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Define conflict and describe the type of conflict 
	Any situation in which incompatible goals, attitudes, emotions, or behaviours lead to disagreement or opposition between 2 or more parties.	
	A process that begins when one party perceives that another party has negatively affected or is about to negatively affect something that the first party cares about.
What are the sources of conflict?
Communication: misunderstanding & ‘’noises’’ in the communication channel
	Structure: reward systems, leadership style, diversity of goals, group dependency 
	Personal variables: personality, emotions, values, culture
What does it mean to negotiate? And what work is involved in negotiating?
	Process if communicating back and forth for the purpose of reaching a joint decision.
	Interpersonal decision-making process necessary whenever we cannot achieve our objectives single-handedly.
Distributive and integrative strategies
	Distributive: negotiation that seeks to divide up a fixed amount of resources; a win-lose solution. Ex: labour-management negotiations over wages. Leaves one party a loser. Tends to build animosities and deepen divisions when people must work together on an ongoing basis.
	Integrative: negotiation that seeks one or more settlements that can create a win-win solution. Operates under the assumption that there exist one or more settlements that can create a win-win solution.
What defines the bargaining zone in distributive bargaining?
	Bargaining zone: the zone between each party’s resistance point, assuming there is overlap in this range. 
	







What is the difference between functional & dysfunctional conflict? What determines functionality?
	Functional: conflict that supports the goals of the ground and improves its performance.
	Dysfunctional: conflict that hinders group performance 
	Group performance determines functionality. If a group in unable to achieve its goals because of conflict, then the conflict is dysfunctional.
	Dysfunctional			Overt efforts to destroy the other party
					Aggressive physical attacks
					Threats and ultimatums
					Assertive verbal attacks
					Overt questioning or challenging or other
	Functional			Minor disagreements or misunderstandings


Conflicts Resolutions
	Forcing: satisfying one’s own interest without concern for the other’s interests
			Makes threats and bluffs
			Make persuasive arguments
			Make positional commitments
	Problem solving: clarifying differences to find mutually beneficial outcomes
			Exchange information about priorities & preferences
			Show insights
			Make trade-offs between important and unimportant issues
	Compromising: Giving up something to reach an outcome (done by both parties)
			Match other’s concessions
			Make conditional promises and threats
			Search for a middle ground
	Avoiding: withdrawing or ignoring conflict
			Don’t think about the issues 
	Yielding: placing the others interests above one’s own
			Make unilateral concessions
			Make unconditional promises
			Offer help
What are the 3 desired outcomes of a conflict?
	Agreements: equitable & fairs
	Stronger relationships: when resolved positively, this can lead to better relationships and greater trust
	Learning: handing conflict successfully teaches one how to do it better the next time




Chapter ??: Emotions, Stress & Perceptions
Define stress and distinguish among different types of stress
	An adaptive response to a situation that is perceived as challenging or threatening to the person’s well-being
	An unconscious mobilization of energy resources
	Acute VS Chronic Stress
		Acute: a short-term reaction to an immediate threat (up-coming exam, surgery, wedding day)
		Chronic: a long-term stress reaction resulting from on going situations (raising child, once you’re married)
Explain the physiological, behavioral & psychological consequences of stress
	Physiological: cardiovascular disease, hypertension, headaches.
	Behavioral: work performance, accidents, absenteeism, aggression, poor decisions.
	Physiological: dissatisfaction, moodiness, depression, emotional fatigue.
Are emotions rational? What functions they serve? 
	Critical to rational decision-making
	Emotions help us understand the world around us
	Functions 
		Information
		Can’t be ignored
		Can’t hide them
		Decisions must incorporate emotions to be effective
		Follow logical pattern
	Spectrum of basic emotions
		Happiness – Surprise – Fear – Sadness – Anger – Disgust 
Define perception, and explain the factors that influence it
	Process by which individuals organize & interpret their impressions to give meaning to their environment
	Behaviour is based on perception of what reality is, not on reality itself
	The world as it is perceived is the world that is behaviourally important
Distinguish between the concepts of social perception and social identity
	Social perception: process of combining, integrating, and interpreting information about others to gain an accurate understanding of them.
		Which group do you belong to, who you are in society 
	Personal identity: characteristics that define a particular individual interest, abilities, traits
		Who you are? (name, age, origin)
Explain attribution theory, and list three determinants of attribution
	Process through which individuals attempt to determine the causes behind others’ behavior
		Why do people behave the way they do?
	Distinctiveness: Does the individual act the same way in other situations?
	Consensus: Does the individual act the same as others in the same situation?
	Consistency: Does the individual act the same over time?
Describe the factors in the Big Five model.
	Extraversion: describe the degree wo which someone is sociable, talkative and assertive
captures a person’s comfort level with relationships. Extraverted individuals are sociable, talkative and assertive
	Agreeableness: describe the degree to which someone is good-natured, cooperative, ad trusting
			Refers to how readily a person will go along with other. Highly agreeable people are good-natured, cooperative, persistent, and achievement-oriented 
	Conscientiousness: describe the degree to which someone is responsible, dependable, persistent and achievement-oriented.
			Measure of a person’s reliability. People who score high on conscientiousness are responsible, dependable, persistent, and achievement-oriented
	Emotional stability: taps a person’s ability to withstand stress. People high on emotional stability are calm, self-confident, and secure.
[bookmark: _GoBack]	Openness to experience: describes the degree to which someone is imaginative, artistically sensitive and intellectual.
		Person’s range of interests and fascination with novelty. People high on openness to experience are imaginative artistically sensitive and intellectual.
What is emotional labour?
When an employee expresses organizationally desired emotions during interpersonal interactions 	
Emotional dissonance 	
		Employees have to project one emotion while simultaneously feeling another
		Can be damaging and lead to burnout
			Ex: doctor of sick children. You think its unfair but you’ve to stay neutral
Types of emotions
	Felt: the individual’ actual emotions
	Displayed: required or appropriate emotions
		Surface acting: displaying appropriately but not feeling those emotions internally 
				Ex: waitress
			Deep acting: changing internal feelings to match display rules 
				Ex: doctor that treats enemies on war zone, when a lawyer has to defend a murderer
What is emotional intelligence?
	A person’s ability to:
		Be self-aware (to recognize his or her own emotions as experienced)
		Detect emotions in others
		Manage emotional cues & informations
		Moderately associated with high job performance 
	Five dimensions		
		Self-awareness: being aware of what you are feeling. It is exhibited by sefl-confidence, realistic self-assessment, and a self-deprecating sense of humour.
		Self-management: the ability to manage your own emotions and impulses. It is exhibited by trustworthiness and integrity, comfort with ambiguity, and openness to change.
		Self-motivation: the ability to persist in the face of setbacks and failures. It I exhibited by a strong drive to achieve, optimism, and high organizational commitment. 
		Empathy: the ability to sense how others are feeling. It is exhibited by expertise in building and retaining talent, cross-cultural sensitivity, and service to clients and customers.
		Social skills: the ability to handle the emotions of others. It is exhibited by persuasiveness, and expertise in building and leading groups and teams.
	The Case for EI						The Case against EI
		Intuitive appeal						EI researchers do not 
		EI predicts criteria that matter				agree on definitions
		EI is biologically based  					EI cannot be measured
The validity or EI is suspect
Motivation Theories
Described the three keys elements of motivation 
	Intensity: the amount of effort put forth to meet the goal
	Direction: efforts are channeled toward organizational goals
	Persistence: how long the effort is maintained 
Identified early theories of motivation 
	McGregor’s Theory X and Theory Y 
		Theory X: inherent dislike for work and will attempt to avoid it
			    must be coerced, controlled or threatened with punishment
		Theory Y: view work as being as natural as rest or play
			   will exercise self-direction and self-control if committed to objectves
	Needs Theories of Motivation
		Maslow’s Hierarchy of Needs
			Self-Actualization
			Esteem
			Social
			Safety
			Physiological
		Herzberg’s Two-Factor Theory
	Not dissatisfied								
			Quality of supervision					
			Pay
			Company policies
			Physical working conditions
			Relationships
			Job security
	Dissatisfied

	Satisfied
			Promotional opportunities
			Opportunities for personal growth
			Recognition
			Responsibility
			Achievement
	Not satisfied 
		McClelland’s Theory of needs
			A non-hierarchical need theory of motivation that outlines the conditions under which certain needs result in particular patterns of motivation
				Need for achievement
				Need for affiliation
				Need for power
		Summary: impact of need theories
			Maslow: enjoys wide recognition among practising managers. Most managers are familiar with it. Research does not generally validate the theory. In particular, there is little support for the hierarchical nature of need. Criticized for how data was collected & interpreted.
			Herzberg: the popularity of giving workers greater responsibility for planning and controlling their work can be attributed to his finding. Shows that more than one need may operate at the same time. Not really a theory of motivation: assumes a link between satisfaction and productivity that was not measured and demonstrated.
			McClelland: tells us that high need achievers do not necessarily make good managers, since high achievers are more interested in how they do personally. Mixed empirical support, but theory is consistent with our knowledge of individual differences among people. Good empirical support, particularly on needs achievement. 
	Process Theories of Motivation
		Expectancy theory 
			Employees will be motivated to exert a high level of effort if they believe the following:
				- that their effort will lead to good performance
				- that good performance will be followed by a given outcome (organizational rewards such as salary increase)
				- That the reward will satisfy employee’s personal goal
			Employees see clear link between their efforts and resulting performance (expectancy)
			Employees see clear link between their performance level and rewards received (instrumentality)
			Employees value the rewards available (valence)
				Motivation = expectancy x instrumentality x valence 
		Goal-Setting Theory
			Specific and difficult goals lead to higher performance 
			Goals tell an employee what needs to be done and how much effort will need to be expended
				Difficult goals, when accepted, result in higher performance than do easy goals
				Feedback leads to higher performance than does non-feedback
				The specificity of the goal itself acts as an internal stimulus
			Management by objectives (MBO)
				Organizational goals are cascaded and translated into specific goals for each work unit and employee
					Specific goals (tangible, verifiable, and measurable)
					Goals are set with employees and work unit
					Time frame is explicit
					Performance feedback is incorporated 
			SMART goals
				Specific
					Objective clearly states what is to be achieved and, in some cases, how it is to be achieved
				Measurable
					Objective clearly defines how we will now if it has been achieved: either quantitatively or qualitatively


				Achievable
					Attainable within deadline and with employee’s resources, in light of all other objectives. The objective is under the control of the employee and is part of his/her responsibilities
				(Result focused) – Relevant
				Time-bound
					A date is specified at which the objective must be attained 
		Self-Efficacy Theory 
			Also known as social cognitive theory and social learning theory 
			An individual’s belief that he or she is capable of performing a task 	
				The higher your self-efficacy the more confident you are in your ability to succeed in a task
				Self-efficacy can be improved 
		Reinforcement Theory
			Behaviour is a function of its consequences
				Behaviour is influenced by the reinforcement of lack of reinforcement brought about by the consequences of the behaviour
			Positive reinforcement 
				Following a response with something pleasant
			Negative reinforcement 
				Following a response by the termination or withdrawal of something unpleasant
			Punishment
				Causing an unpleasant condition in an attempt to eliminate and undesirable behaviour
			Extinction
				Eliminating any reinforcement that it maintaining a behavivour
		
 
			 
	Response to Reward System 
		Equity theory 
			Recognizes that individuals are concerned not only with the absolute amount of rewards for their efforts, but also with the relationship of this amount to what others receive
			Individuals compare their job inputs and outcomes with those of others and then respond so as to eliminate any inequities.			
			Responses to inequity 
				Change their inputs
				Change their outcomes
				Adjust perceptions of self
				Adjust perceptions of others 
				Choose a different referent
				Leave the field 
			Equity Comparisons 
				Self-inside
					An employee’s experiences in a different position inside his or her current organization
				Self-Outside
					An employee’s experiences in a situation or position outside his or her current organization
				Other-Inside 
					Another individual or group of individuals inside the employee’s organization
				Other-Outside
					Another individual or group of individuals outside the employee’s organization
		Fair process and treatment
			Equity theory is an important precursor to the study of organizational justice: an overall perception of what is fair in the workplace


			Employees evaluate how fairly they are treated along four dimensions
				Distributive justice
				Procedural justice
				Informational justice
				Interpersonal justice
		Self-Determination Theory 
			People prefer to have control over their actions so when they feel they are forced to do something they previously enjoyed motivation will decrease
			The introduction of extrinsic rewards for work (pay) that was previously intrinsically rewarding tends to decrease overall motivation 
				Verbal rewards increase intrinsic motivation, while tangible rewards undermine it
Understand the Job Characteristics Model (JMC) and how it motivates by changing the work environment.
	Jobs are described in terms of five core dimensions 
		Skill variety
		Task Identity 
		Task significance 
		Autonomy
		Feedback
Chapter ??: Teams & group work 
Contrast groups & teams 
	Groups: Two or more people with a common relationship
	Team: A small number of people who work closely together toward a common objective and are mutually accountable
	Common purpose
	
	Awareness of membership & commitment 
	
	Common operating norms 

	A need for each other

	Accountability to a higher level 
Identify the characteristics of effective teams 
	Clear purpose 		Informality		Participation		Listening
	Civilized disagreements		Consensus decisions 		Open communication 
	Clear rules & work assignments		Shared leadership	External relations
	Style diversity		Self-assessment 
	Group size
		Larger group:	 less satisfaction 	
				Less chance to develop friendship
				More inhibition 
				Less identification with success & accomplish of the group
	Strong norms 	
		Social norms: code of conduct = standards = appropriateness of behaviour
		Provide regularity + predictability to behaviour
		Develop about behaviours = marginally important to their supporters
		Shared attitudes among members of a group form the basis of norms 
	Diversity 
		Advantages					Disadvantages 
	Multiple perspectives				Ambiguity
	Greater openness to news ideas		Complexity 
	Multiple interpretations 			Confusion 
	More creativity					Miscommunication
	More flexibility 					Difficulty of reaching a single agreement 
	More problem-solving skills			Difficulty in agreeing on specific actions
	
	Role 
		Set of expected behaviour patterns associated with someone occupying a given position in a social unit
			Role expectations: how others believe a person should act in a given situation
		Roles represent ‘’packages’’ of norms that apply to particular group members
		Task-oriented roles 
			These group members ensure that the tasks are accomplished 
		Maintenance roles 		
			These group members maintain good relations within the group
		Individual (oriented) roles
			Roles performed by group members that are not productive for keeping the group on task
		Role conflict
			A situation in which an individual is confronted by divergent role expectations
		Role ambiguity 
			A person is unclear about his or her role
		Role overload 
			Too much is expected of someone
	
		Role underload 
			Too little is expected of someone, and that person feels that he or she is not contributing to the group 
	Cohesiveness
		Critical property of teams
			Members want to stay together 
			Members describe the team in favorable terms 
		Relative, rather than absolute, property of groups
		Avoiding Social Loafing 
			Make individual contributions visible 
				Evaluation system in which everyone’s individual contributions are noted
				Smaller rather than larger teams 
			Foster task cohesiveness
				Team-level rewards to increase pressure
				Teamwork training to develop a sense of cohesiveness
				Select ‘’team players’’ for teamwork 
					High on agreeableness
					High on conscientiousness 














Identify the stage of group development 
Tuckman Stages of Team Development 


				













	
	Forming
	Storming
	Norming
	Performing
	Adjourning

	Defining trait
	Pseudo-team, depends on leader
	Resistance
	Realistic appraisal of task, selves, leader
	Task focus and productivity
	Closure and transition

	Emotions
	Ambivalence and anxiety
	Dillusionement, anger & conflict
	Increased optimism and energy
	High energy, pride, and confidence in each other
	Sadness and relief

	Team goal
	Make sense of task & roles
	Resist task, each other and leader
	Create performance enhancing and energy
	Productivity and feedback
	Transfer learning

	Leader’s goals; how to manage
	Ge team off to a good start; move team from dependence to inter-dependence 
	Channel emotion; provide direction; ensure resources; encourage inter=dependence
	Encourage focus on goals and norms; provide resources; stay out of the way
	Same as norming plus; watch for over cohesiveness, provide external connections
	Help give closure; transfer learning and relationships to new settings



	
		
 

3. Norming


We talk openly about our problems & issues. We set new grounds rules


2. Storming


1. Forming


We are polite & cautious, organized. We ask ourselves "How do I belong to this group''


4. Performing


We are doing well, this is a good team


We argue even when we agree


Power issues


''Who's in control'' & ''how is control exercised



Team Effectiveness



Context 
- Adequate resources
- Leadership & Structure
- Climate of trust
- Performance evalutation & rewards



Work Design
- Autonomy
- Skill Variety
- Task Identity
- Task signifiance


Composition
- Skills - Personality
- Roles - Divertsity
- Size - Member flexibility
- Member preference for team work


Process
- Common purpose
- Specific goals
- Team efficacy
- Managed level of conflict
- Accountability


