Critical Evaluation”, The Academy of Management Review, Vol. 19 No. 3, pp. 446-471.

[35] Taylor, F.W. (1911), The principles of scientific management, Norton, New York.

[36] Wilkinson, A., T. Redman, E. Snape and M. Marchington (1998), Managing with Total Quality
Management, Theory and Practice, Macmillan Press, London.





