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Organizational Behavior -  a field of study that investigates the impact that individuals, groups and structure have on behavior within organizations.
“Aim to apply such knowledge toward improving organizational effectiveness
Organization- a consciously coordinated social unit composed of a group of people, functioning on a relatively continuous basis, and set to achieve a common goal or set of goals.

Basic OB Model:
Individual Level
· Individual Differences
· Job Satisfaction
· Motivation
· Empowerment
· Behaving Ethically
Group Level
· Working with others
· Workforce diversity
 Organization Systems Level
· Improving Customer Service
· Stimulating Innovation and Change
· The Use of Temporary ( Contingent) Employees
· Improving Quality and Productivity
· Developing Effective Employees
· Helping Employees with Work-Life Balance
· Creating a Positive Work Environment
· Responding to Globalization
· Managing and Working in a Multicultural World


The Building Blocks of OB
-Psychology (Individual)
“Seeks to measure and explain” · Job satisfaction
· Individual decision making
· Performance appraisal
· Attitude measurement
· Employee selection
· Work design
· Work stress

· Learning
· Motivation
· Personality
· Emotions
· Perception
· Training
· Leadership effectiveness
-Sociology (Group)
“Studies people in relation to their social environment or culture”· Organizational change
· Organizational culture
· Intergroup behavior

· Formal organizational theory
· Organizational technology
· Communication
· Power
· Conflict
- Social Psychology (Change)
“Focus on people’s influence on one another”· Group decision making
· Communication
· Power 
· Conflict

· Behavioral change
· Attitude change
· Communication
· Group processes 

-Anthropology (Society)
“Study of societies to learn about human beings and their activities”· Organizational environment 
· Power

· Comparative values
· Comparative attitudes
· Cross-cultural analysis
· Organizational culture

Research Methods
- Meta-analyses
· Statistics that pool results of different studies
· Method permits stronger conclusions about hypothesis
- Field studies
· Data collected on site
· Observation of individuals and groups ( real-life organizations)
-Laboratory studies
· Simulated and controlled settings
· Sometimes difficult to generalize the findings to everyday settings
 -Survey Studies
· Questionnaires and interviews
· Phone, email, online, etc…
-Case Studies
· In-depth study of a single situation over time
· Methods include, direction observation, interviews and document research

The Rigour of OB
OB Looks at Consistencies
· What is common about behavior and helps predictability
OB Looks Beyond Common Sense
· Systematic study based on scientific evidence
OB Has Few Absolutes
· There are only few simple and universal principles that explain organizational behavior
OB Takes a Contingency Approach
· Considers behavior within the context in which it occurs
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Perception – The process by which individuals organize and interpret their impressions in order to give meaning to their environment
Importance?
· People’s behavior is based on their perception of what reality is … not on reality itself
· E.g. job interviews

What factors affect perception?The target
· Novelty
· Motion
· Sounds 
· Size
· Background
· Proximity

The perceiver
· Attitudes
· Motives
· Interests
· Experience
· Expectations

The situation
· Time
· Work setting
· Social setting



Individual’s self-evaluations:
Self- Esteem- the extents to which people like, respect, and are satisfied with themselves
Self- Efficacy- a person’s belief in which he or she can accomplish a task
Locus of control- a person’s belief about the amount of control he or she has over personal life events (internal or external)
· External- outcomes outside of your control, determined by fate, luck or powerful others,  independent of your hard work or decisions , blame outside forces for everything
· Internal- opposite of external

Perceptual Errors
· Attribution Theory
· Internal attribution- behavior due to motivation/ability rather than situation/fate
· External attribution- behavior due to situation/ fate rather than the person
· Selective Perception
· Pick and choose what to take in and what to discard
· Halo Effect
· One trait forms a general impression
· Contrast Effects
· Reaction to another person influenced by other people
· Projection
· Attributing one’s own characteristics on others
· Stereotyping
· Judging someone based on a group in which he/she belongs
· Self-fulfilling prophecy 
· Behaving in ways consistent in which he or she is perceived by others

Personality- a relatively enduring pattern of thoughts, emotions, and behaviors that characterize a person, along with the psychological processes behind those characteristics.

Myers-Briggs Type Indicator (MBTI)
Extraversion(E) or Introversion (I)
Sensing(S) or Intuition (N)
Thinking (T) or Feeling (F)
Judging (J) or Perception (P)

The Big Five Personality Model (OCEAN)
Openness to experience vs. Closed-mindedness
Conscientiousness vs. Directedness
Extraversion vs. Introversion
Agreeableness vs. Antagonism
Neuroticism vs. Emotional Stability

Other Major Personality Attributes
· Core Self-Evaluation
· Machiavellianism
· Narcissism
· Risk-Taking
· Type A Personality
· Type B Personality
· Proactive Personality
· Self-Monitoring 

Emotions
· Psychological and physiological episodes(events) experienced toward an object, person, or event that create a state of readiness
· Intense feelings directed at someone or something
· Action is oriented in nature
· Short in duration 
· E.g. Happiness, sad, angry, contempt, surprise, fear, disgust

Mood
· Last longer than emotions
· Cause is often general and unclear
· Cognitive in nature

Emotional Labor
· Effort, planning and control needed to express organizationally desired emotions during interpersonal transactions
· Employees can experience a conflict between:
· Felt emotions ( an individual’s actual emotions)
· Displayed emotions (emotions employees show on the job)
· Emotional dissonance – when employees have to project one emotion hwile simultaneously feeling another
· Surface acting- hiding one’s inner feelings and hiding emotional expressions in response to display rules ( McDonalds employees) “ Displayed emotions”
· Deep acting- trying to modify one’s true inner feelings based on display rules ( health care provider trying to genuinely feel more empathy for her patients) “Felt emotions”

Negative Workplace Emotions
Employee Deviance
· Production- leaving early, working slowly
· Property- stealing, sabotage
· Political- gossiping, blaming others
· Personal Aggression- sexual harassment, verbal abuse

Emotional Intelligence (EI)
· An assortment of non-cognitive skills, capabilities, and competencies that influence a person’s ability to succeed in coping with environmental demands and pressures
· Be self-aware ( recognize one’s own emotions)
· Detect emotions in others
· Manage emotional cues and information
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Values- concepts or beliefs that guide how we make decisions about and evaluations of behacior and events
· What is important or desirable to us
· Generally influence attitudes and behavior
· Stable and enduring
· Formed in early years
· Content( importance)
· Intensity( how important)

Rokeach’s Value Survey
Terminal: end-state goals that individuals would like to achieve during their lifetime
Instrumental: means preferable ways of behaving

Ethics- the study of moral values or principles that guide our behavior, and inform us whether actiosn are right or wrong

Hodgson’s Magnificent 7 Principles
1. Dignity of human life
2. Autonomy
3. Honesty
4. Loyalty
5. Fairness
6. Humaneness
7. The common good

Sources of Values
· Generation/Ages/Gender
· Culture
· Profession/Organization

Generation Sub-Culture Theory
· Distinct values, beliefs, expectations, and behaviors that remain relatively stable throughtout a generation’s lifetime
· Shaped as a result of significant macro-level social, political, and economic events that occurred during impressionable ( pre-adult) years
· Important for understanding the evolutionary process of culture change

Elders 
· 60+ age
· Depression, soldiers of WW2
· Hard work – rebuild
· Value order, authority, discipline

Baby boomers
· Middle aged
· Rebellious
· High birth rates post war, job competition
· Define self through work, value work, personal gratification, community, involvement to change the world, face time, material accumulation


 Generation X (Xers)
· Globalization, layoffs, recession, advertising boom, divorce, computers
· Fierce independence, change, techno- literacy, entrepreneurial
· Opportunity to improve themselves, cutting edge, challenges, less work hours, single longer
· Value flexibility, life options, job satisfaction

Generation Y (Net, Nexters, Millenials)
· Spectacles, news, sports heroes, tech, terrorism
· Confident, optimistic, tech-savy, moral, civil-minded, participation rewards, sheltered
· Opportunity to be part of something meaningful, creativity, be rewarded and recognized

Two cultural values surveys:
Hofstede(5 dimensions)
· Earliest and most popular study ( studied 116000 IBM employees in 40 countries)
· Power distance
· Individualism vs. collectivism
· Masculinity vs. femininity
· Uncertainty avoidance
· Long-term vs. short term orientation
· 
GLOBE (9 dimensions)
· Global Leadership and Organizational Behavior Effectiveness
· Power Distance
· Institutional Collectivism
· In-Group Collectivism
· Assertiveness
· Humane Orientation
· Gender Egalitarianism
· Uncertainty Avoidance
· Future Orientation
· Performance Orientation

Attitudes- Positive or negative feelings about objects, people, or events
· Less stable and more specific than values

Job Satisfaction
· Causes: pay, opportunity to advance, good coworkers/ supervisors
· Affects: Productivity, Organizational Citizenship behavior, customer satisfaction
· Responses:
· Destructive: Exit, Neglect
· Constructive: Voice, Loyalty

Organizational Commitment
· Affective Commitment (emotional)
· Normative Commitment (obligation)
· Continuance Commitment (calculation)

5 Reasons Employees Commit:
1. Proud of the company; they share its values
2. Know what each person si expected to do, how performance is measured, and why it matters
3. Are in control of their own destinies
4. Are recognized for their individual performance
5. Have fun

Diversity in the workplace:· National Origin
· Disability
· Domestic Partners

· Gender
· Age
· Religion

Benefits of Diversity:· International clients and suppliers

· New ideas
· New perspectives
· Reflects population
· Organization as a member of society
Cultural Intelligence (CQ)
· The ability to understand someone’s unfamiliar and ambiguous gestures in the same way would people from his or her culture
· CQ resides in the:
· Body (physical)
· Heart (emotional/motivational)
· Head (cognitive)
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Motivation- the intensity, direction, and persistence of effort a person shows in reaching a goal
Theory X (negative)- suggests that employees dislike work, will attempt to avoid it, and must be controlled, or threatened with punishments to achiever goals.
Theory Y (positive)- suggests that employees like work, are creative, seek responsibility, and will exercise self-control if they are committed to the objectives.
Extrinsic
· Motivation which comes from the outside (e.g. pay, bonuses, rewards , punishment)
Intrinsic
· Motivation which comes from a person’s internal desire to do something (e.g. interest, satisfaction, challenge)

Needs Theories
· Maslow’s Hierarchy of Needs
· ERG Theory
· Herzberg’s Motivation-Hygiene Theory
· McClelland’s Theory of Needs
Process Theories
· Expectancy Theory
· Goal-Setting Theory
· Self-Efficacy Theory
Responses to the Reward System
· Equity Theory
· Cognitive Evaluation Theory

Increasing Intrinsic Motivation
· Sense of choice
· Sense of competence
· Sense of meaningfulness
· Sense of progress

Motivation through Reinforcement
· Positive Reinforcement
· Negative Reinforcement
· Punishment
· Extinction

Schedules of Reinforcement
[image: ]
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Money 
· Strongly motivate people to achieve specific goals
· Men value money more than women
· Cultural values influence the meaning and value of money

Setting pay level requires a balance between external and internal equity
· Internal Equity-the competitiveness of and organization’s pay relative to industry standards (job evaluation)
· External Equity- the competitiveness of an organization’s pay relative to industry standards
“setting pay levels ( above , at , or below market rates) is a key strategic decision with important trade-offs

Individual Rewards
· Bonuses
· Commissions
· Piece-rate
· Skill-based
· Merit-based

Team Rewards
· Gainsharing
· Group Incentives

Organizational Rewards
· Profit-sharing
· Stock options
· ESOPs

Pay-for-Performance Challenges
· Teamwork- negative effect on group cohesiveness and productivity (competition)
· Unions- pay based on seniority and job categories (not performance)
· Public sector- service nature, hard to measure productivity (performance)
· Ethical Considerations- manipulation of performance results, managerial tactics
Employee Recognition Programs
· Gifts, awards
· Advantages: Cost little, reduce turnovers
· Disadvantages: Fairness, those left out

Reward Preferences in Different Countries
[image: ]

Potential Problems with Rewards
· Reduce intrinsic motivation
· Create competition
· Create inequity
· Difficult to implement 
· Must carefully measure performance
· Performance must be under control of person being rewarded

Improving Reward Effectiveness
· Link rewards to performance
· Ensure rewards are relevant
· Team rewards for interdependent jobs
· Ensure rewards are valued
· Watch out for unintended consequences

Job Design
· Assigning tasks to a job, including the interdependency of those tasks with other jobs
· Organization’s goal: to create jobs that allow work to be performed efficiently yet employees are motivated and engaged

Job Redesign Practices that Motivate
· Job rotation (cross-training)
· Job enlargement (horizontal loading)
· Job enrichment (vertical loading)

Job Characteristic Model
[image: ]

High and Low Job Characteristics
[image: ]

Creating More Flexible Workplaces
· Compressed workweek
· Flextime
· Job Sharing
· Telecommuting/Telework

Four basic emotional drives (needs) guide people:
1. Drive to Acquire
2. Drive to Bond
3. Drive to Comprehend
4. Drive to Defend
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Group- two or more people with a common relationship
Team- small number of people with a common objective who are mutually accountable
· Advantages of teams: Increased effectiveness, more flexible than departments, more motivational, 
· Disadvantages of teams: decreased efficiency, time, and resources

Four Types of Teams
· Problem-solving
· Self-managed
· Cross-functional
· Virtual

Norms- standards of behavior shared by a group
· Performance
· Appearance
· Social arrangement
· Allocation of resources
How Norms Develop
· Explicit statements made by a group member
· Critical events in the group history
· Primacy: initial patterns of behavior
· Carry-over behavior

Why Norms are Useful
· Groups are more likely to survive
· Behavior is more predictable
· Fewer embarrassing situations
· Stronger group identity
*BUT! Beware of pressure to conform
Roles
· Role conflict
· Role ambiguity
· Role overload
· Role underload

Task-Oriented Roles
· Initiating
· Seeking& Providing Information
· Clarifying
· Elaborating
· Summarizing
· Consensus Testing

Maintenance Roles
· Harmonizing
· Compromising
· Gatekeeping
· Encouraging

5-Stage Model of Group Development
· Forming
· Storming
· Norming
· Performing
· Adjourning

Punctuated Equilibrium Model
…

Creating Effective Teams
· Work Design
· Context
· Composition
· Process

Characteristics of Effective Teams
· Clear purpose· Open communication
· Clear rules and work assignments
· Shared leadership
· External relations
· Style diversity
· Self-assessment

· Informality
· Participation
· Listening
· Civilized disagreement
· Consensus decision


Diversity
Advantages· Increased creativity
· Increased flexibility
· Increased problem-solving skills

· Multiple perspectives
· Greater openness to new ideas
· Multiple interpretations

Disadvantages· Miscommunication
· Difficulty in reaching a single agreement
· Difficulty in agreeing on specific actions

· Ambiguity
· Complexity
· Confusion

Group Size
· Smaller groups are faster at completing tasks
· Larger groups better at problem solving (4-10 members)

Social Loafing ( free-riders)
· The tendency for individuals to expend less effort when working collectively than when working individually
· To reduce social loafing:
· Teams should not be larger than necessary
· Individuals should be held accountable for their actions
· E.g. group project peer evaluation

Strong Teams
· Focus on results
· Diversity
· Balance
· Image of performance 

CH.7
10 levels of intimacy in today’s communication
1. Twitter
2. Facebook Status
3. Facebook MSG
4. Email
5. Text MSG
6. IM
7. Letter
8. Phone
9. Video Chat
10. Talking face to face

The communication process:
Sender – Choose message- Encode message- Choose Channel- Receiver- Decode Message- Provide Feedback- Sender

Media Naturalness Theory
· High degree of co-location
· High degree of synchronicity
· Ability to convey and observe facial expressions
· Ability to convey and observe body language
· Ability to convey and listen to speech

[image: ]

Barriers to Effective Communication
· Filtering
· The sender manipulates information so that it will be seen more favorably by the receiver
· Selective Perception
· The receivers selectively see and hear based on their needs, motivations, experience, background, and other personal characteristics
· Defensiveness
· When individuals feel that they are being threatened, they tend to react in ways that reduce their ability to achieve mutual understanding ( defends own perspective instead of listening to others)
· E.g. verbal attacks, sarcasm, questioning, judgmental
· Information Overload
· When the information we have to work with exceeds our processing capacity, we select out, ignore or forget some information until it’s manageable
· Language
· Words mean differently to different people

How to Reduce Defensive Communication
· Change your perspective
· Active listening
· Don’t evaluate
· Paraphrase
· Use nonverbal cues to show you are listening
Organizational Communication
· Downward
· Communication that flows from one level of a group to a lower level
· E.g. manager to employees
· Upward
· Communication that flows to a higher level of a group 
· E.g. employees to manager
· Lateral ( horizontal)
· Communication among members of the same work group, or individuals at the same level

Communication Networks
· Formal Networks
· Task-related communication that follow the authority chain (vertical)
· Chain- follows formal chain of command ( above or below you)
· Wheel- all info flows towards or from the leader
· All-Channel – everyone can communicate with everyone else
· Informal Networks (The Grapevine –“Rumors”)
· Communication that flow along social and relational lines
· Not controlled by management
· Perceived as more believable and reliable than formal comm.
· Largely used to serve the self-interests of those people within it

Communication Differences
· Across Gender
· Men 
· Direct 
· Avoid asking for information
· Les sensitive to nonverbal cues
· Use informal language (slang)
· Speak aggressively
· Change topics
· Women
· Indirect
· Frequently asking for information
· Listens actively
· More sensitive to nonverbal cues
· Asks for clarification
· Across Cultures
· Language- barriers caused by…
· Semantics ( football vs. soccer)
· Word connotations ( Serbian ‘Ne’ = No  , Greek ‘Ne’=yes)
· Tone difference (formal vs. informal)
· Differences among perceptions ( people speaking different languages view the world differently)
· Nonverbal Communication- barriers caused by…
· Kinesics (body motion: eye contact, facial expression, etc…)
· Proxemics ( physical distance: contact vs. no contact)
· Silence
· Not necessarily inaction – can convey:
· Thinking
· Anxiety about speaking
· Agreement, dissent, frustration, or anger
High vs. Low Context Cultures

· High context  (Asian countries)
· Strong social bonds
· Social hierarchy governs communication
· Communication builds connection
· Avoidance of direct confrontation
· Low context (North American/ European Countries)
· High individualism
· Little social hierarchy observed
· Communication is explicit and impersonal
· Comfortable with open confrontation 
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· More Dependency leads to more Power

Sources of Power
· Coercive Power
· Reward Power
· Referent Power
· Expert Power
· Legitimate Power
· Information Power

Influence Tactics
· Rational persuasion
· Inspirational appeals
· Consultation
· Ingratiation
· Personal appeals
· Exchange
· Coalition
· Pressure
· Legitimacy

Consequences of influence Tactics
· Resistance
· People oppose the behavior desired by the influencer
· Compliance
· Motivated by external sources(rewards) to implement request
· Commitment
· Identify with and highly motivated to implement request

Responses to Power
· Coercive ( Resistance)
· Reward (Compliance)
· Legitimate (Compliance)
· Expert (Commitment)
· Referent (Commitment)

Your Power will Increase if…
· You control things viewed as important
· Your resources are perceived as scarce
· Your resources have few or no substitutes
Empowerment
· The freedom and the ability of employees to make decisions and commitments
· Increases job satisfaction, efficiency and productivity
· Some people don’t want to be empowered
· Depends on personality and needs
· Can increase stress

Stages of Empowerment
1. No Discretion
2. Participatory Empowerment
3. Self- Management

· Decision making authority increases from 1 to 3

How to Empower Employees
· There must be a clear definition of the values and mission of the company
· Company must help employees acquire the relevant skills
· Employees need to be supported in their decision making, and not criticized when they try to do something extraordinary
· Employees need to be recognized for their efforts

The Abuse of Power
· Workplace Bullying
· Bullying can happen across levels of the organization, or among co-workers
· Sexual Harassment
· Unwelcome behavior of sexual nature in the workplace that negatively affects the work environment or leads to adverse job-related consequences for the employee
· Unwanted physical touching
· Recurring requests for dates when the person is uninterested
· Coercive threats that a person will lose her or his job if she or he refuses a sexual proposition
· Misinterpretations between “being friendly” and “harassment”


Political Behavior
· Attempting to influence the distribution of advantages and disadvantages within an organization
· Behavior that others perceive as self-serving tactics for personal gain at the expense of other people and possibly the organization
· Office politics permeate organizational life

Types of Political Activity
· Impression management
· Attacking or blaming others
· Withholding or distorting information
· Building support for ideas
· Praising others
· Building coalitions
· Associating with influential people
· Creating obligations

Decisions Influenced by Politics· Interdepartmental coordination
· Specification of personnel policies
· Penalties for disciplinary infractions
· Performance appraisals
· Grievances and complaints

· Management promotions and transfers
· Entry level hiring
· Pay
· Annual Budgets
· Allocation of Facilities, equipment, offices
· Delegation of authority among managers

Conditions for Organizational Policies
· Scarce Resources
· Reallocation of resources
· Promotion opportunities
· Complex and Ambiguous rules
· Role ambiguity
· Unclear performance evaluation
· Tolerated/Fostered by Company
· Competitive reward system and high performance pressures
· Self-serving senior managers
Who is more likely to engage in politics?
· High need for power
· Machiavellian personality
· High self-monitors
· Internal locus of control

Controlling Political Behavior
· Ensure sufficient resources 
· Keep employees informed 
· Empower employees
· Minimize uncertainty during organizational change
· Foster norms to reject adverse self-serving political behavior
· Be a good role model
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Conflict- a process that begins when one party perceives that another party has negatively affected, or is about to negatively affects something that the first party cares about.
Conflict:  good or bad?
· Pre 1970
· Dysfunctional 
· Undermined relations
· Wasted human energy
· More turnovers, stress
· Less productivity

· 1979-1990
· Belief in an optimal level of conflict
· Some conflict good ( functional) because:
· Energizes debate
· Re-examine assumptions
· Improves responsiveness to external environment
· Increases team cohesion

· Emerging view
· Dysfunctional – relationship conflict (affective)
· Hinders group performance
· Aims conflict at the person (e.g. their competence) not the task or issue
· Introduces perceptual biases
· Distorts information processing
· Functional – constructive conflict ( cognitive)
· Supports the goals of the group and improves its performance
· Conflict is aimed at issue, not parties and their views
· Produces benefits of conflict
Emerging view continued…
· Goal:
· Encourage constructive conflict, minimize relationship conflict
· Problem:
· Difficult to separate constructive from relationship conflict
· Drive to defend activated when ideas are critiqued

Conflict Intensity
· Annihilatory  Conflict
Overt efforts to destroy the other party
Aggressive physical attacks
Threats and ultimatums
Assertive verbal attacks
Overt questioning or challenging of others
Minor disagreements or misunderstandings

· No Conflict

Sources of Conflict in Organizations
· Communication
· Misunderstandings
· Too much or too little communication
· Differentiation
· Different values, beliefs, attitudes personalities
· Cross-cultural and generational conflict
· Incompatible Goals
· One party’s goals perceived to interfere with other’s goal
· Task Interdependence
· Conflict increases with interdependence
· Higher risk that parties interfere with one another
· Scarce Resources
· Motivates competition for the resources
· Funding, materials, workers, etc
· Ambiguity
· Creates uncertainty, threatens goals
· Without clear rules, people rely on politics

Conflict Handling Styles
· Competing/ forcing ( must have power base )
· Imposing one’s will on the other party
· Win-lose
· Use in emergencies, vital issues, when right, no other options
· Collaborating/ problem solving
· Trying to reach an agreement which satisfy both parties aspiration as much as possible
· Win- win
· Use when there is no opposing interest, have no time,  important issues for both
· Compromising
· Balancing concern for one self with concern for other party in order to reach a solution
· Lose- lose ( too quick)
· Use when mutually exclusive goals, time pressure, limited resources
· Avoiding
· Ignoring or minimizing the importance of the issue creating the conflict
· Lose-lose
· Use when about unimportant issues, short term situations, unlikely resolutions
· Yielding/ accommodating
· Accepting and incorporating the will of the other party
· Win-lose
· Use when you are wrong, small power base, building social credit

Reasons for Personality Conflict
· Misunderstandings
· Based on gender, age, race, or cultural differences
· Intolerance, prejudice, discrimination, and bigotry
· Perceived inequalities
· Rumors or falsehoods
· Blaming 
Personality Conflicts
· If you are having a personality conflict
· Communicate directly with the other person
· Emphasize problem-solving and common objectives- NOT personalities!
· Don’t!
· Get emotional
· Drag co-workers into the conflict
· If it persists, seek help from supervisors
· If your colleagues are having a personality conflict
· Try not to get involved
· Suggest they work it out themselves in a constructive way
· Don’t!
· Get emotional
· Take sides
· If it persists, refer the problem to their supervisors
· If your employees are having a personality conflict
· Third- party conflict resolution position
· Investigate and document
· Use feedback, motivation, rewards, etc. to influence them
· Try impartial dispute resolution
· Consult your HR specialist for serious problems

Third-Party Conflict Resolution
· Facilitator
· Generally acquainted with both parties, working with both sides to reach an agreement
· Conciliator
· Trusted third party who provide an informal communication link between the negotiation and the opponent
· Ombudsperson
· An impartial party, widely respected, and trusted
· Peer Review
· A panel of peers who have been put together to hear both sides of the issue from the parties involved and to recommend a solution
· Mediator
· A neutral third party who facilitates a negotiated solution by using reasoning, persuasion, and suggestions for alternatives
· Arbitrator
· Has authority to dictate an agreement
Negotiation
· Negotiation is a process in which 2 or more parties exchange goods or services and attempt to agree upon the exchange rate for them
· Decision-making process
· Social process
Bargaining
· Occurs when the parties involved in a conflict attempt to resolve their differences by redefining their position
Negotiation Tactics
· Distributive
· Be hostile or inscrutable
· Be on your turf
· Avoid discussing principles
· Conceal your bottom line, discover theirs
· Hold positions tenaciously
· Integrative
· Be pleasant and build trust
· Be on neutral ground
· Discuss issues and principles
· Look for additional issues to add to better address the interests of both parties 
· Share information, especially on your interests and priorities

How to Negotiate – 5 steps
1. Develop your strategy
2. Define ground rules
3. Clarify and justify
4. Bargain and problem solve
5. Close and implement

Situational Influences on Negotiations
· Location
· Physical setting
· Time passage and deadlines
· Audience and participant characteristics

Gender Difference in Negotiation
· Women
· Concerned with feelings and perceptions, take a longer-term view
· View the bargaining session as part of an overall relationship
· Want all parties in the negotiation to be empowered ( win-win)
· Use dialogue to achieve understanding
· Men
· Focus on matters at hand (short-term view)
· View the bargaining session as a separate event
· Use power as a strategy (win- lose)
· Use dialogue to persuade others

Cultural Differences in Negotiation
· Arabians
· Brazilians
· Chinese 
· French
· Japanese
· North Americans
· Russians

Tips for Successful Negotiations
· Begin with a positive overture
· Address problems, not personalities
· Pay little attention to initial offers
· Create an open and trusting climate
· Emphasize win- win solutions
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Organizational culture- the pattern of shared values, beliefs, and assumptions considered to be the appropriate way to think and act within and organization
· Shared
· Helps members solve problems
· Taught to newcomers
· Influences behavior

Layers of Culture
· Artifacts (visible)- the most visible level of the culture
· Aspects of an organization’s culture that you see, hear, and feel
· E.g. stories, legends, rituals, ceremonies, language
· Shared Values (invisible)
· Conscious beliefs
· Evaluates what is good or bad, right or wrong
· Shared Assumptions (invisible)
· Unconscious, take for granted belief or  perceptions
· Mental model of ideals

Dimensions of Organizational Culture
· Innovation and risk-taking
· Focus on creativity
· Attention to detail
· Focus on precision and analysis
· Outcome orientation
· Focus on results/outcomes rather than on technique and process
· People orientation
· Focus on people within the organization
· Team orientation
· Focus on team instead of individuals
· Aggressiveness
· Competitive rather than easygoing
· Stability 
· Focus on status quo rather than growth

Variance in Cultures
· Dominant Culture
· The distinctive, overarching “personality” of an organization
· Expresses the core values that are shared by a majority of the organization’s members
· Strong Cultures
· Create pressures for conformity
· Exist where long-standing culture, widely and deeply held cultural values
· Subcultures
· Exist within parts of organization rather than entirely throughout them
· May enhance or oppose dominant cultural values
· Adaptive Cultures
· Focus on external environment, organizational processes, continuous improvement, employee responsibility, proactive and speedy actions

Why Organizational Culture Matters
· Defines boundaries
· Conveys sense of identity to employees
· Increases commitment and stability ( reduce turnovers)
· Constrains and controls behavior
BUT!! Disadvantages….
· Resist change
· Limit diverse perspectives
· Make mergers and acquisitions more difficult

Sociability- “friendliness” among members of the organization
Solidarity- interdependence of individuals in achieving their tasks

	
	Low Solidarity
	High Solidarity

	High Sociability
	Networked
	Communal

	Low Sociability
	Fragmented
	Mercenary




Networked Culture
· Friendly but work tasks are not particularly interdependent.
· i.e. individual but friendly

Communal Culture
· both friendly and interdependent

Fragmented Culture
· neither friendly nor interdependent
· i.e. people keep themselves to themselves, both in work and personal terms

Mercenary Culture
· not particularly friendly but people do need each other to get the work done

How Organizational Cultures Form
1. Select people who fit the culture
2. Top management should exhibit the culture
3. Socialize new people

Socialization Model – The process that helps new employees adapt to the organization’s culture

Socialization Process
· Prearrival stage
· Encompasses all the learning that occurs before a new member jobs the organization
· Encounter stage
· The new employees sees what the organization is really like and confronts the possibility that expectations and reality may diverge
· Metamorphosis stage
· New employee masters the skills required for his/ her job, successfully performs his/ her new roles, and makes the adjustments to his/ her work group’s values and norms
Outcomes
· Productivity
· Commitment
· Turnover





CH. 11
Managing- useful for stable, day-to-day situations
Leading – useful for situations of change

What Makes a Great Leader?
· Traits
· Behaviors
· Situations ( contingency)

Trait Theories- theories that consider personal qualities and characteristics that differentiate leaders from nonleaders
· Leadership Traits
·  Extroversion
· Conscientiousness
· Openness
· EQ

Behavioral Theories – theories that propose that specific behaviors differentiate leaders from nonleaders
Leadership- a skill set which can be taught to anyone, so we must identify the proper behavior to teach potential leaders

Ohio State University study:
· Initiating structure- the defining and structuring of roles to attain goals
· Consideration- job relationships that reflect mutual trust and respect

University of Michigan study:
· Employee-oriented – emphasize interpersonal relationships and accept individual differences among members
· Production-oriented – emphasize the technical or task aspects of the job

Blake and Mouton’s Managerial Grid
· Concern for people is consideration and employee-orientation
· Concern for Production is initiating structure and production-orientation
· Style is determined by position on the graph:
· Country club = thoughtful attention to the needs of people for satisfying relationships- leads to a comfortable and friendly work atmosphere
· Team = work is accomplished by committed people who have a ‘common stake’ in the organization’s purpose – leads to trust and respect
· Middle of the road = adequate organizational performance is possible through balancing the necessity to get work done with maintaining morale of people at a satisfactory level
· Impoverished = exertion of minimum effort required to keep your job
· Authority obedience = minimize interference of human elements(emotions, etc) in performance

Contingency (Situational) Theories
· Hersey and Blanchard’s Situational Theory
· A model that focuses on follower readiness ( paternal):
· Readiness is the extent to which people have the ability and willingness to accomplish a specific task
· Followers can accept or reject the leader
· Effectiveness depends on the followers’ response to the leader’s actions
E.g. a parent needs to relinquish control as a child becomes more mature

· Situational Leadership Theory
· Follow - Leader
· Able and willing – delegating
· Able and unwilling - participating
· Unable and willing - selling
· Unable and unwilling – telling

· Path-Goal Theory
· Based on Expectancy Theory
· Effort- to – Performance – to –Outcome
· Goal: Determine the outcomes subordinates want
· Good pay, job security, interesting work, autonomy, etc.
· Reward individuals with their desired outcomes when they perform well
· PATH: Be clear with expectations- what they need to do to receive rewards
· Leadership Behavior
· Directive
· Provide psychological structure to jobs
· Task-oriented behaviors
· Supportive
· Provide psychological support
· People-oriented behaviors
· Participate
· Encourage/ facilitate employee involvement
· Achievement oriented
· Encourage peak performance through goal setting and positive self-fulfilling prophecy
· Outcomes
· Employee motivation
· Employee performance
· Employee satisfaction

Charismatic Leadership
· Have a vision
· Willing to take personal risks to achieve the vision
· Sensitive to follower needs
· Exhibit behaviors that are out of the ordinary (emotion-inducing)

Transactional Leaders
· Contingent reward
· Contracts exchange of rewards for effort, promises rewards for good performance, recognizes accomplishments
· Management by exception (active)
· Watches and searches for deviations from rules and standards, take corrective action
· Management by exception (passive)
· Intervenes only if standards are not met
· Laissez-Faire Leader
· Abdicates responsibilities, avoids making decisions

Transformational Leaders
· Charisma
· Provides vision and sense of mission, instills pride, gains respect and trust
· Inspiration
· Communicates high expectations, uses symbols to focus efforts, expresses important purposes in simple ways
· Intellectual Stimulation
· Promotes intelligence, rationality, and carefully problem-solving
· Individualized consideration
· Gives personal attention, treats each employee individually, coaches, advises

Managers
· Transactional
· Stability
· Managing work
· Subordinates
· Short term goals
· Head
· Formal authority
· Doing things right
Leaders
· Transformational
· Change
· Managing people
· Followers
· Long term vision
· Heart
· Personal charisma
· Doing the right times

Unofficial Leadership
· Mentoring
· Team Leadership
· Self- Leadership
· Leading without authority

How to be a better follower?
· Ineffective followers may be more of a handicap to an organization than ineffective leaders
· What qualities do effective followers have?
· They manage themselves well
· They are committed to a purpose outside themselves
· They build their competence and focus their efforts for maximum impact
· They are courageous, honest and creditable 
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Simon’s Rational Decision Making Model
· Intelligence
· Gather information from external and internal source
· Design
· Generate alternative decision
· Choice
· Select one of the alternative
· Implementation
· Alternative is put into action
· Six Steps
1. Define the problem
2. Identify the criteria
3. Allocate weights to the criteria
4. Develop Alternatives
5. Evaluate the Alternatives
6. Select the Best Alternative

· Six Steps Example
1. Hire a new accountant
2. A) Certificate
B) Work experience
C) Education
	3.  A) Certificates – very importance
	     B) Work Experience – important
	     C) Education – not very important
	4. 100 job candidates
	5. Rate each candidate on the 3 weighted criteria
	6. Calculate each person’s score and choose the candidate who scores highest
The Rational Model Assumes:
· The problem and options are clear
· Preferences are constant over time
· No time or cost constraints
· Only the ‘ best’ alternative should be chosen (optimal solution)
How We Make Decisions
· Bound Rationality
· An analysis of decision-making which accepts that there are cognitive limits to an individual’s knowledge and capacity to act rationally ( Herbert Simon)
· Rationality
· A rational making process for making logically sound and “optimal” decisions
· Satisficing
· A process which searches for “good enough” or “satisfactory “ option, rather than an optimum solution
· [bookmark: _GoBack]Intuition
· A subconscious process created out of a person’s many experiences, results in quick decisions

Judgment Shortcuts / Heuristics
· Overconfidence Bias 
· Believing too much in our own ability to make good decisions- especially when outside of our own expertise
· Anchoring Bias
· Using early, first received information as the basis for making subsequent judgment
· Confirmation Bias
· Selecting and using only facts that support our decision
· Availability Bias
· Emphasizing information that is most readily at hand
· Escalation of Commitment
· Increasing commitment to a decision in spite of evidence that it is wrong – especially if responsible for the decision
· Randomness Error
· Creating meaning out of random events – superstitions 
· Winner’s Curse
· Highest bidder pays too much due to clue overestimation
· Likelihood increases with the number of people in auction
· Hindsight Bias
· After an outcome is already known, believing it could have been accurately predicted beforehand

Solutions to Decision-Making Limitations
· Focus on goals
· Look for information that disconfirms your beliefs
· Don’t create meaning from random events 
· Sometimes pattern is only a coincidence
· Increase your options
· Generate more alternatives
· By using diverse teams

Group Decision Making
· Strengths
· More complete information and knowledge
· Increased diversity of views
· Generates higher-quality decisions
· Leads to increased acceptance of solution
· Weaknesses
· More time consuming
· Conformity pressures
· Discussion can be dominated by 1-2 members
· Decisions suffer from ambiguous responsibility
· Accurate
· Creative
· Accepting

Individual Decisions
· Fast
· Use with the clearest problems
· Efficient

Homogeneous group decision-making

Heterogeneous group decision-making
· Slowest
· Use for the most complex problems

Groupthink
· Phenomenon in which group pressures for conformity prevent the group from critically appraising unusual minority, or unpopular views

Groupshift
· Phenomenon in which the initial positions of individual group members become exaggerated because of interactions of the group
[image: ]Creativity in Decision-Making


Ethical people have integrity
· They behave in a principled fashion and treat others with respect and dignity

Ethics are rooted in history, culture, and religion

Ethical principals
· United Nations Declaration of Human Rights
· Canada’s Charter of Rights and Freedom

Factors to Decide Ethical Issues
· When faced with ethical dilemma, two factors affect decision:
· Your basic ethical structure which you developed in childhood
· The circumstances of the situation
· E.g. if you want to send a personal email from your work place


Influences of Ethical Decision
· Consequences (harm or benefit from the decision)
· Society’s opinion (what others think)
· Likelihood of effect (probability of harm or benefit)
· Time to consequences (how fast it will happen)
· Relatedness (how much you identify with the person or persons who will be affected)
· Reach of result (how many people will be affected)

[image: ]

4 ways to Decide
· Utilitarian criterion
· The right thing is the option that results in the most amount of “good” for the largest number of people
· Consider only outcomes or consequences when making a decision
· Rights criterion
· The right thing is the option that grants everyone their fundamental liberties & privileges
· Consider only rights
· Justice criterion
· The right thing is the option that enforces rules fairly and impartially so benefits and costs are distributed equitably
· Care criterion
· The right thing is the option that considers the needs, desires, and well-being of those to whom you are closely connected

Corporate Social Responsibility
· An organization’s responsibility to consider the impact of its decisions on society
· Triple Bottom Line: people, planet, profit
· Expands the notion of traditional financial reports, which are based solely on financial performance, to take into account ecological and social performance

[image: ]
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