BUSI 2101- Notes 

Chapter 1: Introduction to Organizational Behaviour, Psychological Contract 

What is Org Behaviour? 
· A field of study that investigates that impact that individuals, groups and structure have on behavior within organizations, for the purpose of applying such knowledge toward improving an organization’s effectiveness. 
· Fundamental understanding 

What is an organization? 
· A consciously coordinated social unit, composed of a group of people, which functions on a relatively continuous basis to achieve a common goal or set of goals. 

Work environment and its impact: 
· The quality of the workplace impacts directly on issues of customer service and productivity 
· 1998 study published in the Harvard Business review article “The Employee-Customer-Profit-Chain at Sears. An increase in employee satisfaction resulted in an increase in customer satisfaction. 
· Frank Russell Co. did a similar investigation with Fortune 100 investment companies. 
· Took a hypothetical portfolio of stocks 
· Money invested returned almost 3 times more than the same amount in the S&P 500 companies. 
· Reasons for this success: 
· Lower turnover rate 
· With better reputations they attract higher quality staff 
· Deliver better employee morale- translates into a better environment 

Creating a “Great Place to Work” 
· Definition: a place to work in which employees trust the people they work for, have pride in what they do and enjoy the people they work with 
· What is meant by trust? 
· Credibility- manager’s believability, competence and integrity.
· Managers do so by the following:
· Sharing information broadly: sharing information about such that matters (daily sales) 
· Accessibility to employees: Top executives go to great lengths to meet with ordinary employees whenever possible. CEO of East Alabama medical center meets with every ward in the hospital every day. To be able to trust employees need to feel some sense of what kind of people are in management.
· Willingness to answer hard questions: leaders of organizations need to be able to answer tough questions. 
· JM Smucker conducts quarterly meetings where they answer any questions asked of them 
· Key point is that management makes themselves available for genuine dialogue 
· Delivering on promises: Integrity, cant be trusted if one doesn’t follow through with their promises no matter how good their communication skills 
· The second major aspect of trust related to what employees think management thinks of them:
· Showing recognition and appreciation: Best employers makes an effort to say thank you for a job well done 
· Demonstrating personal concern: respect is needed. People especially care about how they will be treated when faced with a personal event of significance- illness, death, birth, etc. 

The Knowledge Base: 
· When individuals join an organization they form an unwritten, implicit, psychological contract with the organization. 
· These refer to the mutual expectations employees and employers have of each other. 
· Defines the implicit agreement about what the employee will do (e.g. work hard, be supportive of organizational change efforts, work on multiple projects, etc.) in exchange for the kinds of things an employer will do (e.g. promotions, respect, rewards, opportunities, etc.) 
· An individual’s beliefs, shaped by the organization, regarding the terms and conditions of a reciprocal exchange agreement between individuals and their organization 
· Can predict the types of outputs employers will get from employees as well as the rewards employees will receive 
· Social exchange theory: people enter into relationships in which economic and social exchanges are met. A future has been promised for contributions creating a obligation to reciprocate 

The Current Psychological contract: 
· Current rate of change that businesses undergo as they adapt to competition, technology, and changing markets has resulted in market place expectations and psychological contracts. 
· After WW2 the psychological contract was very simple: employees worked their way up the corporate ladder slowly in return for a high promotion in their middle age for a comfortable retirement, high degree job security 
· Now, changed from long-term employment-to-employment based on business needs. 
· Now rewarded for skills and performance rather than tenure 
· In return for high pay and stock options, many employers expect long hours of hard work, flexibility, and commitment but have less expectation of employee loyalty. 
· How do employees react to broken psychological contracts: 
· Modify expectations
· Put more emphasis on reputational capital (building resume) 

Employee Commitment: 
· Defined as emotional attachment to the organization, identification with the organization, involvement in the organization, strong belief in and acceptance of the organization’s goals and values 
· Committed employees yield several advantages for the employer: 
· Higher performance 
· Greater ability to adapt to unforeseen circumstances 
· Higher attendance 
· Longer tenure 
· Commitment is more likely when you are satisfied with your job 
· Recommended ways to earn employee commitment: 
· Clarifying and communicating the organization’s mission 
· Guaranteeing organizational justice 
· Creating a sense of community 
· Supporting employee development 
· Study found that greatest influence on the level of employee commitment to stay with the company was meritocracy (rewards, promotions) followed by fair treatment 
· Another factor that influences commitment and turnover is workplace incivility 
· Low intensity deviant behavior that violates workplace norms for mutual respect; may or not be intended 
· Seven values found in healthy organizations: 
· Commitment to self-knowledge and development (continuous learning)
· Firm belief in decency (fair treatment)
· Respect for individual differences (celebration of diversity) 
· Spirit of partnership (belief in community, teamwork, participation) 
· High priority for health and well-being 
· Appreciation for flexibility and resilience (change managed well) 
· Passion for products and process (concerned for balancing stakeholder interest and environmental protection) 
· Iceberg example 

Chapter 10: Group Dynamics and Teamwork 

Importance of learning teams (LT’s): 
· Experience of working on a team 
· Be able to better understand team dynamics 
· Teams are super important in today’s workplace, so this experience is invaluable 

What is teaming? 
· Teaming is a VERB. Today’s businesses require teamwork skills that allow you to be on teams that band and disband by the minute, requiring a more dynamic approach to how teams develop and perform.  

Inputs: 
· KSA’s (Knowledge, skills and abilities) 
· Task (design, identity, interdependence) 
· Team size 
· Functional diversity 
· Personality, values 
· Propensity to work in a team 
· Experience 
· Interpersonal skills 
· Organizational support 
· Individual goals 

A Prototype for creating Hot Team: 
· Two most important: 
· Don’t let your group become rule-bound: 
· Called process 
· Standardizing tasks, highlighting inefficiencies and inconsistencies 
· Create boundaries in the workplace 
· Example: Process for distribution of office furniture. A committee decided admin assistants could have chairs with arms. But Sally a six-month pregnant woman needs a chair with arms. So her team swapped a chair from an empty desk. But the operations manager went at night and removed the chair…on going process of back and forth 
· Over the top, uptight enforcement kills hot teams 
· Don’t be mean: 
· “We need to be lean and mean” 
· Lean is a business necessity be mean does more harm than good 
· For example: a boss openly singles out employees for missing budget 
· This humiliation and manipulation usually produces bad outcomes
· First when employees are treated like “hand-wringers” for saying something the boss doesn’t want to hear 
· Second, managers would do almost anything to avoid saying “I screwed up” which often gets the company in hot water 
· Four Do’s of hot team: 
· Like your people
· Listen to them 
· Make work engaging 
· Let them decide 

What is team effectiveness? 
· Effectiveness criteria: 
· Output (Performance): productive output of a team meets or exceeds standards of quality, quantity, and timeliness of the client 
· Social Processes (viability): social processes the team uses in carrying out the work to enhance members’ capability of working together interdependently in the future 
· Learning (satisfaction): group experience contributes positively to the learning and personal well-being of individual team members 

Group Development (Five Stage Model): 
· Forming: 
· In this stage members focus on accepting each other and learning more about the group and its purpose. 
· This is a period of uncertainty, self-consciousness, and superficiality 
· Effective group leaders help orient members, clarify the purpose, and work on establishing trusting relationships 
· Storming: 
· Members confront issues of how much individuality they must relinquish to belong to the group and who will be in control 
· Tension, criticism, and confrontation are typical here 
· Group becomes polarized, subdivides into cliques, and challenges the leader and others
· Effective leadership involves helping the group focus on a common vision, modeling constructive conflict management, and legitimizing expressions of individuality that do not hinder productivity 
· Leaders reassure storming is a normal stage in a group’s development 
· Norming: 
· Members develop shared expectations about group roles and norms 
· This stage is characterized by collaboration, commitment, increased cohesion, and identification with the group 
· Effective leaders continue to help set norms, provide positive feedback on group’s progress and prevent groupthink (tendency for members a highly collective group facing collective threat to seek consensus so strongly that they fail to see alternative courses of action) 
· Performing: 
· Group focuses is energy on achieving its goals and being productive 
· Increased cohesion, acceptance of individual differences, and mutual support. 
· Skilled leaders help group run itself, foster development of group traditions and encourage the group to evaluate its effectiveness 
· Adjourning: 
· Temporary groups disband and focus less on performance and more on closure 
· Members struggle with holding on (nostalgia) and letting go (looking to the future). 
· Effective leaders encourage group to reflect, learn from, and celebrate their achievements 

Content and Process: 
· There are two types of group process: 
· Task Process: 
· Focuses on how groups accomplish their work 
· Setting agendas, figuring out time frames, generating ideas, choosing techniques for making decisions and solving problems 
· Maintenance Process: 
· Concerns how groups function with regard to meeting group members’ psychological and relational needs 
· Leadership, membership, norms, communication, influence, conflict management, etc. 

Task-Oriented Behavior: 
· Initiating: some person(s) must be willing to take initiative. These can be seemingly trivial statements such as, “Let’s build an agenda” or “It’s time we moved on to the next item”. 
· Seeking information or opinions: clear and efficient flow of information, facts, and opinions is essential to any task accomplishment. “What do you know about this situation?” and “What solution would you recommend?” 
· Giving information or opinions: in response to seeking behavior described earlier, group members can offer both information and their opinions to aid the group. “My own opinion on the matter is…”
· Clarifying and elaborating: many useful inputs into group work get lost if this task-related behavior is missing. “Let me elaborate on that idea”, they may communicate a listening and collaborative stance 
· Summarizing: at various points during a group’s work, it is helpful if someone takes a moment to summarize the group’s discussion. This gives the entire group an opportunity to pause for a moment, step back, and see how far they have come, where they are, and how much further they must go 
· Consensus testing: many times a group’s work must result in a consensus decision. At various points in the meeting the statement, “Have we made a decision on that point?” can be very helpful. It serves to remind everyone that a decision needs to be made, and thus adds positive work tension into the group 
· Reality testing: groups can take off on a tangent that is very useful when creativity is desired. However there are times when it is important to analyze ideas critically and realistically. This helps the group get back on track 
· Orienting: another way of getting a group back on track is through orienting points of departure, this helps the group to define its position with respect to goals and identify points of departure from agreed-upon decisions 

Maintenance-Oriented Behavior: 
· Gatekeeping: directing the flow of conversation like a traffic cop, is an essential maintenance function. Without it information gets lost, multiple conversations develop, and less assertive people get cut off and drop out of the meeting 
· Encouraging: encouraging also ensures that all potentially relevant information the group needs is shared, listened to, and considered 
· Harmonizing and compromising: these are very important but tricky because this overuse or inappropriate use can serve to reduce a group’s effectiveness. If smoothing over issues (harmonizing) and each party’s giving in a bit (compromise) serve to mask important underlying issues, creative solutions to problems will be fewer in number and commitment to decisions taken will be reduced 
· Standard setting and testing: this category of behavior acts as a kind of overall maintenance function. Its focus is how well the group’s needs for task-oriented behavior and maintenance-oriented behaviors are being met. All groups reach a point where something is going wrong so effective groups stop the music test their own process and set new standards 
· Using humour: use of humour to put people at ease and reduce tension is an important maintenance function. However, inappropriate use of humor can prevent groups from reaching their goals quickly and stop them from tackling uncomfortable issues that need to be resolved 

Self-oriented behaviours: 
· Pursuing own goals/agenda
· Trying to exert control over the group 
· Establishing own role/identity in the group; drawing attention to self 
· Working to be accepted in the group 
· In a new group we tend to see self-oriented behavior as more prevalent 
· They can also be observed when a newcomer joins an already established group 

Different styles for reducing tensions: 
· The Friendly Helper: acceptance of tender emotions, denial of tough emotions. Can give and receive affection but cannot tolerate hostility and fighting. Pursues importance of maintaining relationships over getting work done 
· The Tough Battler: acceptance of tough emotions and denial of tender emotions. Can deal with hostility but not with love, support and affiliation. Pursues importance of creating hostility over all else
· The Logical Thinker: denial of emotion cannot deal with tender or tough emotions, shits eyes and ears too much going on around them. Pursues goals above all else, does like to get into friendship or fights. 

	
	Friendly Helper 
	Tough Battler 
	Logical Thinker 

	Best of all Possible worlds 
	A world of mutual love, affection, tenderness, sympathy 
	A world of conflict, fighting, power, assertiveness 
	A world of understanding, logic, systems, knowledge 

	Task-Maintenance Behavior demonstrated 
	Harmonizing, compromising, gatekeeping by concern, encouraging, expressing warmth 
	Initiating, coordinating, pressing for results, pressing for consensus, exploring differences, gatekeeping by command
	Gathering information, clarifying ideas and words, systematizing, procedures, evaluating the logic of proposals 

	Constructs used in evaluating others 
	Who is warm and who is hostile? Who helps and who hurts others? Who is nice and who is not? 
	Who is strong and who is weak? Who is winning and who is losing? 
	Who is bright and who is stupid? Who is accurate and who is inaccurate? Who thinks clearly and who is fuzzy? 

	Methods of influence 
	Appeasing, appealing to pity 
	Giving orders 
Offering challenges 
Threatening 
	Appealing to rules and regulations 
Appealing to logic 
Referring to “facts” and overwhelming knowledge 

	Personal threats 
	That he or she will not be loved
That he or she will be overwhelmed by feelings of hostility 
	That he or she will lose his or her ability to fight (power) 
That he or she will become “soft” and “sentimental” 
	That his or her world is not ordered 
That he or she will be overwhelmed by love or hate 



Types of teams: 
· Self managed teams: 
· Virtual teams: 
· Multicultural and multinational teams 

Chapter 4: Decoding Human Behavior 

Behaviour is influenced by the following:
· The individual 
· Personal characteristics such as abilities, motivation, and personality may affect behavior 
· The job 
· Job an employee performs affects how that person behaves. Regardless of their personalities, hospital nurses learn to be meticulous because errors are not tolerated in their job 
· The work group 
· Work group characteristics such as norms, size, leadership, and structure also influence human behavior 
· The organization 
· Reward systems, performance appraisal procedures, resources, and other organizational practices further impact how an employee acts 
· The culture 
· All of these are impacted by national, regional, and local culture to which they belong 

What is personality? 
· Can be defined as an individual’s relatively stable characteristic patterns of thought, emotion, and behavior and the psychological mechanisms that support and drive those patterns 
· Although family setting and life circumstances play a role in shaping personality, people are not passive recipients of environmental influences. 
· Children are active creators of their own personalities because they can influence others’ reactions and initiate their own social interactions 
· Adults likewise play a role in their own development by choosing their own career path, activities to participate in, etc. 
· Thus both nature and nurture play important roles in personality development 




Trait Models: 

The BIG FIVE MODEL: 
· Comprised of the OCEAN dimensions: 
· Openness to experience: 
· Refers to the extent that people actively seek out new and varied experiences and the extent to which they are aware of their thoughts, feelings and impulses 
· Curious, imaginative, complex, refined, sophisticated 
· Valued in jobs that require creativity 
· More likely to migrate into artistic and scientific fields 
· Conscientiousness: 
· People who are tend to be dependable and trustworthy and conform to social norms 
· Dependable, organized, reliable, ambitious, hardworking, and persevering
· Strong influence on performance of the Big 5 
· Conscientious individuals prioritize accomplish striving: 
· Spend more time on-task  
· Build job knowledge 
· Goal-setting and persistence 
· Exceed work requirements 
· Extroversion: 
· Refers to how outgoing, sociable, and assertive people are
· May also be energetic, active, having many interests and hobbies 
· Talkative, sociable, passionate, bold, dominant 
· Prioritize status striving: 
· Strong desire to obtain power and influence within a social structure as a means of expressing personality 
· Tend to be high in positive affectivity: 
· Tendency to experience pleasant, engaging moods such as enthusiasm, excitement and elation 
· Agreeableness: 
· Captures the extent to which people are likeable, cooperative, and considerate 
· Warm, kind, sympathetic, helpful, courteous 
· Prioritize communion striving: 
· Seek to gain acceptance in personal relationships 
· Focus on “getting along” not necessarily “getting ahead” 
· Beneficial but can be detrimental in others
· Neuroticism: 
· Also called emotional stability, refers to the tendency to experience chronic negative emotions such as worry, insecurity, self-pity, poor self image and mood swings 
· Synonyms with negative affectivity: 
· Tendency to experience unpleasant moods such as hostility, nervousness, and annoyance 
· Associated with differential exposure to stressors 
· Neurotic people more likely to appraise day-to-day situations as stressful 
· Associated with a differential reactivity to stressors: 
· Neurotic people less likely to believe they can cope with the stressors that they experience 
· Conscientiousness seems to have the strongest relation to overall job performance across a wide variety of jobs 
· People who score high of conscientiousness also may set higher goals for themselves, have higher performance expectations for other people, have greater motivation, be more satisfied with their jobs, and have higher occupational status 
· Neuroticism has the worst relation to overall job performance… 
· Extroversion related to job types in sales 
· Agreeableness related to performance in jobs where cooperation is necessary 
· Openness to experience has not been a predicator of job performance, although good for international work 
· Ultimately, we need to consider the situation and the individual’s overall profile 

Myers-Briggs Type Indicator: 
· Personality profile partially based on psychologist Carl Jung’s theory of personality 
· Available in 19 different languages, used in a variety of workplaces 
· Extroversion/Introversion (E/I): refers to how the individual interacts socially. 
· Extroverts are outgoing and sociable
· Introverts are shy and prefer to be alone 
· Sensing/Intuiting (S/N): measures how people prefer to collect information. 
· Those who score towards the sensing end of the dimension prefer to use their 5 senses to systematically obtain factual information (practical and orderly)
· Intuitive individuals use instinct and subjective perception (unconscious process)  
· Thinking/Feeling (T/F): captures how people evaluate information 
· Thinking types prefer to rely on logic and analysis (use reason and logic) 
· Feeling types rely more on their own and other people’s reaction (uses values and emotions)  
· Judging/Perceiving (J/P): refers to how people like to make decisions 
· People who score on the judging side are planners and like to control the decision making process (want order and structure) 
· Perceivers are more flexible, spontaneous, and adaptive in their decision style  (flexible and spontaneous) 
· The MBTI is scored by combining all four pairs into a matrix of 16 personality types 
· Visionaries (INTJ): original, stubborn, and driven 
· There is little evidence supporting MBTI as a valid personality measure as is it a good tool for self-awareness but not for testing job candidates 

Other Personality Traits: 
· Self-esteem: degree of regard people have for themselves. Individuals with high self-esteem tend to be more satisfied with their jobs than those with low self-esteem 
· Machiavellianism: takes name from Niccolo Machiavelli. People who are high in Machiavellianism believe that the end justifies the means and that manipulation is an acceptable way to influence other people 
· Locus of control: people with an internal locus of control tend to believe that they control their own fate and destiny. In contrast, people with an external locus of control tend to think that luck, chance or other environmental factors control what happens to them 

Social Dominance orientation: 
· Preference for hierarchy in a social system and inequality between groups 
· Sample items from SDO scale: 
· “Some groups of people are inferior to others” 
· “To get ahead in life, sometimes it is necessary to step on other groups” 
· “Inferior groups should stay in their own place” 
· Associated with: 
· Right wing authoritarianism
· More prejudicial views 
· More aggressive behavior in the workplace and group conflict 

Proactive Personality: 
· Identifies opportunities, shows initiative, takes action, and perseveres to completion 
· Creates positive change in the work environment 
· Fit with organization/supervisor is important 

The “Dark Triad” of Negative Personality Traits:
· All linked to destructive workplace behaviors i.e. harassment, bullying, etc. 
· Machiavellianism: 
· Pragmatic, emotionally distant power-player who believes that the end justifies the means 
· Manipulative, deceptive, unethical, and persuade more than they are persuaded 
· Narcissism: 	
· An arrogant, self-centered, entitled person who needs excessive admiration 
· Psychopathy: 
· Prone to deviant behavior or partly due to high levels of thrill-seeking, impulsivity, and selfishness 
· Tend to display superficial charm, and lack of emotion and remorsefulness

Emotional Intelligence: 
· Capacity to monitor one’s own and others’ feelings and emotions to discriminate among them, and to use this information to guide one’s thinking and actions 
· 4 core dimensions:
· Self-awareness: appraisal and expression of emotions in oneself 
· Other-awareness: the appraisal and recognition of emotion in others 
· Emotional regulation: being able to recover quickly from emotional experiences 
· Use of emotions: being able to harness emotion to enhance performance 
· Predicts key work/non-work related outcomes: 
· Stronger social relationships 
· Higher well-being/life satisfaction 
· Higher job satisfaction and performance 
· Effective leadership 
· Effective group performance 
· Predicts these outcomes above and beyond effects of IQ and personality  

Interactionist Perspective: 
· Like trait models they hypothesize that personality is an important factor in determining an individual’s behavior. They go a step further and argue that situational factors can powerfully shape how that individual responds
· Conditional Reasoning: suggests that individuals interpret what happens in their social environment based on their individual dispositions, a type of mental map 
· Trait Activation: certain situational cues are needed to evoke the display of personality traits, e.g. proactive personality 
· Reciprocal Determinism: three way influence 
· Personal factors behaviorenvironmental factors

From the Interactive: Dealing with Difficult People 
1) Create a Rich picture of the problem: 
· Remember that we tend to think that people cause their won behavior and we tend to downplay other causes. Think about the following: 
· The problem person: what motivates this person? What obstacles are preventing him from achieving what he wants? How often has their behavior occurred? 
· Yourself: what might you do to encourage the problem behavior? Are you unknowingly rewarding some behaviors and punishing others? Is there something that you do that sets the person on the wrong track? 
· The situation: What might be causing you and the problem person to behave poorly? Is there something happening in the organization that might have an impact? Was there something that happened that might have triggered this behavior? 
2) Reframe your goals: 
· Try to think flexibly about what you want to happen 
· Consider a situation where an employee is dealing with a large amount of email requests from a low-priority customer group. He wants to stop answering these emails. Instead of just demanding the employee do the emails you might decide that you want the employee to have less work but also meet the needs of the customers. 
3) Stage the Encounter: 
· Schedule a face-to-face meeting to discuss the issues. Acknowledge the person’s values and then describe the problem behavior as you see it in factual terms. Clearly indicate that the problem behavior cannot continue and suggest that you would like to work together to find a solution that is acceptable for both of you. Then discuss possible solutions. 
4) Follow up: 
· Set aside time to monitor and reward progress or take corrective action 

*Remember the Juana case study example*

Chapter 5- Motivation 

One key factor that affects productivity is motivation: 
· That is the psychological forces that determine the direction of people’s behavior, their level of effort and level of persistence 
· Every living human is motivated 
· The primary task for managing motivation is channeling and directing human energy toward the activities, tasks, and objectives that further the organization’s mission. 
· Motivation is an internal state that directs individuals and cannot be done to someone else (someone else cannot directly motivate you) 


The sources of motivation are both intrinsic and extrinsic: 
· Intrinsic: is performed for its own sake. The work itself is pleasurable
· People who do what they love to do (hockey players) 
· Extrinsic: performed because of the consequences it brings 
· Material or social rewards or even the avoidance of punishment 
· Salary, social prestige of a large house and a luxury car rather than the actual job are extrinsic rewards 
· Motivated by what the job gives you 
· Performance= Motivation x Ability 

The most reliable predictor of job performance is cognitive ability: 
· This means that intelligence should be a major criterion when we select job candidates

When people wonder why an individual does not appear motivated to do their job we look at four areas: 
· Person-job-reward fit 
· Job design 
· Role of the leader 
· Role of the organizational policies and rewards 

Person-Job-Reward Fit: 
· Key step in understanding motivation problems is to identify the factors unique to an individual that energize, direct, sustain, and stop behavior 
· Content theories focus on the specific internal needs that motivate people 
· Content theories include Maslow’s Hierarchy of Needs, and McClelland’s need theory 

Maslow’s Hierarchy of Needs: 
· Physiological needs refer to the basic needs like food, water, and shelter 
· Organizations satisfy this by providing adequate wages 
· Security needs: need for security, stability, and protection from physical or emotional harm
· Organizations satisfy this need by providing a pension and health care plans 
· Socialization needs: need for social interaction, friendship, affection, and love 
· Organizations can satisfy this by permitting interaction with colleagues, work team structures, social and sports facilities, and parties 
· Self-esteem needs: need to feel good about oneself and to be respected, appreciated and recognized 
· Organizations can satisfy this by providing feedback and recognition for high performance and accomplishments 
· Self-Actualization needs: need people have to realize their full potential 
· Organizations fulfill this need by allowing employees to use their skills and talents fully 
· Higher order needs take effect once lower order needs are met 

McClelland’s Need Theory: 
· McClelland and his colleagues found evidence of 3 human motives: 
· Need for affiliation 
· Need for power 
· Need for achievement 
· Need for Power: 
· The need to influence and lead others and be in control of one’s environment 
· Very common among middle and upper level management as their job is to influence people 
· Can be satisfied in positions such as politics, police work, military, and law 
· There are two faces of need for power 
· Positive face is socialized power: influence used for the good of others 
· Negative face is personalized power: an unsocialized concern for personal dominance 
· Need for Affiliation: 
· Desire for friendly and close interpersonal relationships 
· Positive face is affiliative interest: concern for interpersonal relationships but not at the expense of goal-oriented behavior 
· Concern for relationships does not prevent them from giving negative feedback or making tough decisions 
· Negative face of n-Affiliation is affiliative assurance: concern with obtaining assurance about the security and strength of one’s relationship and avoiding rejection 
· Worry about being disliked 
· Need for achievement: 
· Need to accomplish goals, excel, and strive continually to do things better 
· People high in n-Achievement want to take personal responsibility for their success of failure, like to take calculated risks, and prefer situations in which they get immediate and concrete feedback on how well they’re doing 
· Most effective managers scored high in n-Affiliation and n-Achievement 

Hackman and Oldham Job characteristic theory: 
· Focused on internal work motivation
· Internal work Motivation: performing well on the job results in the individual feeling a sense of accomplishment and feeling good; performing poorly leaves the individual feeling unhappy 
 
Hackman and Oldham job characteristic model: 
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· Theory based on an epiphany that human are hard-wired to grow and develop competence 

The Role of Leadership in Fostering Motivation: 

Goal-Setting Theory: 
· Involves setting a clear objective and ensuring that every participant is aware of what is expected from him or her if this objective if to be achieved 
· Specific goals increase performance 
· Compared to easy goals, difficult goals that are accepted by employees result in higher performance 
· Feedback leads to higher performance than non-feedback
· People are more committed to goals that are made public and that they themselves set 

Equity Theory: 
· Employees evaluate what they receive from a job (outputs such as pay, bonuses, job security, promotions, recognition, etc.) in relation to what they contribute (inputs such as time, creativity, skills, effort, etc.) 
· Those who are overrewarded may increase production or the quality of their work, but are likely to simply find ways to justify the overreward 
· Those who are underrewarded may also try a variety of methods to restore equity. May ask for a raise or an increase in other rewards, decrease production or quality, increase absenteeism, and perhaps resign. 
· When compensation is equitable employees report greater levels of job satisfaction, organizational commitment, and trust in supervisors 

Expectancy Theory: 
· Assumes that motivation is a function of 3 linkages: 
· Effort-performance outcome expectation that if a person makes an effort, it will result in good performance 
· The performance-outcome expectation that good performance will result in a particular outcome or reward 
· The valence (value) of the reward to the person 
· Ability also influences how much effort is necessary, since good performance is more difficult for people with less ability 
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Reinforcement Theory: 
· Operant conditioning: the idea that people continue behavior that is rewarded and suppress behavior that does not lead to desired outcomes 
· The main tenets of reinforcement theory is that managers should reinforce desired behavior and discourage undesirable behavior by negative reinforcement, extinction or punishment 
· Positive reinforcement: giving people positive outcomes when they perform the desired behavior, such as a bonus when their team finishes a product launch on time 
· It is better to create a positive environment and reward positive behavior than to focus primarily on punishing or disciplining negative behavior 
· Pavlov’s dog
· Punishment: administering an undesired or negative consequence in response to undesired behavior 
· Can take form of reprimand, warning letter, suspension, pay cut, demotion, termination, loss of a hoped-for assignment and so forth 
· Should be handled privately 
· Extinction: occurs when the reinforcer for an undesired behavior is removed 
· A manager who was promoted from within and realized he can not continue to have the same types of social interaction with his buddies at work
Chapter 13: Conflict and Negotiation 

Conflict: process by which one party perceives that its interests are being opposed, threatened, or negatively affected by another party 

Conflict Handling Modes: 
· Competing (win-lose) 
· Quick, decisive action is vital 
· On issues vital to company welfare when you know you’re right 
· Against people who take advantage of non-competitive behavior 
· Winning at other person’s expense 
· Avoiding (lose-lose) 
· When an issue is trivial 
· When you have no chance of winning 
· When emotions are very high 
· Unwillingness to take action 
· Accommodating (lose-win) 
· When you find you are wrong 
· When issues are more important to others than yourself 
· Satisfy other parties’ concern 
· Compromising (50-50) 
· Goals are important but not worth the effort 
· When people are equally committed to goals 
· Midway point, involves a split 
· Collaborating (win-win) 
· Find an integrative solution when both sets are too important to be compromised 
· Creative problem solving with desire to satisfy both people 
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Potential Benefits of Conflict: 
· Understanding of the problem 
· More alternatives 
· Engagement 
· Criticism 
· Integration 
· Cohesiveness 
· Correction of power imbalances 

Conflict survival model: 
· ConflictChangeAdaptationSurvival 

How Managers view Conflict: 
· 10% of managers would rather parachute from an airplane than investigate a conflict situation 
· Only 37% of managers feel that they are adequately trained to handle conflict 

The Importance of Conflict: 
· Managers spend an average of 42% of their time dealing with conflict 
· Lower level managers spend more than upper level 
· Conflict affects: 
· Employee job satisfaction 
· Productivity 
· Effectiveness 
· Approximately $25,000 per year per employee is spent on dealing with conflict 

Destructive Conflicts: 
· Concentrate on narrowly defined goals and short-term solutions 
· Focus on personalities instead of behavior 
· Centre on face saving and the preservation of power 
· Infringe of individual freedom and dignity 
· Aim at compromising interdependence 
· Are part of repeated cycles of retaliation and avoidance 

Constructive Conflicts: 
· Focus on issues rather than personalities rather than power 
· Are discussed openly 
· Are capable of fostering interdependence 
· Focus on flexible means of solving the dispute 
· Involve commitment to both parties accomplishing their goals 

Phases of Conflict: 
· Latent: potential opposition or incompatibility 
· Perceived: incompatibility is recognized 
· Felt: emotional involvement 
· Manifest: Behavior 

Communication in Conflicts: 
· 2 major types 
· Advocacy: most common in conflict, statement of opinions 
· Inquiry: asking questions to enhance understanding, engenders joint problem solving 
· The tendency in confrontation is to match the tone and intensity of the other party, instead, remained composed, calm, and quiet 

Break the cycle of confrontation: 
· Inquire 
· Empathize 
· Ask permission 
· Explain or offer choices 

Negotiation: 
The Process in which at least two parties with different needs and viewpoints try to reach agreement on matters of mutual interest 
 
Bargaining Approaches: 
· Distributive Bargaining: the classical win-lose approach in which a fixed amount of resources are divided, competitive conflict style, losing the battle in order to win the war (short term)
· Resentful losers try to figure out a way to get back at the winners, which creates an adversarial relationship 
· Competitive, win-lose, zero-sum, own problem 
· Only one pie, how do you split it? 
· Integrative Bargaining: win-win approach that is more suitable to maintaining long-term relationships; it does not assume that there is a fixed amount of resources to be divided because the parties search for various settlements that would be agreeable to both parties, settlements often consist of creative solutions 
· Collaborative, win-win, non-zero-sum, common problem 
· Find a way to get more pie 

Fisher and Ury’s Principles of Negotiation: 
1. Separate the people from the problem: be soft on people and hard on the problem. Maintain relationships with the other party. Accept human problems concerning perception, emotions, and communications will emerge 
2. Focus on Interests, Not Positions: focusing on a predetermined position makes it more difficult to achieve what their underlying interests are. Parties should present own interests and identify commonalities and differences. Look at example of two librarians, don’t go into a conflict with a set position 
3. Invent options for mutual gain: brainstorm options that are favourable to both parties; have several options. Focus on creativity with a commitment to joint problem solving 
4. Insist on objective criteria: both parties should agree to objective standards that everyone considers fair. Allows negotiators to respect principles rather than pressures to reach an agreement 

BATNA: Best Alternative To Negotiated Agreement 
Reservation Point: Point beyond which you will not accept a deal: Shayne $60 (low) Beanie $80 (high) 
Bargaining Zone: area in between the two parties reservation prices 

What beanie will pay for protein?
 ~----------------------v-------------------------~

Beanie _____________Shayne’s RP|$60___________________$80|Beanie’s RP_______________ Shayne

· Ex. Selling a house, everyone has a best alternative to a negotiated agreement (BATNA) 
· Cant sell it: fix it up, rent it 
· In the same area there is a reservation point (lowest buyer is willing to buy in relation to the highest amount they are willing to pay), point beyond which you will not accept the deal, the last option 
· Minimum you are willing to accept is $300K but will accept more, but the buyer is willing to go up to 400K, but wants to buy for as little as possible 
· Bargaining zone: area between the minimum amount the seller will sell for and the maximum the buyer will buy for 
















Chapter 8: Interpersonal Communication 

Why is communication so important? 
· Communication is the process of information exchange between communicators with the goal of achieving mutual understanding 
· Essential skill for any business man
· Most frequent and important of managerial activities 
· Basis for almost all other activities people in business sector engage in 
· Communication is a recurring process 

Transactional Model of Communication 
· Communication is a transaction 
· People respond based on how they perceive what was said 
· Our response to speakers’ messages lead them to modify what they say next 
· Feedback and clarification are important 
· Occur in social systems and each communicator has a personal context and field of experience  
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Distortion in communication:
· Person A will say something to person B who hears and understands what A said 
· If this were so easy we would never experience what has been labeled as the arc of distortion 
· Difference between what the sender intended to communicate and what the receiver actually understood 
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Barriers to communication: 
· Poor relationships: communications must be understood within the context of interpersonal relationships 
· Lack of clarity: the way person encodes the message may not accurately reflect the message 
· Individual differences in encoding and decoding: the way person A encodes messages and the way person decodes them is strongly related to their individual field of experience 
· Gender: women focus on seeking and giving information, men tend to be more concerned with status and trying to achieve or maintain the upper hand in a conversation (hard to decode or interpret) 
· Perception: they may hear what they wish to hear or only hear messages that reinforce their own beliefs 
· Culture: ability to speak another language fluently does not guarantee that one understands all the nuances involved in a particular context 
· High context versus low context: vary in the extent to which they use language itself to communicate the message. 
· Low context communication: relies on explicit verbal messages 
· High context: most of the information is contained in the physical context or internalized in the person, not explicit or coded info (Asia) 
· Silence: perceived and used differently according to cultural norms 
· Direct versus indirect: refers to extent to which language and tone of voice reveal or hides the speaker’s intent.
· Direct style:  specify their intentions 
· Indirect: hide their meaning in nuances in their verbal statements 
· Misinterpretation of Nonverbal Communication 
· Defensiveness: once people become defensive they have difficulty hearing or interpreting messages accurately 
· Lack of feedback: because communication process is fraught with potential for distortion, feedback is crucial. Ensuring what you said is what you really meant to say 
· Poor listening skills

Responding styles: 
· Evaluative: indicates that the listener has made a judgment of the relative goodness, appropriateness, effectiveness or rightness of the speaker’s statement of the problem 
· Interpretive: indicates the listener’s intent is to teach, tells how they really feel 
· Supportive: indicates the listener’s intent to reassure 
· Probing: a probing response is a response that indicates the listener’s intent is to seek further information 
· Understanding: indicates listener’s intent is only to ask whether the listener understands what they are saying 

Communication via electronic emails: 
· More likely to be misinterpreted 
· Rich communication: involves multiple channels, face-to-face communication 
· Lean communication: limited channels, language alone, emoticons 

Active Listening: 
· Listening one of the most important communication skills
· Being nonevaluative: 
· Active listening includes a variety of verbal and non-verbal behaviors to the speaker that he or she understood 
· Paraphrasing Content: 
· When we paraphrase we put what the speaker has said in our own words and repeat it to make sure the speaker understood 
· Key is listening to what the other party is saying
· Reflecting the implications
· Indicating appreciation of where the content is leading
· Important to reflect on the implications to leave the speaker in control
· Reflecting underlying feelings 
· Empathize, put yourself in someone else’s shoes 
· Delicacy is required when reflecting the underlying feelings to not overexpose the speaker
· Inviting further contributions: 
· Communicate interest in hearing more when you don’t completely understand enough to follow 
· To maintain balance, questions should not be used exclusively but should follow after reflecting 

Chapter 9: Perception and Attribution 

Knowledge Base: 
· Perception: is the process by which we select, organize and evaluate stimuli in our environment to make it meaningful to ourselves 
· Serves as a filter or gatekeeper so we are not overwhelmed by the stimuli that bombard us 
· Three stages of the perceptual process:
· Selection: a key aspect of the perceptual process is selective attention, defined as the process of filtering the information our senses receive 
· Both internal and external factors determine what sensory impressions we pay attention to 
· Internal factor are motivate, values, interests, attitudes, past experiences and expectations 
· External factors that influence perception are characteristics of the target we perceive: motion, intensity, size, novelty, salience (stand out) etc. 
· Organization: second stage in the perceptual process is the organization of the stimuli that has been selected to make it simpler 
· Our thought process structure stimuli into patterns that make sense to us 
· Antithesis (opposites) and cause and effect (If, Then) are examples
· According to social cognition theory, we organize stimuli into schemas: mental maps of different concepts, events, or types of stimuli that contain both the attributes of the concept and the relationship among the attributes 
· Traits that we think describe a good leader (trustworthy, hardworking, courageous) 
· Evaluation: final stage in the perceptual process is evaluation or inference. 
· We interpret stimuli in a subjective rather than objective fashion 
· Conclusions are biased by our own attitudes, needs, experiences, goals, values, etc. 
· Not only do interpretations differ from person to person but the same person can have diverse perceptions of the same stimuli at different points in time 

Social Identity: 
· We communicate more with people we perceive to like us, social identity and perception are very closely related 
· Social Identity theory is based on the belief that people tend to: 
· (1) Perceive themselves to others in terms of social categories rather than as individuals (social categorization) 
· (2) To assess the relative worth of groups as well as individuals by comparing them (social comparison) 
· (3) Perceive and respond to the world not as detached observers but it terms of their identity, which depends on the social groups to which they belong (social identification) 
· Sharing a social identity means that people perceive themselves as similar along important dimensions such as similar disposition, attitudes and define themselves in terms of the groups in which they are members 
· Downside is that when humans categorize others into groups they tend to perceive other groups as inferior-stereotyping  

Stereotyping:
· Occurs when we attribute behavior or attitudes to a person on the basis of the group to which the person belongs, danger of perception 
· Research in social cognition shows that people have an implicit bias against social categories, particularly racial minorities, despite claims that they are not prejudiced 
· According to research, stereotypes are based on relatively little information, resistant to change even in light of new information, and rarely accurately applied to specific individuals 
· Can be helpful if used effectively 
· According to Adler, helpful stereotypes are consciously held, descriptive rather than evaluative, accurate, and viewed as a “first best guess” about a group or person, which are subject to modification once we have firsthand experience with the people 

Impact of Perception in the Workplace: 
· WI Thomas- “situations that are perceived to be real are real in their consequence” 
· We cannot ignore misperceptions with the comforting thought that they are untrue 
· The determination of employee job performance is vulnerable to subjective perceptions that have surprisingly little to do how people do their job 
· Two economists discover that paychecks are correlated with beauty, particularly for men. People who’s looks are above average are paid approximately 5 percent more than people whose appearance is average 

Perceptual Distortions: 
· Halo/horns effect: occurs when our evaluation of others is dominated by only one of their traits 
· US army officers who were liked were evaluated as more intelligent 
· Primary effect: one’s perception is dominated by the first impression of another person 
· Initial impression of the person is never adjusted in light of more information about him or her 
· In contrast, when one’s perception is overly dominated by the most recent interaction with a person is called the recency effect 
· Central tendency is a perceptual distortion that occurs when a person avoid extreme judgments and rates everything as average 
· Manager gives employee a rating of 3 out instead of 5 or 1 that they deserve
· Contrast effects: occurs when our evaluations are affected by comparisons with other people we recently encountered who are either better or worse in terms of this characteristic 
· Brother much smarter than me, so teachers compare my intelligence to his 
· Projection: the tendency to attribute one’s personal attributes or feelings to another person, thereby relieving one’s own sense of guilt or failure. It’s a defense mechanism that protects people from confronting their own feelings. 
· Little insight into their own personalities 
· Perceptual defense: acts as a filter, blocking out what we do not want to see and letting through that which we wish to see. Used when dealing with self-image and our relationships with important others. Can create self-fulfilling (or circular) perceptual processes 

Assumption/Belief



Observation of 
Consequences	     			       	Congruent Behavior
· Leads to confirmation of the original assumption or belief 

The Johari Window: 
· An information processing model that consists of four regions determined by whether the information about oneself is known or unknown to oneself and others 
· When a person’s arena is very small, communication is greatly hindered 
· The more we know about ourselves and allow other to know us, the greater the potential for effective communication
· Two ways to increase an arena: self-disclosure (sharing info about oneself, façade to arena) and feedback from others (blindspot to arena)
· There must be trust and psychological safety first  
· The kind of information being processed is internal information, not physical features 

	
	Known to Self
	Not Known to Self

	Known to others
	Arena
	Blindspot

	Not known to others
	Façade
	Unknown



· Arena: information that I and others know about me-mutually shared perceptions 
· Beanie has huge biceps (we know it, he knows it)
· Façade: information I know about myself but hide from others 
· Matt has a huge horn, hides it from the world 
· Blindspot: people perceive about me but I do not know myself 
· Tamber is shy, doesn’t think she is shy 
· Unknown: neither I nor other see in myself 

Cultural Influence on Perception: 
· Adler has identified 3 sources of misinterpretation in cross-cultural interaction: 
· Subconscious cultural blinders: we use our own cultural assumptions to interpret events and behavior of a foreign culture 
· Lack of cultural awareness: we are unaware of our cultural values and norms and the way that other cultures perceive us 
· Projected similarity: we assume that people from other cultures are more similar to us than they really are

D.I.E Model: 
· Developed to teach more accurate perceptions and attributions in cross-cultural interactions 
· Stands for Description, Interpretation, Evaluation
· Description: refers to what you see-only observed fact
· Interpretation: refers to inferences, what you think you see 
· Evaluation: refers to judgments, what you feel about what you think 

Attribution: 
· Attribution theory: when people observe behavior they attempt to determine whether it is internally or externally caused 
· We use three types of information to help us make causal judgments about others: 
· Consensus: refers to the extent to which others behave in the same manner 
· Consistency: extent to which the person acts in the same manner at other times 
· Distinctiveness: extent to which this person behaves in the same manner in other context 
· Can often lead a self-serving bias: tendency for people to attribute successes to internal factors while blaming external factors for their failure 
· Internal causation: behavior explained by internal factors 
· External causation: behavior explained by external factors

Chapter 3: Individual and Organizational Learning 

Learning Style Types: 
· Diverging: 
· Combines the learning mode of Concrete experience (feeling) and reflective observation (watching) 
· Best at viewing concrete situations from many different points of view 
· Enjoy situations that call for generating a wide range of ideas
· Greatest strength: imaginative ability and awareness of meaning and values 
· Formal learning situation: group work
· Imaginative 
· Understand people 
· Brain-storming 
· Open-minded 
· Assimilating: 
· Combines learning mode of reflective observation (watching) and abstract conceptualization (thinking)
· Best at understanding a wide range of information and putting it into a concise, logical form 
· Less focused on people, more interested in abstract ideas and concepts 
· Greatest strengths: inductive reasoning, the ability to create theoretical models into an integrated plan 
· Formal learning: prefers lectures, readings, models, etc. 
· Planning 
· Creating models 
· Developing theories 
· Being patient 
· Converging: 
· Combines learning mode of abstract conceptualization (thinking) and Active experimentation (doing) 
· Best at finding practical uses for ideas and theories 
· Ability to solve problems and make decisions based on finding solutions to questions and problems 
· Greatest strength: problem solving, decision making, and practical application of ideas 
· Formal learning: prefer to experiment with new ideas, practical applications
· Solving problems 
· Making decisions 
· Logical thinking 
· Accommodating: 
· Combines Active Experimentation (doing) and Concrete experience (feeling) 
· Ability to learn primarily from “hands-on” experience 
· Enjoy carrying out plans and involving yourself in new and challenging experiences 
· Act on “gut” feeling rather than on logical analysis
· Greatest strength: doing things, in carrying out plans and tasks, and getting involved in new experiences  
· Formal learning: work with others to get assignment done, set goals, do field work 
· Getting things done 
· Leading 
· Taking risks 
· Initiating 

A Model of the Learning Process; 
· The learning process can be conceived as a four stage cycle: (1) concrete experiences, (2) observation and reflections which lead to (3) the formation of abstract concepts and generalizations which lead to (4) testing implication of concepts in new situations 
· Several key observations about Kolb’s model 
· First, the learning cycle is continuously recurring 
· Second, the direction that learning takes is governed by one’s felt needs and goals 
· Third, since the learning process is directed by individual needs and goals, learning styles become highly individual 
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Learning Styles: 
· Different learning styles or modes are associated with each stages of this cycle 
· People develop preferred modes, or ways of learning 
· Effective learners develop some level of proficiency in each style/mode 
· The Learning Style Inventory (LSI): 
· Indicates how different people are stronger at different stages of the cycle 
· Measures the extent that you prefer one mode of learning 

Why are learning styles important? 
· They start to teach us about ourselves 
· Part of the reflective mindset- gaining self-awareness 
· They will help us understand one another’s preferences when working in teams 

The Learning Organization: 
· Systematic problem solving: employees taught to solve problems in a scientific method 
· Experimentation: employees encouraged to take risks and experiment with continuous improvements 
· Learning from past experiences: companies must take time and evaluate their successes and failures 
· Learning from others: companies look outward to find and adopt good ideas from other organizations 
· Transferring knowledge: organization have mechanisms to share knowledge among members
· Adaptive learning: solving problems and making incremental improvements using the prevailing mental model 
· Generative learning: consists of continuous experimentation and feedback in an ongoing analysis of how organizations define and solve problems  

Chapter 18: Power and Influence

Power: the capacity to influence the behavior of others 

Influence: the process by which people successfully persuade others to follow their advice, suggestions, or orders 

Sources of Power: 
· Greater need for different forms of influence is a result of 
· Shifting value structure among younger generation who have less respect for traditional authority 
· Rapid organizational change 
· Diversity of people, goals, and values 
· Increased interdependence 
· Power also comes from “being in the right place” 
· Good location is one that provides: 
· Control over resources ‘
· Control and access to information 
· Formal authority 

Influence Tactics: 
· Rational persuasion: uses logical argument and factual evidence to persuade the target that the request is viable 
· Inspirational Appeals: agent makes a request or proposal that arouses the target’s enthusiasm by appealing o target values, ideals, and aspirations 
· Consultation: agent seeks the target’s participation in planning a strategy, activity, or change for which target support and assistance are desires
· Ingratiation: agent uses praise, flattery, friendly behavior, or helpful behavior to get the target in a good mood or to think favorably of them before asking a request 
· Personal Appeals: appeals to the target’s feelings of loyalty and friendship 
· Exchange: agent offers an exchange of favors, will reciprocate at a later time 
· Coalition tactics: agent seeks aid of others to persuade the target to do something, uses support of others as a reason for the target to agree 
· Legitimating tactics: agent seeks to establish the legitimacy of a request by claiming the authority or right to make it 
· Pressure: agent uses demands, threats, frequent checking, or persistent reminders to influence the target to do what they want 

Influencing Styles: 
· Assertive Persuasion: 
· Bread and butter of the business world 
· “Pushing” others with our intellect using facts, logic, rational argument 
· Facts and logic are emotionally neutral 
· Feeling should not be involved during this argument 
· Most appropriate as a logical approach 
· Sometimes guilty of selective listening 
· Pushing energy: yield= compliance 
· Reward and Punishment: 
· “Pushing” our will onto others using bargaining, incentives, and pressures 
· Rewards may be offered for compliance, and punishment or deprivation may be threatened for non-compliance 
· Best used in conflict situations 
· Sets him/herself in position of a judge 
· Evaluation of right and wrong is an evaluation based on moral or social standard, a regulation, or an arbitrary performance standard 
· People using this are very comfortable, generally, in conflict situations 
· Pulling energy: yield = commitment 
· Participation and trust: 
· “Pulls” others towards what is desired by involving them 
· Best used with patience, Active Listening 
· Powerful in building trust and commitment 
· People who use this are generally patient and are effective listeners 
· Very good at paraphrasing content and feelings of what the person said 
· Share information about themselves to gain trust 
· Common Vision: 
· Identifies a common vision for the future to strengthen the group’s beliefs that vision can become reality 
· Appeals to people’s emotions and values to activate their personal commitment 
· Use of vivid imagery and metaphors 
· Clearly articulate goals and the means to achieve them 
· Emotionally expressive, enthusiastic, skilled at communicating their feeling 

· Influence attempts will have both content and relationship outcomes 

· Content can be satisfied but relationship will be damaged if manipulated/coerced 

· Plan both content and relationship outcomes in advance
-What do I want out of this in terms of content?
-What do I want the other party to have of me (relationship)?
*Have your objectives in mind and you can use the appropriate influence style accordingly 

The Value Issues- Positive versus negative power: 
· Conger expanded the definition of persuasion to incorporate aspects of participation and trust and common vision. Effective persuasion includes 4 steps: 
· Establish credibility 
· Frame goals in a way that identifies common ground with those you intend to persuade 
· Reinforce your position using vivid language and compelling evidence 
· Connect emotionally with your audience 

Men and Women Influencing styles: 
· AT&T study showed that women are more consensus oriented than men 
· Women see power as a “resource that can be used to influence outcomes on the job and to focus the competencies of the people who work for them 
· Men in contrast see power more as an end in itself, as something they can use to react against or take power away from other in authority 

Chapter 16- Organizational Culture 

Organizational Culture: pattern of shared values and beliefs held by members that produce particular norms of behavior that can distinguish one organization from another 

Schein’s three levels of culture: 
· Artifacts: visible or tangible (e.g. organizational stories, buildings, rituals and ceremonies, stories, languages) 
· Espoused values, such as strategies, goals, and philosophies (e.g. company mission) 
· Assumptions, which are unconscious, taken-for-granted beliefs, perceptions, thoughts, and feelings (e.g. its more important to save face than correct a problem) 
· If one does not decode the pattern of basic assumptions operating, he will not know how to interpret the artifacts correctly or how much credence to give to articulated values 

In a large organization there is usually a dominant culture accompanied by various subcultures. 
· The dominant culture: manifests the values shared by a majority of the organization’s members 
· Subcultures: usually share the dominant culture’s core values as well as other values that characterize their own department 
· Countercultures: values are in opposition of the dominant culture 

Sources of Organizational Culture: 
· The sources of organizational culture are basically: 
· Beliefs, values, and assumptions of the founders 
· The learning experiences of group members as their organization evolves 
· New beliefs, values, and assumptions brought in by new members and leaders 
· One of the keys to maintaining a strong successful culture is acknowledging the importance of both internal and external “fit” 
· Organizational Culture increases effectiveness when there is internal integration of new members of new members and external adaptation to the environment 
· Internal Integration and strong cultures 
· People in the organization can easily identify the dominant values 
· Selection process target people who are likely to fit into the culture and find it satisfying 
· Managers measure and control what is important to the culture 
· Strong cultures have core values and beliefs that are intensely held, more widely shared and more ordered  
· External Adaptation: 
· There must be fit within the environment or the whole organization falls apart 
· Culture must fit a rapidly changing global economy 
· Advantages of a strong culture: 
· Clear sense of purpose 
· Commitment 
· Loyalty 
· Pride in your work 

Transmitting Culture: 
· Socialization: systematic process by which organizations bring new members into their cultures. Can involve: 
· Selection of entry-level candidates: want members who fit  
· Humility-inducing experiences: new problems that will make employees buy into the organization’s values 
· In-the-trenches training: members work their way up the ranks and promotion depends on proven track record 
· Rewards and control systems; members are rewarded for contributing to the success factors and behaving in accordance with cultural values 
· Adherence to the firm’s core values; leaders ensure their own decisions are consistent with the values therefore members are more likely to make sacrifices for the organization 
· Reinforcing folklore: stories and legends told to newcomer reinforce the cultural values 
· Consistent role models: cultural heroes and winners consistently exhibit the traits valued by the organization’s culture 
· Stories: narratives repeated among employees over time 
· Explain what’s important in the culture and legitimize how the org. does things 
· Many stories contain a moral that prescribes how members should act 
· Symbols: material object (i.e. type of building and office décor) that convey meaning
· Company slogans communicate the company’s values 
· Hiring office is sterile, utilitarian setting, even though it represents the first contact and first impression 
· Jargon: shorthand form of communication used among employees 
· Hockey talk 
· Rituals and Ceremonies 
· Repetitive activities celebrate the values of the corporate culture 
· Statements of Principles” 
· Organizational values and basic assumption (i.e. firm’s code of ethics) 
· Heroes: 
· Role models whose values, personality and actions reinforce desired organizational culture 

Advantages and disadvantages of “Strong Culture” 
· Advantages: 
· Sense of purpose 
· Employee commitment and loyalty 
· Pride in working for the organization 
· Constitute a competitive advantage 
· High performance 
· Disadvantages 
· Resistant to change 
· Pressure for conformity 
· Inward focus 

Organizational Justice: 
· Employees concerned about three types of justice, in combination, referred to as organizational justice 
· Distributive justice: refers to fairness regarding the distribution of pay, rewards, promotions, etc. 
· Procedural justice: describes the fairness of decision making procedures that are used to determine how resources are distributed 
· Interactional justice: the treatment employees receive from others in particular authority figures 

Managing organizational culture: 
· Primary mechanisms: 
· What leaders pay attention to on a regular basis 
· How leaders react to critical incidents and crises 
· How leaders allocate scarce resources 
· Deliberate role modeling, teaching/coaching 
· How leaders allocate rewards and status 
· How leaders recruit, select, promote 
· Secondary mechanisms: 
· Organizational design and structure 
· Systems and procedures 
· Rites and rituals 
· Design of physical space, facades, and buildings 
· Stories about important events and people 
· Formal statements of organizational philosophy, creeds and charters 

Chapter 6- Values and Workplace Ethics:

 Values: 
· Core beliefs or desires that guide or motivate attitudes and actions 
· Ethics is the with how a moral person should behave, values concern the various beliefs and attitudes that determine how a person actually behaves 
· Value congruence: shared systems of values between two entities 

Terminal vs. Instrumental Values: 
· Terminal Values: Desirable end states of existence or the goals that a person would like to achieve during his or her lifetime- personal and social values: personal (comfortable life), social (world peace)
· Instrumental values: preferable modes of behavior or the means to achieving one’s terminal values- moral and competence values: Moral (cheerful, honest) and Competence (ambitious, capable, responsible) 

Ethical Versus Nonethical Values: 
· Ethical Values: directly relate to beliefs concerning what is right and proper (as opposed to what is simply correct or effective) or that motivates a sense of moral duty. WHAT IS RIGHT
· Nonethical values: deal with things we like, desire, or find personally important.  WHAT I WANT 
· Non-ethical does not mean unethical 

Kohlberg’s Moral Reasoning Framework: 
· Level 1: Self centered (Youth)
· Stage 1: Obedience and Punishment: act based on negative consequences 
· Stage 2: Instrumental: what’s in it for me? 
· Level 2: Conformity (High School) – social harmony
· Stage 3: Conformity (be a good girl/boy) 
· Stage 4: Law & Order (do your duty) 
· Level 3: Principled (adulthood) 
· Stage 5: Social Contract/Individual Rights: compromise for social harmony, arbitrary element to rules and the law 
· Stage 6: Universal Ethical Principles: act based on conscience, not laws, self-chosen ethical principles 

Ethical Frameworks: 
· Utilitarianism: doctrine that actions are right if they are useful or for the benefit of the majority 
· Individual rights principle: personal entitlements in the form of the legal and human rights of individuals. Right to free speech
· Justice Principle: people are guided by fairness, equity, when treating both individuals and groups 
· Caring Principle: focused on the well-being of others 
· Environmentalism: environmental ethics concern the relationship between human kind and the continuing sustainability of the earth, “going green” 

Corporate social responsibility: 
· Broadly defined as a company’s commitment and contribution to the quality of life of employees, their families, and the local community and society overall to support sustainable economic development 
· Philanthropists 
· More than 80% of Fortune 500 companies have CRS activities 

Chapter 22- Managing Change:

The Nature of Change: 
· Incremental change: first order change, is linear, continuous, and targeted at fixing or modifying problem or procedures 
· Transformative change: second order change, modifies the fundamental structure, systems, orientation and strategies of the organization 
· In order for change to be implemented there must be a critical mass of people who support the change 
· Critical mass: the smallest number of people and/or groups who must be committed to a change for it to occur 
· Trust is also important 
· Behavior is shaped by the roles people are expected to play within organizations, new roles and responsibilities force people to develop new attitudes and behaviors 
· Lewin described the process of change as unfreezing, moving and refreezing 

The Change Process: 
· Determining the need for change: is a change really necessary? 
· Forming a guiding coalition: change more likely to be successful with powerful leadership coalition
· Developing a shared vision: shared vision makes people more committed to the change 
· Creating a tentative plan: once vision is established it must be made into a plan 
· Analyzing potential resistance and obtaining participation: analyzing resistance ahead of time means prevention measures can be taken 
· Establishing an implementation plan: time line with set schedule of when everything must be completed, unforeseen delays may cause flexibility 
· Communicating the change: communicate at least three different times in three different ways, need in depth communication for change to proceed 
· Implementing the change: implement change, prepare for pitfalls that prevent implementation, low hanging fruit 
· Evaluating change: ensure that change is accomplishing it purpose 

Leading Change: 
· Change agents: people who act as catalysts and assume the responsibility for managing change 
· Critical path: 
· Mobilize commitment 
· Develop a shared vision 
· Foster consensus 
· Spread revitalization 
· Institutionalize revitalization through systems and structure 
· Monitor and adjust strategies 

Resistance to change: 
· A natural reaction to change and part of the process of adaptation 
· Inadequate change goal: people are resistant when they believe the change is a poor idea 
· Inadequate process: people resist change when the process is not carefully managed 
· Personal Resistance: individual resistance can result when there is personal discomfort with change 
· Political Resistance: occurs when change threatens people who hold power, resources allocated differently 
· Systematic resistance: at organizational level resistance occurs due to habit, status quo, problems caused by lack of internal alignment 

Tactics for dealing with resistance: 
· Education and communication
· Participation and involvement 
· Facilitation and support: encouragement  
· Co-optation: allowing them role in change process 
· Negotiation and agreement 
· Manipulation 
· Coercion: threatened with negative incentives 

Types of organizational change programs: 
· Organization development (OD): system wide process of data collection, diagnosis, action, planning, intervention, and evaluation aimed at (1) enhancing congruence between organizational structure (2) developing new and creative organization solutions (3) developing the organization’s self-renewing capacity 
· OD Interventions: 
· Survey feedback 
· Process consultation: observing a group in action  
· Team building: work retreat 

Culture and change: 
· Values that underlie OD are: 
· Respect for people 
· Trust and support 
· Equality and power sharing 
· Candor and confrontation
· Participation
· Collaboration 
· Cultures high in uncertainty, avoidance or order, rather than flexibility, are more likely to view change with greater caution 
· Culture with a stronger value for tradition are more resistant to change 



Social learning: learning through experience and observation of others. Good consequences = good behavior, bad consequences = bad behavior  
Cognitive learning: how a person processes and reasons information 
[bookmark: _GoBack]
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