[bookmark: _GoBack]
Organizational behavior: 
Chapter 1 
3 factors of behavior in an organization 
· Interpersonal
· Individual 
· Organizational 
What are organizations? 
· Social inventions for accomplishing goals through a group effort 
Goals of OB 
· Ob is devoted to understanding (predicting), explaining, improving (managing) the attitudes and behavior of individuals and organizations 
Chapter 2: 
Customer service:
Good experiences: 
· Making up for poor service 
· product knowledge 
· attention to detail 
· honesty 
· positive attitude 
Bad experiences: 
· lack of service
· just care about the sale 
· undermining customer value 
· pushy 
· inattentive 
· poor attitude
What is job performance: 
· behaviour 
· under employee control 
· contribute positively or negatively 
Task performance: 
· behaviors that are directly involved with the transformation of resources into the goods and services 
· included in job description
· Routine, adaptive, creative 
Organizational citizenship behaviors: 
· Above and beyond the call of duty 
· Voluntary actions 
Interpersonal: 
· Helping (coworkers with their tasks) 
· Courtesy (friendly guestures) 
· Sportsmanship (being  a good team player)
Organizational: 
· Voice
· Civic virtue 
· Boosterism (representing your organization positively to other) 
Counterproductive work behaviors: 
· Behaviours that intentionally hinder organizational goal accomplishment 
Interpersonal: 
· Political deviance (gossiping, incivility) 
· Personal aggression (harassment, abuse) 
Organizational: 
· Production devince (wasting resources, substance abuse) 
· Property deviance (sabotage, theft) 
Task performance 
Organizational citizenship behavior 
Counterproductive work behavior 
Job Satisfaction: 
Overall job satisfaction
· How satisfied are you with your job 
Facets of satisfaction: 
· Pay 
· Promotions 
· Supervisors 
· Coworkers 
· Work tasks 
Job characteristics theory: 
1. Meaningfulness of work 
2. Responsibility of outcomes -> satisfaction with the work itself 
3. Knowledge of results 
Variety 
· Doing multiple skills and tasks 
· Using a variety of skills every day 
Identity: 
· Doing a job from beginning to end 
· Being able to identify with the work you’ve comleted 
Significance: 
· Feeling that your job matters, and has an impact on others 
Autonomy
· Freedom to setup your work with minimal constraints 
· Constraining work enviroments vs. free work environment 
Feedback
· Are you getting enough feedback from your boss



