[bookmark: _GoBack]OB Final Notes
Chapter 1
Organizations – Social inventions for accomplishing common goals through group effort.
	-Social inventions: essential characteristic is the coordinated presence of people.
Organizational Behaviour – the attitude and behaviours of individuals and groups in orgs
Goals of OB
· Predicting OB and events
· Makes life easier when thinking about our ability to anticipate
· Explaining OB and events in Orgs
· Why does something occur? What was the cause to ppl being motivated or unmotivated
· Managing OB
· The art of getting things accomplished in orgs through others
History
The Classical View and Bureaucracy
· An early prescription on management that advocated high specialization of labour, intensive coordination, and centralized decision making
· 1900s Henry Fayol, James Mooney... 
· Generated from the military, mining, and factories
Scientific Management
· Frederick Taylor (until 1915)
· System for using research to determine the optimum degree of specialization and standardization of work tasks. 
Bureaucracy
· Max Weber’s (until 1920) ideal type of organization that included a strict chain of command, detailed rules, high specialization, centralized power, and selection and promotion based on technical competence. 
Hawthorne studies - The Hawthorne studies involved research conducted at the Hawthorne plant of Western Electric in the 1920s and 1930s that illustrated how psychological and social processes affect productivity and work adjustment. 
This lead to..
The Human relations Movement: critique of classical management and bureaucracy that advocated management styles that were more participative an oriented toward employees needs.
Contemporary Management
	Contingency Approach
· An approach to management that recognized that there is no one best way to manage, and that an appropriate management style depends on the demands of the situation
· Concerns:
· Diversity – Local and Global
· Employee – Organization Relationships
· Focus on Quality, Speed and Flexibility 
· Talent Management
· Corporate Social Responsibility 
Managerial Roles
Interpersonal Roles  maintaining interpersonal relations (monitor, spokesperson)
Informational Roles  the ways managers receive and transmit information (leader, liaison)
Decision Roles  managers turn problems and opportunities into plans for improved changes 

Chapter 2 – Individual Behaviour  Personality and Learning

 Personality – relatively stable set of psychological characteristics that influences the way an individual interacts with his or her environment
· Dispositional Approach: individuals possess stable traits of characteristics that influences behaviours
· Situational Approach: characteristics of organizational structure, such as rewards and punishment influence people’s behaviours
· Integrationist Approach: must know something about an individual’s personality and the setting in which he or she works


The Five-Factor Model of Personality (Big 5)

Openness to Experience – Curious, Original vs. Dull, Unimaginative
Conscientiousness – Dependable, responsible vs. Careless, impulsive
Agreeableness – Tolerant, cooperative vs. Cold, rude
Extraversion – Sociable, talkative vs. Withdrawn, shy
Neuroticism/ Emotional stability – sociable, talkative vs. Withdrawn, shy

Locus of Control: A set of beliefs about whether ones behaviour is controlled mainly by internal or external forces
Ex. If your behaviour is determined by fate, luck or powerful people you have high external control, if your behaviour is determined by self-initiative, personal actions, and free will you have high internal control

Self-monitoring: the extent to which people observe and regulate how they appear and behave in social settings and relationships

Self-esteem: the degree to which a person has a positive self-evaluation
· Behavioural plasticity theory: people with low self-esteem tend to be more susceptible to external and social influences that those who have high self-esteem
Developments in Personality and OB
Positive affectivity: propensity to view the world, including oneself and other people, in a positive light.
Negative affectivity: propensity to view the world, including oneself and other people in a negative light
Proactive Personality: a table personal disposition that reflects a tendency to take a personal initiative across a range of activities and situations and to effect positive change in one’s environment. 
General Self-efficacy: a general trait that refers to an individual’s belief in his or her ability to perform successfully in a variety of challenging situations. 
Core self evaluations: a broad personality concept that consists of more specific traits that reflect the evaluations people hold about themselves and their self-worth. 

Learning
· Relatively permanent change in behaviour potential that occurs due to practice or experience.
Operant Learning Theory
· Learning by which the subject learns to operate on the environment to achieve certain consequences
Increasing Probability of Behaviour
· Positive reinforcement: positive stimulus added
· Negative reinforcement: negative stimulus removed
Decreasing Probability of Behaviour
· Punishment: Negative stimulus is added
· Extinction: gradually dissipation of behaviour following the termination of reinforcement
Social Cognitive Theory
· Human behaviour is best explained through a system of  triadic reciprocal causation, in which personal factors and environmental factors work together and interact to influence people’s behaviour
· Observational Learning
· Self-efficacy: beliefs people have about their ability to perform a specific task
· Self-regulation: the use of learning principles to regulate one’s own behaviour
Organizational Learning Practices
· Organizational Behaviour Modification: the systematic use of learning principles to influence behaviour
· Employee recognition programs: formal recognition and reward for specific behaviours
· Training: activities designed to facilitate knowledge and skill acquisition to change behaviour and improve performance
· Career Development: ongoing process in which individual progress through a series of stages that consist of a unique set of issues, themes, and tasks.
 
Chapter 3 – Individual Behaviour  Perception, Attribution, and Diversity

Perception: the process of interpreting the message of our senses to provide order and meaning to the environment

Components of Perception
Perceiver  Situation  Target

Perceiver  experience, motivational state, emotional state
Target  ambiguity
Perceptual defence: the tendency for the perceptual system to defend the perceiver against unpleasant emotions

Social Identity Theory
· states that people form perceptions about themselves bases on their characteristics and memberships in social categories
Bruner’s model of perceptual process
model – Unfamiliar target encountered  openness to target cues familiar cues encountered  target categorized  cue sensitivity  categorized strengthened 
Primacy and Recency Effects
 -  the reliance on early cues or first impressions is known as the primary effect  often has a lasting effect
-    the tendency for perceiver to rely on recent cues or last impression is known as the recency effect

Biases on Person Perception

Reliance on a central trait: organizing perceptions around personal characteristics of a target person that is of particular interest

Implicit Personality Theories: personal theories that people have about which personality characteristics go together. 

Projection:  tendency for perceiver to attribute their own thoughts and feelings to others

Stereotyping: tendency to generalize about people in a social category and ignore variation among them 

Attribution
· the process by which we assign causes or motives to explain peoples behaviours
Cues
Consistency cues: attribution cues that reflect how consistently a person engages in a behaviour over time
Consensus cues: reflect how a person’s behaviour compares with that of others
 Distinctiveness Cues: extent to which s person engages in some behaviour across a variety of situations

Biases in attributions
Fundamental attribution error: tendency to overemphasize dispositional explanation for behaviour at the expense of situational explanations
Actor-observer effect: actors and observers viewing the causes of the actor’s behaviour differently. 
Self-Serving Bias: tendency to take credit for successful outcome and to deny responsibility for failures  

Person Perception and Workforce Diversity
 
Valuing Diversity
· Competitive Advantages to valuing and managing a diverse workforce include:
· Cost, resources acquisition, marketing, creativity, problem-solving, system flexibility. 
Stereotypes and Workforce Diversity
· Barrier to valuing diversity 
· Some types include
· Racial
· Gender
· Age
Managing Workforce Diversity
· Must be managed  to have a positive impact
· They can use a number of strategies
· Select minority members to get them beyond token status
· Encourage teamwork that brings minority and majority members together
· Train ppl to be aware of stereotypes

Chapter 4 – Individual Behaviour  Values, Attitudes, and Work Behaviour

Values? Broad tendency to prefer a certain state of affairs over others

Values Across Cultures
· Work Centrality
· How important a role work plays in your life
· Ex Japanese have high, England has low
· Hofstede’s Values
· 4 basic dimensions along which work-related values differed across cultures
· Power Distance: extent to which unequal distribution of power is accepted by society members
· Uncertainty avoidance: extent to which people are un comfortable with uncertain and ambiguous situations
· Masculinity/femininity: dominance of men or women
· Individualism vs. Collectivism: 
· Long/short-term orientation: persistence, perseverance, thrift or stability, face saving and social niceties 
Implications of Cultural Variation
· Exporting OB Theories
· Importing OB Theories
· Appreciating global customers
· Developing Global Employees
Attitudes  fairly stable evaluative tendency to respond consistently to some specific target (object, situation, person etc.)
 BELIEF + VALUE = Attitude  Behaviour
Job Performance?
· Behaviour and actions that employees control and are relevant to org goals
· Task Performance: proficiency with which activities are performed
· Organizational Citizenship Behaviours
· Voluntary, spontaneous and discretionary, not rewarded
·  Courtesy, diligence, sportsmanship
· Counterproductive work Behaviours
· Against the org, members
· Theft, poor attendance, use of drugs, harmful, 
Job satisfaction?
· collection of attitudes that workers have about their jobs
· 2 types
· Facet satisfaction
· Satisfied with only some facets of the jobs
· Ex. Love your boss hate the office
· Overall satisfaction
· Overall summary indicator of a person’s attitudes towards his or job or her job that cuts across various facets
· What determines Satisfactions?
· Discrepancy theory: job satisfaction stems from the discrepancy between the job outcomes wanted and the outcomes that are perceived to be obtained. 
· Fairness:  
· Distributive Fairness
· Occurs when ppl receive what they think they deserve from their jobs
· Determined by equity theory 
· My outcomes/ my inputs = others outcomes/others inputs
· Procedural Fairness
· Process used to determine work outcome is seen as reasonable
· Interactional Fairness
· Fairness that occurs when people feel they have received respectful and informative communication about an outcome.
· Disposition: some people are predisposed to be more or less satifisfied with their job
· Mood and emotion
· Could have resulted a low job satisfaction because of an unpleasant encounter with a worker
· Antecedents and Outcomes of Job Satisfaction
· Antecedents (in NA)
· Mentally challenging work
· Adequate conpensation
· Career opportunities
· People
· Consequences
· Absences from work
· Turnover
· Performances
· Organizational citizenship behaviour: voluntary, informal behaviour that contributes to organizational effectiveness
· Customer satisfaction and profit
Organizational Commitment
· An attitude that reflects the strength of linkage between an employee and an organization
· Types
· Affective Commitment: based on identification and involvement with an org (emotional attachment)
· Normative Commitment: based on ideology or a feeling of obligation to an org
· Continuance: based on the costs that would be incurred in leaving an org (no other options)
· All types result in lower turnover but affective is the one that employers want and continuance can result in lower performance


Chapter 5 – Individual Behaviour  Theories of Work Motivation
What is Motivation?
· Extent to which persistent effort is directed toward a goal
·  Basic characteristics  effort, persistence, direction, goals
· Intrinsic motivation: motivation that stems from the direct relationship between the worker and the task and is usually self-applied 
· Extrinsic motivation: stems for the work environment external to the task. Usually applied by others
Two Classes of Theories
Need theories  what motivates
“How” to motivate: process theories 

Need Theories

· Maslow’s hierarchy of Needs: (physiological, safety, belongingness, esteem, self actualization
· Aldefer’s ERG theory: condensed version Maslow’s needs but do not need to satisfy a lower level need to move on to the next 
· Existence need: satisfied by material substance ex. Food, shelter, pay and safe working conditions
· Relatedness needs: satisfied by open communication and exchange of feeling (like the belongingness needs)
· Growth needs: need fulfilled by strong personal involvement in work setting (like the self-actualization and esteem)
· McClelland’s Theory: (not a hierarchy)
Need for achievement: 
· want to perform challenging tasks well
· direct and immediate feedback (entrepreneur, sales)
Need for Power:
· Want to influence others, make an impact (politics)
Need for Affiliation:
· Sociable/helping
· Want to establish/maintain good interpersonal relationships (public relations and social work)
Managerial Implications of Need Theories:
1. Appreciate the diversity of the needs of individual employees
2. Offer personalized incentives and goals
3. Appreciate the motivational potential of intrinsic motivators and the existence of higher-order needs 

Process Theories

· Expectancy Theory: states that motivation is determined by the outcome that people expect to occur as a result of their actions on the job 
· 1st level outcomes: productivity (of interest to the organization) - the company comes first
· 2nd level outcomes: of interest to the person working 
· instrumentality: the probability that achieving a first level outcome will lead to a second level outcome (ex. high productivity will lead to making more money)
· expectancy: the likely hood or belief that you have that it is possible to achieve the first level outcome
· Valence: the value of the outcomes (first and second level outcomes) 2nd level - the value of the outcome to you (the person) 
· the reason you value the first level outcome is because what will follow from it (second level outcome) 
· Valence 1st level outcome = sum (instrumentalities * 2nd level valences)
· Force = 1st level valence * expectancy 
· People will be motivated to perform in the those work activities that they find attractive (instrumentality) and that they feel they can accomplish (valence) 

Managerial Implications of Expectancy Theory:
· Boost Expectancies : One of the most basic things managers can do is ensure that their employees expect to be able to achieve first-level outcomes
· Clarify reward contingencies
· Appreciate Diverse needs: Managers should analyze the diverse preferences of employees and attempt to design individualized “motivational packages” to meet their needs

· Equity Theory: states that motivation stems from a comparison of the inputs one invests in a job and the outcomes one receives in comparison with the inputs and outcomes of another person or group
· Ways to restore equity?
· Modify own input or outcome or comparison
· Change comparison, leave situation, 
· Managerial Implications of Expectancy Theory
· Negative motivational consequences  
· Equity depends on perceptions
· Comparison may be outside the org
· Goal Setting Theory: goals are most motivational when they are specific, challenging, and when org members are committed. Feedback about progress toward goal attainment should also be provided. 
· Managerial Implications 
· Break up goals in smaller specific goals 
· Provide feedback and use Management by objectives



Chapter 6 – Individual Behaviour  Motivations in Practice
Money as a motivator
· the ability to earn money for performance is a competitive advantage to have
· piece-rate: workers are paid a certain sum of money for a each unit production completed
· wage incentive plans: systems that link pay to performance of production jobs
· Potential Problems 
· Increased productivity at the expense of quality
· Differential opportunity: workers will differ in expectancy that they can produce at higher level
· Reduced cooperation
· Incompatible Job Design
· Restriction of productivity: workers reach informal agreement to what is a fair day’s work and limit output to that
· Job Enrichment
· Use the design of jobs to enhance 
· Intrinsic motivation, quality of work life, and job involvement 
· Job involvement: cognitive state of psychological identification with ones job and the of work to ones total self-image
· Methods:
· Combining tasks
· Establishing external client relationships
· Establishing internal client relationships
· Reducing supervision or reliance on other
· Forming work teams
· Increasing direct feedback
· Problems:
· Poor diagnosis
· Job enlargement increasing the job breadth(#of activites) at the same level 
· Making things EVEN MORE boring
· Lack of desire or skill
· Demand for rewards
· Union resistance

Chapter 6 – Social Behaviour and Organizational Processes  Groups and Teamwork

What is a group?
·  Two or more people interacting interdependently to achieve a common goal
Group development?
1. Forming  group member try to orient themselves. What are we doing? Why? 
2. Storming  conflict often emerges. Sorting out roles and responsibilities is often an issue
3. Norming  resolve issues and develop social consensus. Norms are agreed to and group become more cohesive
4. Performing  group devote its energies toward task accomplishment, achievement are themes of this stage 
5. Adjourning  some groups disperse after achievement, and rites and rituals that affirm the groups previous successful

Group Size 
· Size and Satisfaction
· Larger groups report less satisfaction that smaller groups
· Individual contribution sometimes feels less
· Size and Performance
· Depends of the task and the definition of good performance
· Additive tasks: tasks which group performance is dependent of the sum of the performance of individual group members
· 
· Disjunctive tasks: task in which group performance is dependent on the performance of the best member
· Process losses: group performance difficulties stemming for the problems of motivating and coordinating larger groups. 
· Conjunctive tasks: tasks in which group performance is limited by the performance of the poorest member 
Diversity of Group Membership
· More difficult communicating and pass through stages
· Sometimes helps creativity and problem-solving and cognitive tasks
Group Norms
· Expectations that members of social units have regarding the behaviour of each other
· Using this we evaluate appropriateness of behaviour
· Ex. Dress norms, performance norms
· All unconscious
Roles
· Positions in a groups that have a set of expected behaviours attached
· Roles are “packages of norms” 
· 2 types
· Assigned roles
· Emergent roles
· Role Ambiguity: lack of clarity of job goals or methods
· Elements that lead to it:
· Organizational factors
· Roles sender  the boss
· The focal person
· Consequences?
· Stess, dissatisfaction, intentions to quit
· Role Conflict
· Condition of being faced with incompatible role expectations
· Intrasender role conflict
· Person sending task given you mixed signals
· Intersender role conflict
· 2 boss but both telling you different/ conflicting messages
· Interrole conflict
· Conflict with one another
· Person-role conflicts
· Conflict with yourself
Group Cohesiveness
· Degree to which group is especially attractive to its members
· Members want to stay in the groups and the describe them in favourable terms 
· Factors Influencing Cohesiveness
· Threat and competition
· Success
· Member diversity
· Size
· Larger are less cohesive
· Toughness of initiation 
· Harder it is to get in, increases cohesiveness (ex. Special forces in military)
· Consequences of Cohesivess
· More participation in group activities
· More conformity
· More success
· Highly cohesive groups can be less productive than less cohesive
Group Think
· Group pressures lead to impaired decision-making
· Unanimity stressed over quality of decision
· Psychologist Irving Janis
 

Chapter 8 – Social Behaviour and Organizational Processes  Social Influence, Socialization, and Culture 

Social Influence in Orgs
Information dependence: Reliance on others for information about how to think, feel and act.
Effect dependence: Reliance on others due to their capacity to provide rewards and punishment. 

Social Influence in Action

Motives for Social Conformity
Compliance: conformity to social norm prompted by the desire to acquire rewards or avoid punishment
Identification: Conformity to a social norm prompted by perceptions that those who promote the norm are attractive or similar to oneself.  
Internalization: Conformity to a social norm prompted by true acceptance of the beliefs, values and attitudes that underlie the norm. 

Organizational Socialization
Socialization: the process by which people learn the attitude, knowledge, and behaviours that are necessary to function in a group or org.

Stages of Socialization
Anticipatory Socialization: socialization occurs before a person becomes a member of a particular org. ex. Through previous summer jobs

Encounter: new employee learns the reality of the work life through formal and informal methods ex orientation programs and understanding employee work styles.

Role Management: Fine tuning and actively managing their role in the org. 

Psychological contract
· Beliefs held by employees regarding the reciprocal obligations and promises between them and their org. 
Psychological contract breach
· Employee perceptions that the org failed to fulfill promises of the contract

Methods of Organizational Socialization
· Realistic Job Previews  provision of realistic picture of the positive and negative aspects of a job to applicants
· Employee Orientation Programs  programs designed to introduce new employees to job and working with the org
· Socialization Tactics  manner in which orgs structure the early work experiences of newcomers
·  Institutionalized versus individualized tactics (formalized or informalized)
· Mentoring
· Proactive Socialization: process through which newcomers play an active role in their own socialization through the use of proactive socialization behaviours. 
Organizational Culture
·  Shared beliefs, values and assumption that exist in an org
· The “strong culture concept”  and org culture with intense and pervasive beliefs, values and assumptions.  Ex. Westjets relaxed, fun, and youthful culture.
· Assets of Strong Cultures
· Coordination
· Conflict Resolution
· Financial Success
· Libilities of Strong Cultures
· Resistance to change
· Culture Crash
· Occurs with mergers of companies with two different corp cultures.
· Pathology	
· Valuing the wrong things! Ex. Deception and lies (Enron)
· Contributors to the Culture
· The Founder
· Socialization
· Selecting Employees
· Debasement or Hazing
· Training “in the trenches” 
· Starting from the bottom
· Reward and Promotion
· Exposure to Core Culture
· Organizational Folklore
· Role Models
· Diagnosing a Culture
· Symbols
· Rituals
· Example going out on parties
Chapter 9 – Social Behaviour and Organizational Processes  Leadership

Leadership?
· the influence that particular individuals exert on the goal achievement of others in an org context
·  some ppl are give the role (formal) and other emerge as a leader(informal)
Why is it Important?
· Managers with good leadership will have employees who:
· Know how and want to achieve higher levels
· Enjoy their job and want to stay
· Managers are for the stability and leaders press for change

Early Leadership Theories
	Traits of effective leaders?
· Intelligence
· Energy
· Self-confidence
· Etc...
· Limitations to Trait Approach
· Unanswered question: traits make the leader? Or leadership produce traits?
· Does not take into account the situation and what exactly leaders do

Behaviours of Leaders
· What they bring and what made them leaders
· Consideration: extent to which leader is approachable and shows personal concern and respect
· Initiating structure: degree to which leader concentrates on group goal attainment
Situational Theories of Leadership
· The effectiveness of leadership styles is contingent on the setting in which influence attempts occur (situational)
· Fiedler’s Contingency theory
· Leadership and orientation and group effectiveness is contingent on how favourable the situation is for exerting influence
· Leaders success depends on situational favourableness
· Leader-member relations
· Task structure
· Position power
· Cognitive Resource Theory
· Focuses on the conditions in which a leader’s cognitive resource (intelligence, expertise and experience) contribute to effective leadership
· Robert House’s Path-Goal Theory
· Concerned with the situations under which various leader behaviours (directive, supportive, participative, achievement-oriented) are most effective. 
Participative Leadership  involving employees in making work-related decisions.
· Minimally: asking their opinions
· Maximally: allows employees to make their own decision within limits
· Potential problems: time and energy, loss of power, lack of receptivity or knowledge
· Vroom and Jago’s Situational Model of Participation
· Model that specifies when leaders should us participation and to what extent they should use it 
· Involves decision making nodes (ex. Is it important for subordinate? Is the problem well structured) and then leads to autocratic, group or consultative, then individual or group involvement of activity)
Leader-Member Exchange Theory (LMX)   
· Focuses on quality of the relationship that develops between a leader and an employee
· Transactional Leadership: based on straightforward exchange relationship between the leader and the followers
· Management by exception: leadership that involves the leader taking corrective action (Before it occurs) on the basis of results of leader-follower transactions
· Transformational Leadership: provides followers with a new vision that instils true commitment 
· Four Dimensions
· Intellectual stimulation
· Individualized considerations
· Inspirational motivation
· Charisma: ability to command strong loyalty and devotion from followers and thus have the potential for strong influence among them 
· Ex. Steve jobs, Pierre-Elliot  Trudeau
Chapter 12 – Social Behaviour and Organizational Processes  Power, Politics, and Ethics

Rmr video we watched!

The Bases of Individual Power 
· Legitimate Power  derived from a person’s position in an org
· Reward Power  derived form the ability to provide positive outcomes and prevent negative ones
· Coercive Power  Power derived from the use of punishment and threat
· Referent Power  power derived from being  well liked by others
· Expert Power  Power being derived from having special information or expertise that is valued by an organization
How Do people Obtain Power?
· Doing the Right Things
· Extraordinary activities
· Visible activities
· Relevant activities 
Empowerment: giving people the authority, opportunity, and motivation to take initiative and solve org problems

Influence tactics – Putting Power to Work
· Tactics that are used to convert power into actual influence over others 
· Assertiveness
· Ingratiation – using flattery 
· Rationality
· Exchange
· Upward appeal – making formal or informal appeal to org superiors 
· Coalition formation 
· Rmr McClelland’s  research of need for power (n Pow)  n pow in its purest form is very negative but if it is controlled it can be positive

Machiavellianism – The harder side of politics
· A set of cynical beliefs about human nature, morality and the permissibility of using various tactics to achieve one’s needs 

Ethics in Organizations
	Nature of ethical Dilemmas  often occupationally specific ex bribery, conflict of interest
	Causes of Unethical Behaviour
· Gain, Role Conflict, Competition, Personality (people with external locus of control), organizational and industry culture 
Whistle-blowing  disclosure of illegitimate practices by a current of former organizational member to some person or org that may be able to take action to correct the practice.

Sexual Harassment
Employing ethical Guidelines

Chapter  13 – Social Behaviour and Organizational Processes  Conflict and Stress

Conflict?  person, group or org subunit frustrates the goal attainment of another

Causes of Conflict
· Group Identification and Intergroup Bias
· Interdependence
· Differences in Power, Status and Culture
· Ambiguity 
· Scare Resources
Types of Conflict
Relationship Conflict   result of interpersonal tension
Task Conflict  disagreements on WHAT needs to be done on the tasks
Process Conflict  Disagreements about HOW the work should be done

Conflict Dynamics 
· When conflicts begin, a number of events transpire
· ‘winning’ the conflict becomes most important 
· Parties conceal the info from each other
· Each side become more cohesive
· Contact with opposite party is discouraged
· Opposite party is negatively stereotypes while the image of one’s own position is boosted 
· The more aggressive ppl, skill at engaging conflict may emerge as leaders
Approaches to Managing Org Conflict (look at ex 13.1 in text)
· Avoiding  low assertiveness and low cooperative
· Use when	
· Use when tempers are flaring and people need to chill out
· When are aren’t sure of your facts
· When your opponent is hostile and powerful 
· Accommodating  low assertiveness and high cooperative
· Use when:
· When the issue is menial (just do w.e. it’s a small matter)
· If you want to build goodwill and good relations with that person 
· When we are wrong
· Competing  high assertive and low cooperative
· Use when:
· When you know your right
· When your are very powerful and when you have the final say
· If it is truly a win lose situation (if either you OR  someone else can get it)
· Ex. An interview
· When you are not going to interact with that person in the future 
· Compromise  Mid assertive and mi- cooperative
· Collaborating  high on both
· Use When
· You’re not in a heated conflict
· If each party has information and resources
Is conflict bad?  no! The process and the task are useful
CONFLICT  CHANGE  ADAPTATION  SURVIVAL
· If you cannot change you cannot survive

Stress in Organizations
Stressors  environmental events or conditions that have the potential to induce stress 
Stress  psychological reactions to the demand of a stressor that make a person feel tense or anxious
Stress Reactions  the behavioural, psychological, and physiological consequences of stress

Personality and Stress 
· Personality can affect the extent to which potential stressors are perceived as stressful and the types of stress reactions that occur
· Three key personality traits
· Locus of control  beliefs about whether one’s behaviour is controlled by internal or external factors
· Type A behaviour patter  aggressiveness, ambitiousness, competitiveness, hostility, impatience and a sense of time urgency
· Negative affectivity  propensity to view the work, oneself and other people in a negative light
Stressors in Organizational Life 

· Executive and Managerial Stressors
· Role overload, heavy responsibility
· Operative-level
· Poor physical working conditions, Poor job design
· General
· Interpersonal conflict, Work-family conflict, Job insecurity and change, Role ambiguity, sexual harassment
Burnout  emotional exhaustion, depersonalization, and reduced accomplishment and self- efficacy
· Common with ppl who enter jobs with high ideals
· Stems from the frequent need to engage in “emotional labour” 
Reactions to Organizational Stress
· Behavioural reactions
· Problem solving, seeking social support, performance changes, withdrawal, use of addictive substance
· Psychological Reactions
· Defence mechanisms: psychological attempts to reduce the anxiety associated with stress 
· Rationalization, projection, displacement (taking it out on the wrong person), reaction formulation (reacting in the opposite of what someone feels), compensation 
· Physiological reactions 
· Reactions with the cardiovascular system 
Organizational Strategies for Managing Stress
· Job redesign
· Social support
· Family-friendly human resource policies
· Stress management programs
· Work-life balance programs
Chapter  11 – Social Behaviour and Organizational Processes  Decision Making 

· Process of developing a commitment to some course of action
· Involves making a choice
· It is a process
· It is a commitment of resources 
Well-Structured problems
· Existing (A) and desired (B) states and path from A-B is clear
· Simple, repetitive, familiar
· Programs (standard was of solving problem) go under labels such as rules, routines, standard operating procedures or rules of thumb
Ill- Structured Problems
· Desires states (A and B) are unclear and method of getting there is unclear
· High degree of uncertainty, and can arouse conflict

The Compleat Decision Maker – A rational Decision-Making Model
· rational decision maker might use a model that involves a sequences of steps to achieve outcome
· think about economic man  makes rational profit max decisions
Perfect Rationality  decision strategy that is completely informed, logical and oriented toward economic gain. 

Bounded Rationality  decision strategy that relies on limited information and reflect time constraints and political consideration (ex. The need to please others) (Herbert Simon)
· operation of bounded rationality
· framing aspects of the presentation of info about a problem that are assumed by the decision maker.  
· Cognitive bias  tendencies to acquire and process info in an error-prone way
 
Decision Making Process
1. Problem Identification and Framing
· Bounded
· Perceptual defence (seeing what we want to see)
· Problems defined as 
· Functional speciality
· Solution
· Symptoms
2. Information Search
· Bounded
· To little information:
· Memory bias
· We tend to rely on the most recent information we have on the subject
· Confirmation bias
· We tend to find information that confirms what we want to hear
· Too much information
· Overload 
· Too many sources (ex. To many articles for a paper)
3. ,4 and 5: Alternative development, evaluation & choice
· Satisficing 
· Chooses the one that exceeds an adequate level of value or greatest expected value (maximization)
· Framing is important
Anchoring effect  once we are presented with info that same info serves as an anchor on our decision until we have realized that it is an anchor 
6. Solution Implementation
· (bounded) difficult because implementation in an org may depend on the decisions or approval by others
7. Solution Evaluation
· (bounded) subject too
· Justification
· Escalation of commitment  dedication to a failing course of action
· Faulty hindsight
· “knew-it-all-along” effect

How Emotions affect Decision Making 
· Strong emotions can:
· Correct ethical error (whistleblowing), creative decision making, hindrance (excessive escalation of commitment)   can be seen in a family business or in auctions
· Positive Moods
· Remember positive information, give positive evaluations, overestimate that good events will occur, likely to violate rational decision making model, creativity

Group Decision Making
 Why use groups?
· The make: better quality decisions, better acceptance levels, and diffusion of responsibility  (share consequences of a poor decision)
· High quality decision will occur in groups if:
· They all have different skills, division of labour can occur, memory for facts, and can judge situation based on their expertise
· Disadvantages of group decision making
· Time
· Conflict
· Domination
· Groupthink
· Relaxing of moral standard b/c they within the confines of group
Improving Decision Making
· Training discussion leaders
· Stimulating and Managing Controversy
· Traditional and Electronic Brainstorming
· Nominal Group technique
· Ideas are generated without group interaction and the systemically evaluated by the group 
· Delphi Technique
· Asking numerous employees to a solution of the problem and put all the ideas on a list
· Then ask employees to rank the solutions in the list
· Take a lot of time


Chapter  10 – Social Behaviour and Organizational Processes  Communication
· the process by which information is exchanged between a sender and receiver
Basics of Organizational Communication

Communication by Strict Chain of Command
· lines of authority and formal reporting relationships
· Under this system 3 necessary for of communication can be accomplished:
· Downward communication
· Information flows from the top (Pres) to the bottom (factory)
· Upward Communication
· Info flows from bottom to top
· Horizontal Communication
· Info that flows between departments or functional units usually as a means of coordinating effort 
· Deficiencies in Chain of Command
· Informal communication
· Filtering --. Msg becomes watered down or stopped in transmission
· Slowness
Barriers to Manager-employee Communication
· Conflicting role demands
· Mum effect --. Tendency to avoid communicating unfavourable news to others 

The Grapevine
· And orgs informal communication network
· Can be gossip
· Flows from person to person or electronically
· Is related to the physical location and people (usually extraverts)
· Can be good (managers can test ideas in workplace and can employees can hear about job security) and bad (rumours)

Non-verbal Language of Work 
Body language non-verbal communication by means of a sender’s bodily motions facial expressions, or physical location 

Props, Artifacts, and Costumes
· Office Decor and Arrangement
· Clothing
Gender Differences in Communication
· Getting credit  mean are more likely to blow their horn and something good they have done
· Confidence and boasting  men tend to be more boastful
· Asking Questions  men are less likely to ask questions
· Apologies   men try to avoid ritual apologies
· Feedback  men are more blunt and straightforward
· Compliments  women are more likely to provide compliments 
· Ritual opposition (fighting/arguing)  a form of communication to exchange ideas
· Managing Up and Down  men spend more time communicating with their superiors and talking about their achievements
· Indirectness  women tend to be indirect when giving orders
Organizational Efforts to Increase Communication 
· Performance appraisal – 360 degrees
· Employee survey
· Suggestion systems
· Hotline/intranets/webcasts
· Management training 

Chapter  14 – The Total Organization  Organizational Structure
· the manner in which an organization divides its labour into specific tasks and achieves coordination among these tasks
 Vertical Division of Labour 
	Pres  vice pres  middle managers 
Horizontal Division of Labour
Ex.	Making goods  selling goods   handling finances 

· flat orgs  fewer levels of hierarchy
· tall orgs  more levels of hierarchal structure 	

