Chapter 1
What are organizations: are social inventions for accomplishing common goals through group effort.
Organizational Behaviour: to understanding, explaining and ultimately improving the attitudes and behaviours of individuals and groups in organizations.
Management: To make people do want you want them to do. (Communication skills)
Managing: manage people, get things done through others. (Planning, controlling, coordinate)
Leadership: inspire people, how can you lead people, let them do what you want to do, to connect friendship with others. (Social)  
How to manage your people: Classical View: focus on productivity, technical strategy. 
                                                  Human Relations View: focus on social, get along well with others. Employee alienation, Limits innovation and adaptation, Resistance to change, Minimum acceptable level of performance, Employees lose sight of the overall goals of the organization 
                                                 Contingency View: situational, positional making, evaluate situation, contingency approach to management recognizes that there is no one best way to manage. 
Solution: brain storming, focus on what exactly you are working on. What are the expectations; How society change effect the decision.
What Do Managers Do: Mintzberg’s managerial roles
Information Roles: monitor, disseminator, spokesperson 
Interpersonal Roles: figurehead, leader, motivating employees
Decisional Roles: belongs to managers, make decisions (entrepreneur, disturbance handler, resource allocator, negotiator)
Two skills that manager must have: communications skill and active listening skills. If manager do not have these two skills, cannot succeed anymore. 
Managerial Minds: Experienced managers use intuition to guide many of their actions. Education and experience, technology, and knowledge make manager make good decisions. 
· To sense that a problem exists
· To perform well-learned mental tasks rapidly
· To synthesize isolate pieces of information and data
· To double-check more formal or mechanical analyses
· GRIP
International Managers: Working in national culture is required. Processing abilities to change management style to suit different culture, and to sense what the priority is about the culture. 
Contingency variable in organizational behaviour
Cultural variations in values affect both managers’ and employees’ expectations about interpersonal interaction.
Management Practices of the Best Companies to Work for in Canada:
Flexible work schedules; Stock-options, Profit-sharing and bonuses; Training and development programs; Family assistance programs; Career development programs; Wellness and stress reduction programs; Employee recognition and reward programs
Chapter 2
What is Job Performance: Employee Behaviours; Under employees’ control; Contributes positively or negatively; To organizational goals 
What means a Good Performer: it’s relate to Task Performance, Organizational Citizenship Behaviours, Counterproductive Work Behaviours
Task Performance: employee behaviours that are directly involved in the transformation of resources into the goods or services; Included in a job description; Routine, adaptive and creative task performance
Routine task performance: well-known or habitual responses by employees to predictable task demands
Adaptive task performance: thoughtful responses by an employee to unique or unusual task demands
Creative task performance: Ideals or physical outcomes those are both novel and useful
Organizational Citizenship Behaviors: Voluntary activities that contribute to the organization by improving the work setting
Interpersonal: Helping, Courtesy, and Sportsmanship 
Helping: assist co-workers who have heavy workloads, aiding them with personal matters, and showing new employees the ropes when they first on the job.
Courtesy: Sharing important information with co-workers.
Sportsmanship: Maintaining a positive attitude with co-workers through good and bad times.
Organizational: Voice, Civic virtue, Boosterism
Voice: Speaking up to offer constructive suggestions for change, often in reaction to a negative work event.
Civic Virtue: Participation in company operations at a deeper-than-normal level through voluntary meetings, readings, and keeping up with news that affects the company.
Boosterism: Positively representing the organization when in public.
Counterproductive Work Behaviors: Employee behaviours that intentionally hinder organizational goal accomplishment.
Organizational: Production Deviance; Property Deviance
Production Deviance: Wasting resources, Substance abuse (Minor)
Property Deviance: Sabotage, Theft (Serious)
Interpersonal: Political Deviance; Personal Aggression
Political Deviance: Gossiping, Incivility (Minor)
Personal Aggression: Harassment, Abuse (Serious)
What does it mean to be a Good Performer?
Task Performance: Routine, Adaptive, Creative
Citizenship Behaviour: Interpersonal: Helping, Courtesy, and Sportsmanship
                                      Organizational: Voice, Civic Virtue, and Boosterism
Counter-Productive Behaviour: Property Deviance: Sabotage, Theft
    (产生相反效应的行为)          Production Deviance: Wasting resources, Substance abuse
                                                         Political Deviance: Gossiping, Incivility
                                                         Personal Aggression: Harassment, Abuse
Application: Management by Objectives; Behaviourally Anchored Rating Scales (行为锁定评分表); 
                      360-Degree Feedback; Forced Ranking; Social Networking Systems
Chapter 3
Organizational Commitment: an employee’s desire to remain a member of an organization.
Withdrawal Behaviour: employee actions that are intended to avoid work situations. (撤退行为)
The Three Forms of Organizational Commitment: (what makes someone stay with their current organization?) Felt in Reference to One’s: Company; Top Management; Department Manager; Work Team; Specific Co-workers
Emotion-Based Reasons: Affective Commitment (Staying because you want)
Cost-Based Reasons: Continuance Commitment (Staying because you have to)
Obligation-Based Reasons: Normative Commitment (Staying because you ought to)
Erosion Model: A model that suggests that employees with fewer bonds with co-workers are more likely to quit the organization.
Social Influence Model: A model that suggests that employees with direct linkages to co-workers who leave the organization will themselves becomes more likely to leave.
Reactions to Difficult Situations: Voice, Loyalty- High Commitment; Neglect, Exit- Low Commitment
(What the four primary responses to negative events are at work)
Exit: A response to a negative work event in which one becomes often absent from work or voluntarily leaves the organization
Voice: A response, of ten in reaction to a negative work event, in which an employee offers constructive suggestions for change.
Loyalty: A passive response to a negative work event in which one publicly supports the situation but privately hopes for improvement.
Neglect: A passive, destructive response to a negative work event in which one’s interest and effort in work decline.
Psychological Withdrawal: (Neglect) mentally escaping the work environment. Including Daydreaming, Socializing, Looking Busy, Moonlighting, Cyberloafing.
Physical Withdrawal: (Exit) a physical escape from the work environment. Including Tardiness, Long Breaks, Missing Meetings, Absenteeism, Quitting
The changing Employee-Employer Relationship: Psychological, Transactional and Relational contracts
Psychological Contracts: Two forms of psychological contracts: Relational and Transactional contracts
                                          The impact of downsizing 
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Job Satisfaction: A collection of attitudes that workers have about their jobs.
What Determines Job Satisfaction: Discrepancy, Fairness, Disposition, Mood and emotion
The Value-Percept Theory of Job Satisfaction: Values - Pay, Promotions, Coworkers, Supervisors, Work tasks (重要比<)
Promotion Satisfaction: Employees’ feelings about how the company handles promotions.
Supervision Satisfaction: Employees’ feelings about their boss, including his or her competency, communication, and personality.
Co-worker Satisfaction: Employees’ feelings about their co-workers, including their abilities and personalities.
Key Contributors to Job Satisfaction: Mentally challenging work, Adequate compensation, Career opportunities
Core Job Characteristics—Critical Psychological States—Outcomes 
Critical Psychological States: Meaningfulness of work, Responsibility for Outcomes, Knowledge of Results
Core Job Characteristics: Skill Variety, Task Identity, Task Significance, Autonomy, Feedback (VISAF)
Job Characteristics Theory: P87
Consequences of Job Satisfaction: Absence from work, Turnover, Performance, Organizational citizenship behaviour, Customer satisfaction and profit
Moods and Emotions Differ: Length of Time, Intensity, whether they have a target
                                                 Both can vary over the course of a day; can influence one’s job satisfaction
Changing Attitudes: Goldstein and Sorcher recommend three techniques for teaching new behaviours:
· Modelling of correct behaviours
· Role-Playing of correct behaviours
· Social reinforcement
Chapter 5
Chapter 6
Motivation: A set of energetic forces that determine the direction, intensity, and persistence of an employee’s work effort
· Two factors that affect job performance are ability and motivation
· Motivation is not one thing but a set of distinct forces
· Forces are internal to the employee (ex. Self-confidence)
· Forces are external to the employee (ex. goals and employee is given)
· Motivation determines a number of facets of an employees work effort
· Direction of effort, Intensity of effort, Persistence of effort
Why are some employees more motivated than others?
Expectancy Theory: A theory that describes the cognitive process employees go through to make choices among different voluntary responses.
· Argues employee behavior is directed toward pleasure and away from pain, towards certain outcomes and away from others
· How do employees make choices that take them in the right direction?
· Our choices depend on 3 beliefs that are based on our past learning and experiences
· Expectancy: the belief that exerting high level of effort will result in successful performance on some task
· Factors that shape expectancy for a particular task 
· Self-efficacy (Self –confidence): belief that a person has the capabilities needed to perform the behaviors required on some tasks
· If employee feels more self-efficacious for a particular task, higher levels of expectancy and more likely to exert high effort
· Past Accomplishments: Level of success or failure with similar job tasks in the past
· Vicarious experience: observations and discussions with others who have performed some work task
· Verbal experiences: pep talks that lead employees to believe that they can “get the job done”
· Emotional cues: +/- feelings that can help or hinder task accomplishment (ex. fear or anxiety)
· Explain the content in most “half speeches” coaches give players at sporting events:
· Reference to past comebacks/victories (past accomplishments), pep talks about how good the team is (verbal persuasions), and cheers to rally the troops (emotional cues)
· Instrumentality: the belief that successful performance will result in the attainment of some outcomes
· Ex: Partnership between Southwest Airlines is “instrumental” for WestJet because it allows the company to expand into the U.S. marketplace ( vice versa Southwest Airlines into Canadian marketplace)
· Employees don’t perceive high levels on instrumentality in workplace

· Valence: The anticipated value of the outcomes associated with successful performance.
· Outcomes are deemed more attractive when they help satisfy needs.
· Can be positive (I would prefer having outcome X to not having it negative (I would prefer not having outcome X to having it) or 0
· Positive Valenced: Salary increase, bonuses, informal rewards
· Negatively Valenced: Disciplinary actions, demotions, terminations
· Extrinsic Motivation: Motivation controlled by some contingency that depends on task performance, such as Pay, Bonuses, Promotions, Benefit and Praise.
· Intrinsic Motivation: Motivation felt when task performance serves as its own reward, such as Enjoyment, Interestingness, Accomplishment, Skill- Development and Personal expression.
· Meaning of Money: The idea that money can have symbolic value (e.g., achievement, respect, freedom) in addition to economic value.
· Three Dimensions Symbolic Value of money: 
· Achievement (i.e., money symbolizes success)
· Respect (i.e., money brings respect in one’s community)
· Freedom (i.e., money provides opportunity)
· What makes outcomes more “positively valenced than others?”
Role of needs for valance
· Needs groupings or clusters of outcomes viewed as having critical psychological or physiological consequences
· Outcomes more attractive if they meet our needs
· Different people have different “need hierarchies” and the press of these needs (for satisfaction) help them evaluate potential outcomes.
	Existence
	Physiological, Safety
	The need for the food, shelter, safety, and protection required for human existence

	Relatedness
	Love, Belongingness
	 The need to create and maintain lasting, positive, interpersonal relationships

	Control 
	Autonomy, responsibility 
	The need to be able to predict and control one’s future

	Esteem 
	Self-regard, growth
	The need to hold a high evaluation of oneself and to feel effective and respected by others

	Meaning 
	Self-actualization
	The need to perform tasks that one cares about and that appeal to one’s ideals and sense of purpose.


· Motivational Force: It doesn’t matter how confident you are if performance doesn’t result in any outcomes. It doesn’t matter how well performance is evaluated and rewarded if you don’t believe you can perform well. 
Goal Setting Theory: A theory that views goals as the primary drivers of the intensity and persistence of effort.  The theory argues that assigning employees specific and difficult goals will result in higher levels of performance than assigning no goals, easy goals, or do your best goals. 
· Specific and difficult goals: Goals that stretch an employee to perform at his or her maximum level while still staying within the boundaries of his or her ability.
· A difficult goal is one that stretches employees to perform maximum level while staying within the boundaries of their ability.
Why exactly do specific and difficult assigned goals have such positive effects?
· Self-Set Goals: The internalized goals that people use to monitor their own progress, which has been shown to drive motivation and behaviour.
· Goal setting works well when the assigned goal alters the level of the self-set goal. I f assigned goals are unable to change internal goals, motivation and performance will be unaffected.
· Internal goals mobilize energy and effort levels.
· Assigned goals can motivate employees to work both harder and smarter.
Moderators affect the strength of the relationships between variables.
· Feedback: In goal setting theory, it refers to progress updates on work goals.
· Task Complexity: The degree to which the information and actions needed to complete a task are complicated.
· Goal Commitment: the degree to which a person is determined to reach the goal. 
· When goal commitment is high, assigning specific and difficult goals to employees will have significant benefits for task performance.
Strategies for Fostering Goal Commitment:
	STRATEGY
	DESCRIPTION

	Rewards
	Tie goal achievement to the receipt of monetary or non-monetary rewards.

	Publicity
	Publicize the goal to significant others and co-workers to create some social pressure to attain it.

	Support
	 Provide supportive supervision to aid employees if they struggle to attain the goal.

	Participation
	Collaborate on setting the specific proficiency level and due date for a goal so that the employee feels a sense of ownership over the goal.

	Resources
	Provide the resources needed to attain the goal and remove any constraints that could hold back task efforts.



S.M.A.R.T goals: Specific, Measurable, Achievable, Results-based, Time-sensitive goals. 
                               Managers and employees come to understand the “how” of achievement, not just the “what”.
Equity Theory: A theory that suggests that employees create a mental ledger of the outcomes they receive for their job inputs, relative to some comparison other.
· Comparison other: Another person who provides a frame of reference for judging equity.
· Equity Distress: An internal tension that results from being overrewarded or underrewarded relative to underrewarded relative to some comparison other.
· Equity Distress gets experienced and the tension likely creates negative emotions, such as guilt or anxiety.
· Cognitive distortion: A reevaluation of the inputs an employee brings to a job, often occurring in response to equity distress.
· Internal Comparisons: Comparing oneself to someone in your same company.
· External Comparisons: Comparing oneself to someone in a different company. 
Judging Equity with Different Comparison Others:
Job Equity; Company Equity; Occupational Equity; Educational Equity; Age Equity
Psychological Empowerment: Energy rooted in the belief that tasks are contributing to some larger purpose
Four Beliefs Determine Empowerment Levels: 
· Meaningfulness: A psychological state reflecting one’s feelings about work tasks, goals, and purposes, and the degree to which they contribute to society and fulfill one’s ideals and passions.
· Self-determination: A sense of choice in the initiation and continuation of work tasks.
· Employees with high levels of self-determination can choose what tasks to work on, how to structure those tasks, and how long to pursue those tasks.
· It is a strong driver of intrinsic motivation; it allows employees to pursue activities that they find interesting. 
· Employees can gain more self-determination by earning the trust of their bosses and negotiating for the latitude that comes with that increased trust.
· Managers can instill a sense of self-determination in their employees by delegating work tasks, rather than micromanaging them.
· Competence: The capability to perform work tasks successfully.
· Managers can instill a sense of competence in their employees by providing opportunities for training and knowledge gain, expressing positive feedback, and providing challenges that are an appropriate match for employees’ skill levels. 
· Employees can build their own competency by engaging in self-directed learning, seeking out feedback from their managers, and managing their own workloads.
· Impact: The sense that a person’s actions “make a difference”-that progress is being made toward fulfilling some important purpose.
· Managers can instill a sense of impact by celebrating milestones along the journey to task accomplishment, particularly for tasks that span a long time frame.
· Employees can attain a deeper sense of impact by building the collaborative relationships needed to speed task progress and initiating their own celebrations of “small wins” along the way.
Why Are Some Employees More Motivated Than Others?
It relate with all the energetic forces that initiate work-related effort, including: 
· Expectancy Theory Concepts (Expectancy, Instrumentality, Valence)
· Existence of Specific and Difficult Goals
· Equity Theory
· Psychological Empowerment.
· Unmotivated Employees may lack confidence due to a lack of expectancy or competence or the assignment of an unachievable foal. ( Employees may feel their performance is not properly rewarded due to a lack of instrumentality, a lack of valence, or feelings of inequity)
· Another: Their work isn’t challenging or rewarding due to the assignment of easy or the absence of meaningfulness, self-determination, and impact.
How important is Motivation?
· The motivating force with the strongest performance effect is self-competence.
· People who feel a sense of internal self-confidence tend to outperform those who doubt their capabilities.
· Difficult goals are the Second-most-powerful motivating force
· People who receive such goals exceed the recipients of easy goals.
· The Motivational Force created by high levels of valence, instrumentality, and expectancy is the next-most-powerful motivational variable for task performance.
· Finally, perceptions of Equity have a somewhat weaker effect on task performance.
How do organizations use compensation practices to Increase employee motivation?
Compensation Plan Elements
· Individual-Focused
· Piece-rate: a specified rate is paid for each unit produced
· Merit Pay: an increase to base salary is made in accordance with performance evaluation ratings.
· Lump-sum Bonuses: A bonus is received for meeting individual goals but no change is made to base salary.
· Recognition Awards: Tangible awards (gift cards merchandise, trips, special events, time off, plaques) or intangible awards are given on an impromptu basis to recognize achievement.
· Unit-Focused
· Gain Sharing
· Organization-Focused
· Profit Sharing
Chapter 7
Trust: 
· The willingness to be vulnerable to an authority 
· Based on positive expectations 
· The authority’s actions and intentions. (Reputations) 
· It depends on two related concepts: Justice and Ethics
Factors that Influence Trust Levels: 
Disposition-Based Trust; Cognition-Based Trust; Affect-Based Trust
· Disposition-Based Trust: Trust that is rooted in one’s own personality, as opposed to a careful assessment of the trustee’s trustworthiness
· Trust propensity: faith in human nature, trusting people view others in more favourable terms than suspicious people do.
· Obvious in interactions with strangers.
· People who are high in trust propensity might be fooled into trusting others who are not worthy of it; People who are low in trust propensity might be fooled by not trusting someone who is actually deserving of it.
· Where does Trust Propensity come from?
· Inherit
· Early Childhood Experiences
· Later in Life as we gain experiences
· Nation where we live
· Trust propensity is our first personality traits to develop.
· The more needs are met as children, the more trusting we become; the more we are disappointed as children, the less trusting we become.
· Cognition-Based Trust: Trust that is rooted in a rational assessment of the authority’s trustworthiness. Cognition-Based trust is driven by the authority’s “track record”
· Trustworthiness: Characteristics or attributes of a person that inspire trust, including competence character, and benevolence. 
· Three dimensions to describe the trustworthiness of an authority:
· Ability: Skills, Competencies, and Areas of Expertise that enable an authority to be successful in some specific area. Listing a specific area is a key component.
· For example, when we choose a lawyer or a doctor, the first things we consider is ability, because we’re not going to trust them if they don’t know a scalpel from a retractor.
· For managers, they may be judged according to their professional expertise but also according to their leadership skills and their general business sense.
· Benevolence: Belief that an authority wants to do good for a trustor, apart from any selfish or profit-centred motives.
· When authorities are perceived as benevolent, it means that they care for employees, are concerned about their well-being, and feel a sense of loyalty.
· Integrity: The perception that the authority adheres to a set of values and principles that the trustor finds acceptable. 
· Rank-and-file employees lie more frequently when communicating by e-mail because there are no “shifty eyes” or nervous ticks to give the away.

· Affect-Based Trust: Trust that depends on feelings toward the authority that go beyond any rational assessment of trustworthiness. It’s more emotional than rational. We trust them because we like them. 
Justice: The perceived fairness of an authority’s decision making. Employees want to be treated fairly.
Four Dimensions to Judge the Fairness: Distributive, Procedural, Interpersonal, Information
· Distributive Justice: The perceived fairness of decision-making outcomes. 
                        Rules: Equity vs. Equality vs. Need
· Employees gauge distributive justice by asking whether decision outcomes, such as pay, rewards, evaluations, promotions, and work assignments, are allocated using proper norms.
· Equality norm is often used in student project groups, it’s may be judged more fair, that all team members receive the same amount of relevant rewards. 
· Procedural Justice: The perceived fairness of decision-making processes.
                       Rules: Voice, Correctability, Consistency, Bias suppression, 
                                  Representativeness, Accuracy  
· Voice: Giving employees a chance to express their opinions and views during the course of decision making.
· Correctability: provides employees with a chance to request and appeal when a procedure seems to have worked ineffectively.
These Rules improve employees’ reactions to decisions, largely because they give employees a sense of ownership over the decisions. Employees like to be heard. The expression of opinions is a valued, when employees believe that their opinions have been truly considered.
· Consistency, Bias suppression, Representativeness, and Accuracy Rules help ensure that procedures are neutral and objective, as opposed to biased and discriminatory. 
These Rules can be used to make hiring practise fairer by ensuring that interview questions are unbiased and asked in the same manner across applications.
Procedural Justice tends to be a stronger driver of reactions to authorities than distributive justice. Why does the decision-making process sometimes matter more than the decision-making outcome?
Because employees understand that outcomes come and go, some may be in your favour, while others may be a bit disappointing. Procedures, however, are more long-lasting and stay in place until the organization redesigns them or a new leader arrives to revise them. 
· Interpersonal Justice: The perceived fairness of the interpersonal treatment received by employees from authorities. It occurs when authorities are rude or disrespectful to employees, or when they refer to them with inappropriate labels.
              Rules: Respect, Do authorities treat employees with sincerity?
                          Propriety, Do authorities refrain from improper remarks?
             Why are interpersonally unjust actions so damaging?
People remember unfair acts more vividly than fair ones. Positive interactions were more common than negative interactions, but the effects of negative interactions on mood were five times stronger than the effects of positive interactions.

· Informational Justice: The perceived fairness of the communications provided to employees from authorities.
                             Rule: Justification   Do authorities explain procedures thoroughly?
                                       Truthfulness Are those explanations honest?
Ethics: The degree to which the behaviours of an authority are in accordance with generally accepted moral norms. It has three parts: Moral Awareness, Moral Judgment, and Moral Intent,
Two Primary Branches or Models:
· Prescriptive: Philosophy debating how people ought to act using various codes and principles.
· It is the dominant lens in discussions of legal ethics, medical ethics, and much of economics.
· Descriptive in Nature: scientific studies to observe how people tend to act based on certain individual and situational characteristics.
· It is the dominant lens in psychology.
Some studies of business ethics focus on unethical behaviour. Unethical Behaviour in organizations can be directed at
· Employees – Discrimination, Harassment, Health and safety violations, ignoring labour laws.
· Customers – Invading privacy, violating contract terms, using false advertising.
· Financiers – Falsifying Financial Information, misusing confidential information, trading securities based on inside information.
· Society as a whole – Violating environmental regulations, exposing the public to safety risks, doing business with third parties who are themselves unethical.
Other studies focus on what might be termed “Merely Ethical” Behaviour – Behaviour that adheres to some minimally accepted standard of morality.
· Obeying labour laws and complying with formal rules and contracts.
Other studies focus on Especially Ethical Behaviours—Behaviours that exceed some minimally accepted standard of morality.
· It includes charitable giving or whistle-blowing, which occurs when former or current employees expose illegal or immoral actions by their organization.
· Whistle-blowing: Employees’ exposing illegal or immoral actions by their employer.
· It can be viewed as especially ethical, because a whistle-blower risks retaliation by other members of the organization, especially when he or she lacks status and power.
· It can bring significant improvements to the ethical culture in an organization over the long term.
Four-component model of Ethical Decision Making: Moral Awareness, Moral Judgment, Moral Intent, and Ethical Behaviour.
Moral Awareness: Recognition by an authority that a moral issue exists in a situation. It is also depends on the way authorities observe and perceive the events that happen around them.
· Moral Intensity: The degree to which an issue has ethical urgency. It is driven by two general concerns.
· A particular issue is high in moral intensity if the potential for harm is perceived to be high. 
· A particular issue is high in moral intensity if there is social pressure surrounding it.
· Moral Attentiveness: The degree to which people chronically perceive and consider issues of morality during their experiences. 
Moral Judgment: When an authority can accurately identify the “right” course of action.
· Cognitive Moral Development: As people age and mature, they move through several states of moral development, each more mature and sophisticated than the prior one.
· Moral principles: Prescriptive guides for making moral judgements.
Moral intent: an authority’s degree of commitment to the moral course of action.
· Moral identity: the degree to which a person views him/herself as a moral person.
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Chapter 8
Learning: A relatively permanent change in an employee’s knowledge or skill that results from experience. It has a significant impact on decision making, and it refers to the process of generating and choosing from a set of alternative to solve a problem. 
Decision Making: The process of generating and choosing from a set of alternatives to solve a problem.
Expertise: The knowledge and skills that distinguish experts from less experienced people.
Type of Knowledge
· Explicit Knowledge: Knowledge that is easily communicated and available to everyone.
· Tacit Knowledge: Knowledge that employees can only learn through experience.
 Method of Learning
· Reinforcement: Managers use various methods of reinforcement to induce desirable or reduce undesirable behaviours by their employees.
· Antecedents: is typically goals, rules, instructions, or other types of information that help show employees what is expected of them.l
· Observation:
· Experience:
Chapter 12
Leader-member exchange theory: a theory describing how leader-member relationships develop over time on a dyadic basis
[bookmark: _GoBack]Three types of leader actions: decision-making styles, day-to-day behaviours, and behaviours that fall outside a leader’s typical duties.
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