Chapter 2 – ADM 2336
Comcast
· Broadcasting and cable company
· Won an award for being the “absolute worst company to be dealing with” in the US, really hard to cancel your service when you’re with Comcast
· Recording of a consumer trying to cancel their service with Comcast – 8 minute long phone call with rep being extremely difficult
· Bad job performance
· Maybe they didn’t have sufficient training
· These things happen when job performance isn’t defined well

Comcast and Job Performance
How job performance is defined  How it’s measured  how it’s rewarded  employee behavior
 Means influences 
Job description for Customer SERVICE rep (at time): says “retention” to let employees know that they are there to retain the customers, not to keep them happy with doing what they’re asking. They also define it as convincing them that XFINITY can meet their needs better rather than helping your customers figure out what they want/need
Job performance rewards at Comcast:
· Small hourly wage + (payout-penalty)
· Penalty – retaining less than 75% of customers that call  lose all of the payout
· This leads to employees fighting hard to keep customers which can lead to customer frustration

Two elements of Job Performance
· Results  objective measures of outcome
· E.g. Comcast’s focus on % of retained customers
· Usually sales companies focus on sales (amount of $ sold, amount of product/geographic area, etc.)
· Sports can look at how many goals scored, how many wins the team has
· Behavior based  specific behaviors employees engage in
· How a Comcast CSR treats a customer
· Companies sometimes record calls to see how CSRs treat their customer 
· Sports can look at sportsmanship to view job performance based on behavior 
Pros and Cons of Results based Job Performance 
Pros:
· Easy to asses – measurable
· Objective/comparable – compare the amount of sales one person makes to another since it’s a number that’s comparable
Cons:
· Don’t capture “beyond bottom line” – employees will get the bare minimum (say $20,000 in sales) to get the reward and not bother going above and beyond
· Not always controllable – economy could be in a bad place which can affect the employees’ sales
· No focus on improvement/no “why” – if an employee’s sales goes down, we don’t know if it’s due to external factors (bad economy, less interest in product) or if it’s actually due to the employee’s behavior

Job Performance: Employee behaviors that contribute either positively or negatively to the accomplishment of organizational goals

Job Performance – Behaviors
Task performance (in-role)
+
Citizenship behaviors (extra-role)
+
Counter-productive behaviors (extra-role)
=
TOTAL (behavior) PERFORMANCE
In-role – stated in the job description
Extra-role – not explicitly stated in job description

Task Performance – three subtypes
1. Routine (habitual responses to predictable tasks)
a. Example: dentist always performs the same routine – floss, clean, fluoride, etc.
2. Adaptive (thoughtful responses to unpredictable tasks)
a. Example: retail usually is routine based but then maybe during Christmas, the debit/credit machine breaks down and then reps need to deal with the situation
3. Creative (novel and useful ideas)
a. Example: coming up with unique ideas
Citizenship Behaviors
· Voluntary behaviors that contribute to achieving organizational goals (if the behavior is not voluntary than it’s a task performance behavior
· Interpersonal Citizenship Behavior: going beyond the job description to help colleagues/clients
Subtypes
· Helping
· Courtesy
· Sportsmanship
· Voice – voice your concerns
· Civic Virtue – volunteering for different committees/meetings that you don’t have to
· Boosterism – talk up your organization to others
Counter-productive Behaviors
· Intentional behaviors that hinder the achievement of organizational goals
· Can be interpersonal or organizational 
Subtypes
· Production deviance – wasting resources, substance abuse (having a beer at lunch when you’re not supposed to or drinking the night before and being hungover at work) (minor organizational)
· Property deviance – sabotage, theft (major organizational)
· Political deviance – gossiping, incivility (minor interpersonal)
· Personal aggression – harassment, abuse (major interpersonal)

Summary – task performance is involved in the job description and then the other two types of behaviors are in addition to the job description

Question: A fast food company installs a new surveillance system to reduce employee theft by 13%, is it a true success? 
A: Maybe not if the food theft is a large amount (13% might not be much), and it’s best to go to the root cause and make them not want to steal rather than making them scared to get caught, also might reduce trust between employee and organization
Surveillance and Theft
Surveillance of employees  weak negative but non-significant relationship with CWBs
BUT
Surveillance of employees  strong negative AND significant relationship with Citizenship Behavior

Important Takeaways
· Breaking down into types = greater insight 
· In order to reduce counter-productive behaviors and increase citizenship behaviors, don’t just install surveillance, get to the root and fix the problem
· Change  multiple outcomes
· Reducing theft might also reduce other counter-productive behaviors

The War for Talent – Article
1. What is the “War for Talent”?
· Companies that compete for the most talented workers
· There’s an idea out there that there is limited talent out there and that companies need to compete to get the top of the top students for employees 
· Mackenzie is a big consulting company and 3 consultants did a study to see what makes the top companies a top company. They uncovered that these companies hire the best people (top grades, etc.)
· “deep seated belief that having better talent at all levels is how you outperform your competitors”
· “we hire very smart people and we pay them more than they think they are worth”
· Forced Ranking:
· A – The “stars”; need to be challenged and encouraged to follow passions
· B – Need to be nurtured and affirmed; could one day be stars
· C – the “dogs”; need to “shape up or ship out”
· The article says that this type of culture could actually be very destructive, hence the “talent myth”
2. What is “the Talent Myth” and why is it destructive?
1. Defines talent abstractly – how do we decide who becomes a star?
· They assessed potential over performance
· Move stars around so much no one actually assesses performance
· Lou Pai – lost over $270 M and still considered a star
· [bookmark: _GoBack]Louise Kitchin – in role because she wanted to be
Jack Welch : A’s bleed charisma and are filled with passion
Exhibit the “four E’s” of leadership:
· Very high energy levels
· Can energize others; common goals
· Have the edge; difficult decisions
· Ability to execute;
These are vague
2. Self-serving and narcissistic people “make-it”
· Indulge and fawn over stars
· Put stars above customers
· “Begin to define themselves by the description of “talent” and when times get tough and that self-image is threatened 
3. Focus on the individual rather than the system (*)
**Organizations are ultimately systems**
· “They believe in stars because the don’t believe in systems”
· Organization must coordinate (the system should be the star)
· Job performance should be defined based on what the system needs
· Oilers have had so many first round picks (talented players) but they haven’t really won anything with that
· Doesn’t matter if you have the top of the top if they can’t work together



RECAP
· How we define job performance has serious implications for employee behavior, and organizational functioning (including profits)
· Need to incorporate the multi-facets of behaviors that contribute to the organization
· Job performance should be considered…
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