Final Study Sheet
Chapter 6- Values and Workplace Ethics

Intellectual property theft: Failure to respect patents and copyright laws or pay for using what other firms/individuals have created
Piracy: Making imitation soft brand name goods

Costs of unethical behavior in firms:
· Loss in revenue due to lost sales/customer defections
· Revenue loss due to product recalls
· Operational expenses to correct past errors
· High borrowing costs by lenders/investors and decreased ability to borrow money
· Lower share prices
· Legal, consulting & fine/penalty/damage expenses
· Increased PR/marketing efforts to counteract negative publicity
· Higher employee turnover/recruiting costs

CNN Effect: Rapid international media coverage of corporate transgressions/failures

Ethics: The standards of conduct that indicate how one should behave based on moral duties and virtues arising from principles about right and wrong (eg. issues related to safety, discrimination, sexual harassment)

Ethical Values: directly relate to beliefs concerning what is right and proper or that motivate a sense of moral duty. 

Non ethical Values: deal with things we like, desire, or find personally important 
(NOTE: these things are not necessary UNETHICAL…they are more ethically neutral)


Factors leading to questionable/unethical business practices:
· Overemphasis on individual/firm performance
· Objectives, organizational cultures and evaluation systems that solely focus on profit
· Competition between individuals, departments and firms
· Ambiguous ethical policies
· Inadequate control of manager behavior (can violate standards for personal profit and get away with it)
· “Groupthink” mentality that individual employees would not agree with

To encourage ethical behavior: 
1. Communicate their expectations that all employees will behave ethically and define what ethical means
2. Hire top management that properly exemplifies ethical behavior
3. Reward ethical behavior and punish unethical behavior
4. Teach employees the tools of ethical decision making
5. Encourage discussion of ethical issues

VALUES
Values: Core beliefs or desires that guide or motivate attitudes and actions (concerns the beliefs/attitudes that determine how one actually behaves as opposed to ethics which concerns how a moral person should behave)

Value congruence: Shared systems of values between two entities 

Terminal values: Desirable end states of existence or the goals that a person would like to achieve during their lifetime (example; I want a really nice car)
	Subdivided into:
1. Personal values (comfortable life, freedom, happiness)
2. Social values (world peace, equality)
Instrumental values: Preferable modes of behavior or the means to achieving one’s terminal values. (I am going to become a doctor to finance my desire for a nice car)
1. Moral values: Have interpersonal focus (cheerful, courageous, helpful)
2. Competence values: Have personal focus (Ambitious, capable, intellectual)

Ethical Frameworks
1. Utilitarianism: a moral act produces the greatest good for the greatest number of people. The good of the group takes precedence over the consideration for individuals
2. Individual Rights Principle: Emphasizes personal entitlements in the form of legal and human rights of individuals.
3. Justice Principle: People are guided by fairness, equity and impartiality when treating both individuals and groups.
4. Caring Principle: Focuses on well-being of another person. Aware of the needs and feelings of others and takes initiative to respond to that need.
5. Environmentalism: Concern person-land relationship. A greater understanding of the earth and environmental ethics

Kohlberg’s Moral Reasoning Stages
[bookmark: _GoBack]LEVEL ONE (Self-centered):
Stage 1: Obedience and punishment (act based on negative consequences)
	- Ex: Not running a red light out of fear of getting a ticket, not because it's "wrong"
	- Ex2: Not showing up late to work out of fear you might be fired

Stage 2: Instrumental ("what's in it for me?")
- Always think what you might gain out of an interaction before doing it. What is "right" is a fair deal

LEVEL TWO (Conformity)
Stage 3: Conformity (be a good boy/girl, doing what is expected)
	- Ex: You perceive what is "good" based on how others (peers, parents, etc) expect you to behave

Stage 4: Law and order (do your duty)
	- Ex: Contributing to your own society, giving back and doing your duties. Jury duty is an example of this.

LEVEL THREE: Principled
Stage 5: Social contract and individual rights (compromise for social harmony)
	-Ex You recognize everyone has different values/rights, and thus, there is no clear 100% set of rules. For the sake of agreement, the individual agrees to procedural rules such as contracts.

Stage 6: The universal ethical principle (act based on conscience, not laws)
	-Ex: one may violate society's laws, but this is because they deem them unethical and do the ethical thing instead. A good example is someone who runs into a burning building to save another; you're not supposed to do that but it's the ethical thing to do.
You don't follow rules, you follow conscience.

****Understand each level and the stages within them. Be able to differentiate between the stages and understand how they progress from one to the next.****

Corporate social responsibility: Defined as a company’s commitment and contribution to the overall quality of life of employees, their families and the local community and society overall to support sustainable economic development

______________________________________________________________________


Chapter 10- Group Dynamics & Work Teams

As the group grows and members' needs become integrated with group goals, there will be less self-oriented behavior and more task or maintenance behavior. Types of behavior relevant to the group's fulfillment of its task are the following

Task Behaviors
1. Initiating
2. Seeking and giving information
3. Clarifying and elaborating
4. Reality testing
5. Summarizing
6. Consensus testing
7. Orienting

Maintenance behaviors
1. Gatekeeping (directing the flow of conversation like a traffic cop, is an essential maintenance function in a group, ex let’s give Joe a chance to finish his thought)
2. Encouraging (everyone feels important; ex before we close this, Mary, do you have anything to add”?)
3. Harmonizing and Compromising (These two functions are very important but tricky because their overuse or inappropriate use can serve to reduce a group’s effectiveness)
4. Setting standards (on the right track; ex is the way we’re tackling the problem working for everyone’?)
5. Using humor (lightening the mood/make people feel comfortable)

***Be able to identify and briefly define task and maintenance behaviors

Self-Oriented behaviors
· 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 by the group

Tension-Reducing Styles
Individuals have different styles of reducing tension and expressing emotion. Three "pure
types":

1. The "friendly helper" orientation: acceptance of tender emotions, denial of tough
emotions-"Let's not fight, let's help each other'', -can give and receive affection but cannot
tolerate hostility and fighting.
2. The "tough battler" orientation: acceptance of tough emotions and denial of lender
emotions-"Let's fight it out"---can deal with hostility but not with love, support, and affiliation.
3. The "logical thinker" orientation: denial of all emotion-"Let's reason this thing out"---cannot deal with tender or tough emotions; hence, shuts eyes and ears to much going on around him or her.

***Be able to briefly explain each tension reducing style, their preferred method of influence, and their respective threats (i.e. be able to describe how they might behave within a group conflict setting





Team development- 5 Stage Model
GROUP DEVELOPMENT
Effective team leaders help the group successfully weather each stage in which members confront specific issues that influence their behavior. The most well-known model of group development follows.

1. Forming: 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 of the group, and work on establishing trusting relationships. 

0. Storming: Members confront the issues of how much individuality they must relinquish to belong to the group and who will control the group. Tension, criticism, and confrontation are typical of this stage. The 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. Skilled leaders ensure that the group is a safe place for all members. 

0. Norming: Members develop shared expectations about group roles and norms. Characterized by collaboration, commitment, increased cohesion, and identification with the group. Effective leaders continue to help set norms, provide positive feedback on the group's progress, and prevent groupthink.***Groupthink is the tendency for members of a highly cohesive group facing a collective threat to seek consensus so strongly that they fail to explore alternative courses of action.

0. Performing: The group focuses its energy on achieving its goals and being productive. There is increased cohesion, acceptance of individual differences, and mutual support during this stage. Skilled leaders help the group run itself at this point, foster the development of group traditions, and encourage the group to evaluate its effectiveness.

0. Adjourning: Temporary groups disband and focus less on performance and more on closure. Members struggle with holding on and letting go. Effective leaders encourage the group to reflect on, learn from, and celebrate its achievements

A PROTOTYPE FOR CREATING HOT TEAMS
Don't let your group become rule-bound: Process is all about standardizing tasks-highlighting inefficiencies and inconsistencies to reduce defects and increase reliability and repeatability. Process also helps create boundaries in the workplace so everyone can work together more easily. But most companies take the discipline of process too far and get rule-bound.

Don't be mean: Mean managers believe they are enforcing accountability. But, there's a fine line between enough and too much accountability. Cross it and a leader becomes a bully who attacks people instead of problems, ignores the effect of feelings, and causes people down the line to look for payback. Avoiding the don'ts won' t produce a hot team all by itself, though.


Four Do's for Hot Teams 
• Like your people.
• Listen to them .
• Make work engaging.
• Let them decide.

Group efficacy- a feeling that the team has the capability to successfully accomplish its task and a shared mental model, which refers to members' shared, organized understanding and mental representation of task-related and team-related knowledge. Shared mental models seem to contribute to team performance and effectiveness when the team task requires interdependence.

WHAT IS TEAM EFFECTIVENESS?
Although it is tempting to define group performance solely in terms of its production or efficiency, team effectiveness is a much richer concept that encompasses the following group, social, and individual components.
1. Output The productive output of the team (i .e., its product, service, or decision) meets or
exceeds the standards of quantity, quality, and timeliness of the team's clients-the people
who receive, review, and/or use the output.
2. Social Processes The social processes the team uses in carrying out the work enhance
members' capability of working together interdependently in the future .
3. Learning The group experience contributes positively to the learning and personal well-being of individual team members.

There are four questions that managers should ask themselves when working with teams.
• Is a team appropriate for this decision or task?
• How can I most effectively manage the team context?
• How can I most effectively manage the team members?
• How can I most effectively manage the team task and process?

Managing Team Members
Team skills: Team members need to have the appropriate mix of necessary technical, social, and team management skills to accomplish their tasks. Recent research found that team members should be proficient in the following skills

1. Collaborative problem solving-ability to structure the team interaction to achieve the appropriate amount of participation
2. Conflict resolution-skill in handling cognitive conflict (conflict about ideas) and reducing emotional conflict (conflict about personalities, emotions, etc.)
3. Communication-ability to enhance open communication and use active listening techniques
4. Goal setting and performance management-skills in establishing goals and monitoring and coaching performance
5. Planning and coordination-skill in coordinating tasks, establishing roles, balancing workloads across members

social loafing is not inevitable. It can be reduced by making sure that each team member's contribution is identifiable. Designing tasks so that they are intrinsically involving, attractive, or engaging also tends to minimize social loafing as members become motivated to perform their tasks.

Social identity refers to the perception of members as a "group," rather than as a set of unique individuals, and a shared (usually positive) image of the group

individuals in collectivist cultures are less likely to be motivated by incentives that cause them to stand out from their peers. For instance, rewarding the top sales team, rather than the top salesperson, is more effective in collectivist cultures.

Composition and Diversity: Getting the right mix of team members is a critical component in
assembling effective teams. In general, research shows that heterogeneous groups with a reasonable mix of task and interpersonal skills perform more effectively than more homogeneous groups.

Punctuated Equilibrium model (group development):
1. In the first meeting, the group sets its direction and does not reexamine it until the transition.
2. This is followed by Phase 1, a period of inertia and equilibrium.
3. When the group has used up half its allotted time, a transition occurs that includes a burst of activity and a search for new ideas and perspectives. The group redefines its direction at this point.
4. A second phase of inertia and equilibrium, Phase 2, follows the transition.
5. Accelerated activity takes place during the group's last meeting in the completion phase.

CONTENT AND PROCESS (2 types of group process)
Task process focuses: on how groups accomplish their work, in eluding setting agendas, figuring out time frames, generating ideas, choosing techniques for making decisions and solving problems, and testing agreements. 
Maintenance process: concerns how groups function with regard to meeting group members' psychological and relationship needs

effectiveness of many decisions is based on two factors- logical soundness and the level of psychological commitment among the members to the decision made. These two dimensions are not independent.

GROUP COHESION
Group cohesion is the degree to which members are motivated to stay in the group. Managers who want to increase group cohesiveness have a number of tools at their disposal. Group cohesion can be increased by:

1. Small size Smaller groups tend to be more cohesive than larger ones.
2. Success Groups who experience success have higher levels of cohesiveness than those who experience failure.
3. Common threat: Providing groups with a common, shared threat or a common enemy is also a way to increase cohesion. However, the group must be perceived by its members as capable of responding effectively to that threat or enemy. Cohesion actually will decrease if the group is viewed as ineffective.
4. Exclusivity: Groups that are more difficult to join or who have higher perceived prestige tend to be more cohesive.
5. Perceived similarity among members: Groups that emphasize member similarities have higher levels of cohesion than those that emphasize member differences. Similarities include values, attitudes, shared experiences, educational background, and so forth.
6. Competition: Competition with other groups or outsiders can increase cohesion-as long as the group has no interdependence with its competitors. For example, if two teams in one organization need to work together to accomplish a project, competition should not be encouraged because it may foster sabotage and other actions that decrease performance.

GROUP NORMS

A norm is an unwritten, often implicit rule that defines what attitudes and behaviors characterize a "good" group member versus a "bad" group member or what constitutes acceptable behavior; attitudes, and feelings. Norms are the group's shared beliefs about appropriate behavior, attitudes, and perceptions concerning matters that are important to the group.

***Groups create norms as they develop and mature. 

TEAMBUILDING

Most team-building efforts encourage members to:
1. Establish their goals and priorities (What should we be working on?);
2. Define the roles that need to be performed (Who is going to do what?);
3. Examine and determine the procedures the team uses or should use (How are we going to
do the work and make decisions?); 
4 . Examine the team's interpersonal relationships and norms (How are we going to treat one another?)

Four main questions managers should ask themselves are:
• Is a team appropriate for this decision or task?
• How can I most effectively manage the team context?
• How can I most effectively manage the team members?
• How can I most effectively manage the team task and process?

***Common complaints about personality problems in teams often have their root in the failure to clarify goals, roles, and procedures, so the order in which teams tackle these issues is important

TYPES OF TEAMS IN ORGANIZATIONS

Self-managed teams. Downsizing strategies have eliminated supervisors and middle managers and delegated many of their functions to self-managed or self-directed teams. When they function well, such teams allow their members to make a greater contribution at work and constitute a significant competitive advantage for the organization. Rated as more effective in terms of productivity, costs, customer service, quality, and safety than traditionally managed teams

Virtual teams: Virtual teams, in which members are geographically dispersed and seldom work face-to-face, have become more common. Virtual teams are defined as teams that work across space, time, and organizational boundaries with links strengthened by webs of communication technologies. Their popularity has necessitated a new term to distinguish virtual teams from conventional teams. which are now often referred to as-collocated teams.

Multicultural and multinational teams: Another consequence of our global economy is the
development of teams that consist of members from multiple cultures. Multicultural teams have
representatives from various ethnic groups but share a common nationality.

· Multinational teams are a collection of individuals, small in number; with representatives from more than one national background among them, who are interdependent and mutually accountable for accomplishing a set of objectives, and who recognize themselves as a team. These teams present special challenges as they tend to involve greater difficulty in creating a team identity, dealing with communication barriers that include language, different communication styles, and computer-mediated communication, managing coordination and control issues, managing cultural diversity and conflict, adjusting to different interpersonal styles, and handling geographic distances and dispersion.

EMOTIONAL ISSUES: CAUSES OF SELF-ORIENTED EMOTIONAL BEHAVIOR
These underlying emotional issues produce a variety of self-oriented behaviors that interfere with or are destructive to effective group functioning, rather they must be recognized,
their causes must be understood, and as the group develops, conditions must be created
that permit these same emotional energies to be channeled in the direction of group effort

Self-oriented behaviors tend to be more prevalent in a group at certain points in the group's life. In a new group, one can expect to see many examples of self-oriented behaviors. Members are unfamiliar with one another and a certain amount of "feeling out" is to be expected. 

Issues:
1. The problem of identity: Who am I here? How am I to present myself to others? What role should I play in the group?
2. The problem of control and power: Who has the power in the situation? How much
power, control, and influence do I have in the situation? How much do I need?
3. The problem of goals: Which of my needs and goals can this group fulfill? Can any of my needs be met here? To which of the group's goals can I attach myself?
4. The problem of acceptance and intimacy: Am I accepted by the others? Do I accept
them? Do they like me? Do I like them? How close to others do I want to become?

· The potential destructiveness of self-oriented behaviors is highest just when the group most needs to be effective-when it is under stress. Groups, like individuals, sometimes regress to previous stages of development in times of stress. Effective leaders try to predict difficult transitions or events and minimize their effect.

Types of emotional behavior that result from tension and from the attempt to resolve underlying problems follow.
1. Tender emotions: love, sympathy, desire to help, need for affiliation with others
a. Supporting and helping others
b. Depending on others
c. Pairing up or affiliating with others
2. Tough emotions: anger, hostility, self-assertiveness
a. Fighting with others
b. Punishing others
c. Controlling others
d. Counter dependency
3. Denial of all emotion
a. Withdrawing from others
b. Falling back on logic or reason
____________________________________________________________________________

Chapter 13- Conflict and Negotiation

Conflict: Process in which one party perceives that their interests are being opposed, threatened or negatively affected

Negotiation: Process in which at least two parties viewpoints try to reach an agreement on matters of mutual interest

Common causes of conflict are 
· differences in values
· Interests
· Personalities,
· Education
· Culture,
· Perceptions
· Goals
· expectations.


Conflict is a form of interaction among parties that differ in interests, perceptions, and preferences. It is the process that begins when one party perceives that the other has negatively affected, or is about to negatively affect, something that he or she cares about.

Conflict also may result from deficient information that causes misunderstandings or when there are power or status differences. Ambiguity can cause conflict when people battle over power or turf that has not been clearly assigned. Competition over scarce resources in whatever form-recognition, money, or even offices with windows-is also a source of conflict.	Comment by Hersi Osman: 

[image: https://lh4.googleusercontent.com/uf-jWxr5VXGDAolaJbv4S9yPffnTIgqZdfGgZjgFFP0skPQbsMSBeZSoX_3GGGaiMpMMZITtZjgkVhmdGUha_6TBtfCmaipZzNB2raUDF5mloCCHZwuIx56_LqR04hm2QYWwXj_S]
 	Comment by Hersi Osman: Know this chart above. 
Competition→ win/lose
Gains: Chance to win everything, Exciting, games-man ship, Exercise own sense of power
Losses: Chance to lose everything, alienates others, discourages others from working with you, potentially larger scale conflicts in the future

· When quick, decisive action is vital (i .e., emergencies)
· On important issues in which unpopular actions need implementing (e.g., cost cutting, enforcing unpopular rules, discipline)
· On issues vital to company welfare when you know you' re right
· Against people who take advantage of noncompetitive behavior

Avoidance→ lose/lose
Gains: No energy or time expenditure, Conserve for fights that are “more important”
Losses: Less stimulation, less creative problem solving, little understanding of the needs of others, incomplete comprehension of work environment

· When an issue is trivial, or more important issues are pressing
· When you perceive no chance of satisfying your concerns
· When potential disruption outweighs the benefits of resolution
· To let people cool down and regain perspective
· When gathering information supersedes immediate decision
· When others can resolve the conflict more effectively
· When issues seem tangential or symptomatic of other issues

Accommodation→ lose/win
Gains: Little muss or fuss-no feathers ruffled, Others may view you as supportive,  Energy free for other pursuits
Losses: Lowered self-assertion and possibly self-esteem, loss of power, absence of your unique contribution to the situation, others dependent on you may not feel you “go to bat” for them

· When you find you are wrong-to allow a better position to be heard, to learn, and to show your reasonableness
· When issues are more important lo others than yourself-to satisfy others and maintain cooperation
· To build social credits for later issues
· To minimize loss when you are outmatched and losing
· When harmony and stability are especially important
· To allow subordinates to develop by learning from mistakes

Compromise→ 50/50
Gains: “keeps the peace”, no one returns empty handed, may or may not encourage creativity
Losses: Since neither side is totally satisfied- conflicts are likely to reoccur later, neither side realizes self-determination fully

· When goals are important, but not worth the effort or potential disruption of more assertive modes
· When opponents with equal power are committed to mutually exclusive goals
· To achieve temporary settlements to complex issues
· To arrive at expedient solutions under time pressure
· As a backup when collaboration or competition is unsuccessful

Collaboration → win/win
Gains: both sides win, better chance for long term solutions, creativity in problem solving, maintains relationships, new level of understanding of situations, improves quality of solution and commitment
Losses: Requires more time in the short run, loss of sense of autonomy

· To find an integrative solution when both sets of concerns are too important to be compromised
· When your objective is to learn
· To merge insights from people with different perspectives
· To gain commitment by incorporating concerns into a consensus
· To work through feelings that have interfered with a relationship

***Collaboration does not work if there are competitive incentives and procedures already in place. It is also inappropriate when the two parties have insufficient problem-solving skills, do not trust each other, and when time is too short. Compromise or competition is more appropriate under these conditions.

Four steps that are effective in helping organizations avoid dysfunctional consequences of intergroup conflict
1. Relatively greater emphasis is given to total organizational effectiveness and the role of departments in contributing to it; departments are measured and rewarded on the basis of their contribution to the total effort rather than on their individual effectiveness.
2. High interaction and frequent communication are stimulated between groups to work on problems of intergroup coordination and collaboration; organizational rewards are given partly on the basis of help that groups give each other.
3. There is frequent rotation of members among groups or departments to stimulate high degrees of mutual understanding and empathy for one another's problems.
4. Win-lose situations are avoided. Groups should never be put into the position of competing for the same organizational reward. Emphasis is always placed on pooling resources to maximize organizational effectiveness; rewards are shared equally with all the groups or departments.

Bargaining Approaches
Disruptive: Win-lose, fixed resources are divided. Competitive conflict management winning battle but losing the war.
Integrative: Win-win, maintaining long term relationships, settlements often of creative solution

Principle Negotiation → Fisher and Ury
observed that some people are too soft and accommodating when they negotiate while others are too hard and competitive.

1. People: Separate the People from the Problem
The need to maintain a relationship with the other party. Fisher and Ury recommend being "soft on people and hard on the problem" and taking the stance of a partner
working with the other side to solve the problem under negotiation. The negotiator
should be empathetic with the other party and accept that human problems concerning
perception, communications, and emotions will emerge in the negotiation process.

0. Interests: Focus on Interests, Not Positions
Focusing on predetermined position makes it difficult to achieve what the underlying interest is. When negotiators focus only on a predetermined position, it may be more difficult for them to achieve what they really want. The parties should assertively present their own interests and mutually identify those that are shared, opposed, and simply different.

0. Options: Invent Options for Mutual Gain
Focus on creativity with commitment to joint problem solving. In this stage the parties brainstorm options that are favorable to both parties. This requires creativity and a commitment to joint problem solving.

0. Criteria: Insist on Objective Criteria
Both parties should agree to be objective. Allows for negotiations to respect principles rather than pressure to agreement. Look for objective criteria, such as market value, expert opinion, custom, or law, that are agreeable to both parties. When objective criteria exist, negotiators can resort to principles rather than pressure to reach agreements.

In principled negotiation, three criteria determine whether or not a negotiation has been
successful:
1. It should produce a wise agreement if agreement is possible.
2. It should be efficient and not waste time.
3. It should improve or at least not harm the relationship between the parties.

Negotiation Terms
BATNA: Best Alternative To a Negotiated Agreement
Fisher and Ury recommend that negotiators arm themselves with an alternative in case the negotiation does not go as expected. A BATNA liberates negotiators from thinking they have to reach an agreement at all costs because it provides the security of an alternative. During the important preparation period for a negotiation, people should determine their own BATNA as well as consider what the other party's BATNA might be.
Bargaining zone, reservation point, perception in conflict, communication in conflict

3 Emotional approaches to negotiation
· Rational: This approach suggests that controlling and suppressing emotional expression is important. In this approach, the negotiator remains calm at all times and does not express any emotion whatsoever.

· Positive: This perspective attempts to "sweeten the pot." Three steps are critical in this approach: (a) feeling positive emotion, (b) expressing it, and (c) engendering it the opposing parties. This approach can result in more creative outcomes and greater joint gains.

· Negative: In this approach, negative emotions such as anger, rage, and irritation are deliberately expressed by the negotiator in hopes of obtaining a more favorable outcome. This approach can be effective. Opponents may assume that the angry negotiator is close to breaking off negotiations and make concessions due to fear. Of course, these concessions may have negative effects on the relationships among the parties.

Roger Fisher and Daniel Shapiro suggest that the key to managing emotions during negotiations is to proactively address core concerns (what people really want) as opposed to only addressing expressed emotion. They identify five concerns: 
1. Appreciation (do I feel valued?),
2. Affiliation (do I feel treated as a colleague?)
3. Autonomy (is my independence validated?)
4. Status (am I being treated appropriately according to the differences in our standings?)
5. Fulfilling roles and responsibilities (am I able to feel fulfilled and feel like I am contributing?). 

Culture and Conflict points
· Choose your representative carefully. In hierarchical cultures, it is insulting to send a lower rank employee to negotiate with a higher ranking one. Be sure that the power statuses are appropriate.
· Understand the network of relationships. Some cultures require multiple levels of approval before the negotiation can be completed. Be aware of all of the steps that must be completed and do not expect that an agreement between the negotiators is the final stage. Approval from those higher in the hierarchy may be necessary before the deal can be finalized.
· Provide mechanisms for saving face. Saving and giving face and maintaining dignity and status are important concerns in many cultures.
· Understand how and when to show respect in the culture.
· Understand the communication style. Cultures differ in the degree to which they rely on direct and indirect communications in negotiations and conflict. For example, in Japan, negotiators are often reluctant to say no and use silence as an indicator of disagreement.
· Anticipate that cultural differences may influence integrative bargaining and "expanding the pie." These differences may be used to help identify opportunities for mutual gain. But they can also blind negotiators to those opportunities.

Two ways to resolve intergroup conflict are:
(a) noncompetitive contact in which the groups have equal status
(b) establishing a superordinate goal that can only be attained through joint cooperation.

-          Negotiation Terms (P 348): BATNA, Reservation Point, Bargaining Zone
-          Perception in Conflict (Slides)
-          Communication in Conflict (Slides)



Chapter 16- Organizational Culture

Organizational Culture:  The pattern of basic assumptions that a given group has invented, discovered or developed in learning to cope with its problems of external adaption and internal integration, and that have worked well enough to be considered valid, and therefore to be taught to new members as the correct way to perceive, think and feel in relation to those problems.

Three Levels of Culture- Schein’s Level of Culture
1. Artifacts: Visible or tangible (ex. organizational stories, rituals, stories and language)
2. Espoused Values:  Values such as strategies, goals and philosophies (ex. company mission)
3. Assumptions: Unconscious taken-for-granted beliefs, perceptions, thoughts and feelings. (ex. It is more important to save face then correct a problem

Sources of Organizational Culture
1. The beliefs, values and assumptions of the founders
2. The learning experience of group members as their organization evolves
3. New beliefs and values and assumptions brought in by new leaders

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, geographical unit, and so on.

Countercultures: whose values are in opposition to those of the dominant culture.

Culture serves as the glue that holds the organization together. Culture also provides members with a sense of identity, generates commitment to something larger than self-interest, and helps people make sense of what occurs in the organization
and the environment.

Organizational effectiveness is more likely to occur when the following aspects are in alignment:
• The people in the organization, and their abilities and motives
• The organization's tasks and the kinds of behavior needed to accomplish those tasks most effectively
• The organization's external environment and the demands it makes on the organization for creativity, flexibility, quality, and so on
• The strategy, which dictates how an organization attempts to position itself in relation to its competitors
• The organization's culture as determined by the leadership styles of management and the organization's structure and values

Internal Integration and Strong Cultures.

Strong Cultures Characteristics
· People in the organization can easily identify the dominant values.
· The selection processes target people who are likely to fit into the culture and find it satisfying.
· Socialization and training convey to newcomers the "ropes" they need to learn.
· Employees who do not fit the culture or produce in accordance with its values are sometimes fired.
· People within the company are rewarded for acting in accordance with the dominant values of the organization.
· By their behavior, leaders and managers send clear, consistent signals about desired values and norms.
· Managers measure and control what is important to the culture.

Advantages of Strong Culture:
1. Clear sense of purpose
2. commitment and loyalty
3. pride in working for organization
4. values serve as a standard reference in decision making

Disadvantages of Strong Culture
1. Resistant to change
2. Pressure for conformity
3. Inward focus

***Strong Cultures have core values and beliefs that are intensely held, more widely shared and more ordered. Culture members know which values are more important relative to other values.

· When compared to weak cultures, strong cultures have core values and beliefs that are intensely held, more widely shared and more ordered. 
· Strong Cultures do not guarantee good performance unless it focuses on all its key constituencies (ex stockholders, employees, customers)

Mechanisms for Transmitting Culture
Culture is transmitted through socialization, stories, symbols, jargon, languages and rituals etc

Socialization: the systematic process by which organizations bring new members into their cultures.

Socialization Process
Strong Cultures use a socialization process that consists of;
1. Careful selection of entry level candidates: Candidates who don't fit the culture are encouraged to remove themselves from the application 
2. Humility-inducing experiences that cause newcomers to question prior behavior, beliefs and values:  Humility and self-examination triggered by experiences make it more likely a new comer will buy into the company's values
3. In-the trenches training that leads to mastery of the business’ core disciplines:  Employees work their way up the ranks, promotions depending on track record
4. Meticulous attention given to rewards and control systems: Company's corporate values are monitored and critical success factors
5. Careful adherence to firm's core values:  Managers ensure their own decisions and actions are consistent with stated values.

0.  Reinforcing folklore: The company's stores are told to newcomers to reinforce corporate culture.
1. Consistent role models: Cultural heroes exhibit traits valued by organization

Mechanisms for Transmitting Culture Interactives
1. Socialization: Systematic process which bring new members into their culture (ex SPROSH)
2. Stories: Narratives repeated among employees over time (ex. Billboards that make you go look online for more)
3. Symbols: Material objects (ex. Type of building and office decor that conveys meaning)
4. Jargon: Shortened words for communication (ex BUSI2101)
5. Ritual and Ceremonies: Repetitive actions celebrate the value of the corporate culture (ex. Remembrance Day)
6. Statement of Principle: Organizational Values and basic assumptions (ex firm's code of ethics-rules to follow)
7. Heroes:  Role Models whose values, personalities and actions reinforce desired organizational culture (ex. SPROTT named after Eric Sprott, a role model)

External Adaption: Contributions such as alignment, control and motivation do not yield high performance unless there is a fit with the environment. 

Organizational Justice consists of
Disruptive Justice (fair distribution of resources)
Procedural Justice (fair decision-making procedures)
Interactional Justice (Fair treatment from others
Managing organizational culture
Primary mechanisms:
1. What leaders pay attention to measure and control on a regular basis
2. How leaders react to critical incidents and organizational crises
3. How leaders allocate scarce resources
4. Deliberate role modeling, teaching and coaching
5. How leaders allocate rewards and status
6. How leaders recruit, select, promote and excommunicate
Secondary mechanisms:
1. Organizational design and structure
2. Systems and procedures
3. Rites and rituals
4. Design of physical space, facades and buildings
5. Stories about important events and people
6. Formal statements of organizational philosophy

The Organizational Life Cycle:
1. Entrepreneurial stage
2. Collectivity stage
3. Formalization stage
4. Elaboration stage


Chapter 17- Decision Making

Vroom’s Leadership Participation Model
The leader-participation model is based on evidence that the choice of leadership style can
affect these four outcomes of the decision-making process:
1. Decision Quality The quality of the decision relates to how wise, well-reasoned, and sound it is. This depends on where the information and expertise needed for a particular decision reside, whether the decision makers care about the good of the organization, and whether the decision team is synergistic rather than dysfunctional.
2. Decision Implementation Many high-quality decisions are never implemented because employees are not committed to doing so. Allowing people to participate in decisions yields greater acceptance and commitment, which usually translates into more effective implementation of the decision.
3. Costs of Decision Making Decision quality and decision implementation refer to a decision's effectiveness. However, efficiency is also a factor because decision making consumes resources, such as time and energy. For example, more participative decisions require more time and utilize more person-hours than autocratic decisions.
4. Development The greater costs of participative decision making are offset by the development opportunity they offer. Team members have a chance to practice problem solving, create a collaborative team, and, because they have a greater voice, employees are more likely to identify with the organization

Groupthink: Groupthink refers to the tendency for members of a highly cohesive group to seek consensus so strongly that they fail to do a realistic appraisal of other alternatives, which may be more correct. Loss of individual opinion. Popular opinion is thought to be the right opinion. No one voices their opinion. People are coming to conclusions without exploring other opportunities. 

Avoiding Groupthink
1. Encourage others to express doubts
2. Adopt perspectives of other stakeholders
3. Bring in qualified outsiders
4. Devil's advocate 
5. “Lets sleep on it” ← avoid saying this

Models of Decision Making
1. Rational Decision Making:
1. Recognize and define the problem.
2. Identify the objective of the decision and the decision criteria.
3. Allocate weights to the criteria.
4. List and develop the alternatives.
5. Evaluate the alternatives.
6. Select the best alternative.
7. Implement the decision.
8. Evaluate the decision

By decision criteria, we mean the factors that a decision must satisfy. Cost, time needed for implementation, and fairness are examples of decision criteria. The model of rational decision making is an outgrowth of classical economic theory with its view of rational man

0. Bounded Rationality:
Maintains that people are restricted in the information they possess to make decisions, engage in limited search for solutions, and settle for less than optimal solutions. In other words, there are limits or bounds on rationality. Bounded rationality is based on these assumptions:

1. Managers select the first alternative that is minimally acceptable, which is called satisficing.
2. Both the available information and the definition of the situation are incomplete and inadequate to some degree.
3. Managers are comfortable making decisions without first determining all the alternatives.
4. Managers use judgment shortcuts to make decisions, which are called heuristics.

bounded discretion; which limits decision alternatives to those that fall within the bounds of current moral and ethical standards. Optimal solutions are not always best because they may involve unethical behavior.
Heuristics are rules of thumb based on past experience that managers use to simplify decision making.

0. Garbage can: Two sides/members argue and they always talk about the problem, not the solution. It is unlikely a solution will be reached. The garbage can model assumes that decision making is haphazard, chaotic, unpredictable, and sometimes depends on sheer luck.
***Understand that important decisions need to be supported with factual evidence (Slides)

A PreMortem conducted with a team has the following steps:
1. Preparation Participants thoroughly review the plan.
2. Imagine a fiasco In this stage, decision makers imagine that the project or plan is a complete and utter failure. They ask themselves what the possible causes of this might be.
3. Generate reasons for failure Participants write down all the reasons why they believe failure occurred. Individuals will have different reasons based on their own experiences and intuitions.
4. Consolidate the lists Each member states one reason for failure. This process continues until all reasons have been shared.
5. Revisit the plan participant's address two or three issues of major concern. Another meeting is scheduled to address the remaining issues.
6. Review the list Periodically, the team reviews the list of concerns. This allows the team to check the list to ensure that all concerns have been addressed.

Chapter 18- Power & Influence

Sources of Power 
1. Expert Power: When a leader has significant domain knowledge/skills. (ex an expert accountant influences how junior accountants go about their tasks)
2. Positional Power: Comes when a leader has a legitimately held position of authority. (ex. typically, the CEO of an organization has the highest positional power)
3. Reward Power: Is evident when a leader can give, or take away, a reward. (ex a leader can influence a follower’s behaviour by awarding a bonus, or taking away perks)
4. Coercive Power: This is felt when a leader creates the perception of a threat. (ex a leader has coercive power if her followers believe that she will initiate disciplinary action)
5. Personal Power: Influence gained by persuasion. (ex a manager may have to rely on nothing more than a friendly please and thank you for an employee to perform a task)

Power Distance: The way in which power is distributed and the extent to which the less powerful accept that power is distributed unequally. Different cultures accept higher degrees of unequally distributed power.

Unsuccessful executives can be traced to an abuse or misuse
of power. Their personal inadequacies were ;

(1) insensitive, abrasive, and intimidating
(2)cold, aloof, and arrogant
(3) betrayed others' trust
(4) overly ambitious and political
(5)unable to delegate or build a team 
(6) overly dependent on others

personal characteristics of people who successfully obtain and exercise a
great deal of power are;

(1) energy, endurance, and physical stamina
(2) the ability to focus their energy and avoid wasted effort
(3) sensitivity so they can read and understand others
(4)flexibility-the ability to consider different means to achieve goals
(5) personal toughness willingness to engage, when necessary, in conflict and confrontation 
(6) the ability to submerge one's ego and be a good subordinate or team player to enlist the help and support of others.

Power is defined as the capacity to influence the behavior of others.

Influence is the process by which people successfully persuade others to follow their advice, suggestions, or orders. In general, there are three possible outcomes to an influence attempt-commitment, compliance, or resistance.

Commitment implies internal agreement, compliance is merely going along with a request or demand without believing in it. 

Resistance occurs when a person's influence attempt is rejected. This can take the form of a flat refusal, passive-aggressive tactics (making excuses or pretending to agree while resorting to delaying actions or sabotage), or seeking out a third party or superior who has the power to overrule the request.


Influence Strategies 

Reciprocity: People repay in kind 
· Give what you want to receive
· Do favors
· Make concessions

Social proof:  People follow the lead 
· Use peer power when available of similar others 
· Get buy-in from peers and bosses who are well-regarded by others
· Demonstrate how many people agree with you

Consistency: People align with clear
· Make commitments active, public, public commitments and voluntary
· Ask people to circulate email messages, memos, or other public communications that state their commitment to a particular decision or course of action

Scarcity: People want more 
· Highlight unique benefits and of scarce items exclusive information 

Expertise and Authority: Task/application relevant 
· Demonstrate specialized expertise and experience knowledge and expertise persuades 
· Exhibit indicators of legitimate authority (e.g., doctors wear lab coats and stethoscopes)

Liking: People respond to 
· Identify similarities (likes, dislikes, those who are pleasant, anything that is shared) likable, and charismatic 
· Offer sincere praise and compliments

Influence Styles

Assertive Persuasion
Push others with our intellect. The essential quality of assertive persuasion
as an influence style is the use of facts, logic, rational argument, and persuasive reasoning.
Although the influencer may argue forcefully. This style is most appropriate when the issue in question is suited to a logical approach, which is not the case with emotional or value-laden issues. Assertive persuasion also works best when the person exerting influence is already respected and enjoys a certain prestige.

Reward and Punishment
Pushing our will onto other people. Reward and punishment involves the use of bargaining, incentives, and pressures, and demanding certain behavior from other people. People who use this style state their expectations for how others will behave and also evaluate that behavior. Rewards may be offered for compliance, and punishment or deprivation may be threatened for noncompliance. People using reward and punishment are very comfortable, generally, in conflict situations. They are comfortable giving clear feedback-both positive and negative-and are very direct about prescribing their goals and expectations. This style is not appropriate with individuals or groups who have a strong need to be in control or not be controlled by a strong desire to others.

Participation and Trust
Pulls others toward what is desired or required by involving them. By actively listening
to and involving others, an influencer using participation and trust increases the commitment
of others to the target objective or task. This is in sharp contrast to the reward and punishment
style in which compliance (not commitment) must be monitored frequently. People who use participation and trust as an influence style also effectively use personal disclosure. By sharing personal information about themselves, others are encouraged to reciprocate, which is one of the first steps in developing a trusting relationship. People who use this style readily admit their own areas of uncertainty and mistakes. By openly acknowledging their own limitations and taking a non-defensive attitude toward feedback, they help others to feel more accepted for what they are.

Common Vision
Pulls. It aims to identify a common vision for the future and to strengthen the group members' belief that through their collective efforts, the vision can become a reality. This style appeals to people's emotions and values, activating their personal commitment to private hopes and ideals and channeling that energy into working toward a common purpose. People using this style clearly articulate goals and the means to achieve them. especially important in organizations undergoing major change efforts .

Influence Tactics 
–Rational persuasion : 
– Inspirational appeals 
- Consultation 
- Ingratiation 
- Personal Appeals 
- Exchange 
- Coalition tactics 
- Legitimating tactics 
- pressure


***  Understand the effect that diverse influence styles has on employee commitment vs. compliance…when certain styles may be necessary or more effective.


Midterm
Chapter 1- Psychological Contracts
There are two types of contracts:
****What is the difference between these two types? How might a violation of an implicit contract affect a working relationship?***
-Implicit: unwritten agreement about what the employee will do in exchange for what the employer will do (e.g. work hard, be supportive in exchange for respect, promotions). Psychological contracts are individuals beliefs, shaped by the organization regarding the terms and conditions of being reciprocal change agreement between individuals and organizations
-Explicit: clearly defined written contracts

Violations- Exit Strategies 
***Provide examples for the midterm***
· used when the psychological contract is breached
Inadvertent: Both parties are willing and able to fulfill their role in exchange but misunderstandings lead one party to act at odds with the interests of the other party
Disruption: both parties are willing but outside circumstances make it impossible for one or both parties to fulfill their end of the contract.
Breach: one party refuses to honor the contract despite being able to.

Reactions
o   Exit
o   Silence
o   Neglect
o   Voice

When psychological contracts are broken, people respond with moral outrage and emotionally. 
Approaching any new organization people make two classes of decisions. A decision to join and a decision to participate.

*****Be able to name and differentiate violations and reactions.******

Psychological Contracts are unwritten implicit contracts. Iceberg model. They are an individual's beliefs, shaped by the organization, regarding the terms and conditions of reciprocal exchange agreements between an individual and an organization's. Mutual expectations. Based on people's perception that they have been promised a future return for their contributions, creating an obligation to reciprocate, THIS CONCEPT IS ROOTED IN;

Social Exchange Theory; people enter into relationships in which not only economic but also social obligations play a role and that people are most comfortable when the exchange is balanced,

Social distance prevents communication
Assumption Grounds: beliefs on how the world works
Organizational Behavior: field of study that investigates the impact that individuals, groups and structures have on behavior within an organization for the purposes of applying such knowledge toward improving an organization's effectiveness
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

Chapter 3- Individual & Organizational Learning

****How is organizational learning an advantage?****
Organizational Learning: Is a process - the way the organization acquires knowledge and solves problems

Learning Organization: Is model designed by Peter Senge that is a way of organizational learning. A learning organization is an organization skilled at creating, acquiring and transferring knowledge and at modifying its behavior to reflect new knowledge and insight.

Essential Characteristics of Learning Organizations:
1. Systematic Problem Solving:  Employees are taught to solve problems using a scientific method. Focuses on data and scientific tools.
2. Experimentation:  Employees are encouraged to take risks and experiment with continuous improvements to outgoing problems to test innovative ideas using pilot or demonstration projects. Results are shared and guide decision making.
3. Learning From Past Experiences: Take time to reflect on and evaluate success and failure. Summarize lessons learned.
4. Learning From Others: Companies look outward to find and adopt good ideas from other organizations. They become benchmarks to help learn
5. Transferring Knowledge:  Learning organizations have mechanisms for quickly sharing knowledge amongst members

Adaptive Learning:  A coping approach that focuses on solving problems and making incremental improvements using prevailing mental model.
Generative Learning:  Consists of continuous experimentation and feedback in an ongoing analysis of how organizations define and solve problems. Creative rather than coping. 

Error Harvesting: Failures can be costly if repeated. Another term is “Quality Circles” or “Action Learning Groups”. Quality Circles identify problems and suggest solutions and boost morale.

Single Loop: Problem focuses on one area (Adaptive)
Double Loop: Problem is larger than just the one department. Talk to all participants, including customers. (Organizations need to adapt this approach) (Generative)
Triple Loop (Deuteroloop)- Learning to learn 

Learning styles are important because they teach us about ourselves and are apart of the reflective mindset- gaining self awareness. It helps us understand one another's preferences when working with teams.

Learning Process Cycle
1. Concrete Experience (CE): Being involved in experiences, dealing with immediate human situations in a personal way. Emphasizes perception of feeling, focusing on uniqueness, artistic and intuitive approach. Value relating to people, open minded. (ie. taking a midterm)
2. Reflective Observation (RE): Understanding the meaning of ideas and situations by carefully observing and impartially describing them. Emphasizes understanding. Good at looking at things from different perspectives. Value patience and thoughtful judgement. ( ie. Doing poorly on the midterm then reflecting on what went wrong)
3. Abstract Conceptualization (AC): Focuses on logic and ideas and concepts. Emphasizes thinking as opposed to feeling. Scientific approach. Value precision, neat, conceptual system. (ie.Developing a study plan.)
4. Active Experimentation (AE): Actively influencing people and changing situations. Emphasizes practical applications. Focus’ on doing. Willing to take risks to achieve objectives. They also value having an impact and influence on the environment around them. (ie. Taking the practice test or follow up quiz.)

Learning cycle is continuously recurring: continually test our concepts in experience and modifying them as a result of our observations of that experience
The direction of the learning cycle is governed by one's felt needs and goals: the process of the learning cycle is erratic and inefficient when personal objectives aren't clear
Learning process is directed by individual needs and goals: Learning styles become highly individual in both direction and process

Kolb’s Learning Style Types
***Know your learning style and have an understanding of how it differs from the others (be able to differentiate the styles***
***Understand the drawbacks of having too many or too few of one learning style in a group (be able to identify one point for each)***

Divergent Learning Style (CE&RO): Imaginative ability and awareness of meaning and values. View concrete situations from many perspectives and to organize many relationships. Adaptive by observation. Interested in people, imaginative. (ie. Humanities)
	When there are too many Divergers:
· Paralyzed by alternatives
· Cannot make a decision
When there are too few Divergers:
· Lack of ideas
· Inability to recognize opportunities and problems

Assimilation Learning Style (RO&AC): The dominant learning abilities are abstract and conceptualize and reflective observation. Inductive reasoning is the ability to create theoretical models and in assimilating disparate observations into an integrated explanation. Theory is logical and precise (ie. Research)
	When there are too many Assimilators:
· Castles in the air
· No practical application
	When there are too few Assimilators
· Unable to learn from mistakes
· No sound basis for work
· No systematic approach

Convergent Learning Style (AC&AE):  Relies primarily on the dominant learning abilities of abstract conceptualization and active experimentation. Problem solving, decision making and practical application of ideas. Prefer dealing with technical tasks and problems. (ie. Engineers) - opposite of divergent 
	When there are too many Convergers:
· Solving the wrong problems
· Hasty decision making
	When there are too few Convergers:
· Lack of focus
· No testing of ideas or theories
· Scattered thoughts

Accommodative Learning Style (AE&CE): Carries out plans and tasks and getting involved in new experiences. Opportunity seeking, risk taking, action. Adaptive. Solve problems using trial and error. (ie. Business)- opposite of assimilation
	When there are too many Accommodators:
· Trivial improvements
· Meaningless activity
	When there are too few Accommodators:
· Work is not completed on time
· Impractical plans
· Work is not goal directed

From lecture
Learning formal definition

3 Types of Learning
1. Cognitive (Thinking): mental skills
2. Psychomotor (Physical): manual or physical skills 
3. Affective (Emotion): growth in feelings or emotional areas

Levels of Learning Styles
1. Individual; learning on your own
2. Group; learning with a group of people
3. Organizational; learning as a collective organization
4. Interorganizational; learning within the organization

Classical Conditioning; Pavlov’s Dog-  a learning process that occurs when two stimuli are repeatedly paired; a response that is at first elicited by the second stimulus is eventually elicited by the first stimulus alone.

Cognitive Learning; Theory explains why the brain is the most incredible network of information processing and interpretation in the body as we learn things. This theory can be divided into two specific theories: the Social Cognitive Theory (SCT), and the Cognitive Behavioral Theory (CBT).
[image: https://lh4.googleusercontent.com/0OYrwdsX9ALK-bdhZw40aTaZE-Sf-giuhG2K2pQmFlBU0TaCkt-VdzsMNroWkg4oantNMDcch99k3q1wxX2uOtDHudsAUsiwSo3BZ7dEf1AVwuUFFOpuwHvw0AwnJu9yEmbN96iM]
Social Learning; posits that learning is a cognitive process that takes place in a social context and can occur purely through observation or direct instruction, even in the absence of motor reproduction or direct reinforcement.

Organizational Learning: The way management selects to create and enhance learning in the organization


Chapter 4-Decoding Human Behaviour & Personality

****Essay Question****
The Big Five Model (OCEAN Dimensions)
· Openness to experience refers to the extent people actively seek out new and varied experiences and the extent to which they are aware of their thoughts and feelings, and impulses and are able to be attentive to many of them simultaneously. 

· Conscientiousness People who are conscientious tend to be dependable and trustworthy and conform to social norms

· Extroversion refers to how outgoing, sociable and assertive people are. Tend to be very active and energetic, having many interests and hobbies.

· Agreeableness captures the extent of which people are likable, cooperative and considerate

· Neuroticism also called emotional stability, the tendency to experience chronic negative emotions such as worry, insecurity, self pity, poor self image and mood swings.

HONESTY IS ANOTHER ONE THAT IS UP FOR DISCUSSION TO BE ADDED TO THE 5

Core Self Evaluation: Self-esteem, self-efficacy, locus of control, emotional stability

Dark Triad
3 Characteristics linked to destructive behavior
1. Machiavellianism:  believe that the ends justify the means and that manipulation is an acceptable way to influence people. They tend to be emotionally distant.
2. Narcissism: Extreme selfishness, with a grandiose view of one's own talents and a craving for admiration, as characterizing a personality type.
3. Psychopathy: Characterized by persistent antisocial behavior, impaired empathy and remorse, and bold, disinhibited, egotistical traits

Locus of Control refers to the beliefs people have about why things happen to them. People with an internal locus of control tend to believe that they control their own fate and destiny. In contrast, people who have an external locus of control tend to think that luck, chance, or other environmental factors control what happens to them.
Myers-Briggs Type Indicator (MBTI)--->Based on Carl Jung’s theory of personality.
· Extroversion/Introversion (E/I) refers to how an individual acts socially. Extroverts are very outgoing and sociable whereas introverts are shy and prefer to be alone

· Sensing/Intuiting (S/N) Measures how people [refer to collect information, Those who score towards sensing tend to prefer to use their five senses to systematically obtain factual information. Intuitive people use instinct and subjective perception. 

· Thinking/Feeling (T/F) captures how people evaluate information. Thinking types prefer to rely on logic and analysis whereas feeling types rely more on their own and other people's reactions.

· Judging/Perceiving (J/P) refers to how people like to make decisions. People who score more on the judging side are planners and like to control the decision making process. Perceivers are more flexible, spontaneous and adaptive to their decision style. 

Emotional Intelligence- (4) Dimensions
1. Self-Awareness
2. Others Awareness
3. Emotional Regulation
4. Use of Emotion

Nigel Nicholson Dealing with “Difficult” People
1. Create a rich picture of the problem person 
· The problem person What motivates this person? What obstacles are preventing them from achieving what they want? What would happen if those obstacles were removed? How often has this behavior occurred?
· Yourself What might you be doing to encourage the problem? Are you unknowingly rewarding some behaviors and punishing others? Is there something that you did that set the person on the wrong track?
· The situation What might be causing you and the problem person to behave poorly? Is there something happening within the organization that might have an impact? What triggered the behavior?
1. Reframe your goals try to think flexibly about what you want to happen.
1. Stage the encounter schedule a face to face meeting to discuss the issues. Acknowledge the person's value and 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 situation that is acceptable for both of you.
1. Follow up set aside time to monitor and reward progress or take corrective action 

Cognitive Affective Processing System (CAPS) says that the personality system is comprised of mental representations called cognitive-affective units (CAU’s) which are defined as interpretations of people and situations, goals, expectations, memories and feelings. People differ in the content of these representations, in how accessible they are, and in how they are related to one another. These representations are affected by genetic, cultural, societal and developmental factors.

The conditional reasoning approach is a contingency model because it assumes that responses to situations depend on the personality the individual faced within the situation.
Attraction-selection-attrition framework, different individuals are attracted to different situations or organizations, will be selected by and become successful within the organizations, and will avoid or leave various types of organizations and situations depending on their preference. 
Conditional reasoning has weaknesses such as it takes into account how individuals make sense of their social environment, therefore it underscores the importance of understanding individual motives and needs. It does not allow us to fully understand how the same individual might act differently in similar situations nor how dispositions change over time.

Interactionist models hypothesize that personality is an important factor in determining an individual’s behavior. 
Chapter 5- Motivation
5 Steps of positive reinforcement
1. Understand the purpose of positive reinforcement: utilize positive reinforcement to change an undesirable behavior to a desirable one. Once they are exhibiting the desired behavior maintain it. 

1. State the undesired behavior:  Clearly understand exactly what behavior to change. Specifically state the undesired behavior that you want your boss to change. 

1. State the desired behavior: Specifically state the behavior you want your boss to show.

1. Create an opportunity for the desired behavior: Either create an opportunity where your boss will show the desired behavior or wait for it to occur naturally and reinforce it. 
· In order to create the opportunity your boss must be aware of the particular behavior that is bothering you. 
· You need to let the boss know how this makes you feel. Without insight to your inner feelings,, he is unable to share or understand the impact he has on you.

1. Give verbal praise: Provide positive reinforcement when the desired behavior is shown. State the desired behavior, indicate you like the desired behavior, give verbal praise

-          In this class we did the Moon Tent exercise…think about your role, and the roles of others, within the Moon Tent factory and the nature of the work you performed. This is a good example to use when applying motivational theory and in trying to understand concepts within a contextual framework. 

***Why do managers use motivation?**
Motivation:  The psychological forces that determine the direction of people’s behaviour, their level of effort, and level of effort, and level of persistence. 
Every living being is motivated. The primary task for managers is managing motivation, therefore is channeling and directing human energy towards activities, tasks and objectives that further the organization’s mission. Motivation is an internal state that directs individuals toward certain goals and objectives. Managers cannot directly influence this internal state.
Manipulation is a very inefficient way to manage employees. The effective way is understanding. If you understand you are able to work with your employees and create conditions where motives can be satisfied in a work setting.
· The sources of motivation can be intrinsic and extrinsic.
Intrinsic:  Performed for its own sake. The work is pleasurable.
Extrinsic: Performed for the consequences it brings- material or social rewards or even avoidance of punishment.

Maslow's Hierarchy of Needs
Lower Order
1. Physiological- salaries, wages
2. Safety- pension, health care plans, career paths, safe environment
Higher Order
1. Love/Belonging- interaction with colleges, work team structures, social, parties
1. Esteem- feedback and recognition, respecting employee input
1. Self-Actualization- employees that utilize all their skills and talents fully at work

***different cultures have different needs***
***the previous level must be fulfilled before advancing***

· McClelland's Need Theory
Used the Thematic Apperception Test (TAT) which made subjects write stories in response to pictures.
He found evidence of three human motives; need for power, need for affiliation and need for achievement. Most people have a degree of each of these motives in their thoughts but seldom in the same strength.
1. The need for power (n-Power): Defined as the need to influence and lead others 
and be in control of one's environment.  Two faces for the good of others. 
· Positive face is socialized power,  which is  influence used for the good of others. People driven by a need for socialized power seek a management position or political office to make their organizations better so that others will benefit.
· Negative face is Personalized power, an unsocialized concern for personal dominance. People with the need for personalized power have less inhibition or self-control and they exercise power impulsively. Often more rude, drank excess and engaged in casual sexual exploitation etc.Dictators are often motivated by personalized power.
1. The need for affiliation (n-Affiliation): The desire for friendly and close interpersonal relationships. People high in Affiliation prefer cooperative situations to competitive situations, they seek relationships involving a high degree of mutual understanding.
· Positive face is Affiliative interest, is a concern for interpersonal relationships but not at the expense of goal oriented behaviour. People motivated by affiliative interests value good relationships and work at maintaining them, but their concern with relationships does not prevent the, from giving negative feedback or making tough decisions.
· Negative face Affiliative assurance, a concern with obtaining assurance about the security and strength of one’s relationships and avoiding rejection.  Managers with strong affiliative assurance look for proof that others are committed to them and avoid issues and conflicts that might threaten the stability of the relationship. They seek approval from others and devote more energy to maintaining relationships than achieving work goals. Worry about being disliked. 
1. The need for achievement (n-Achievement): The need to accomplish goals, excel and strive continually to do things better. People with high n-Achievement want to take personal responsibility for their success and failure, like to take moderate calculated risks, prefer situations in which they get immediate concrete feedback on how well they are doing, and have a single minded focus on accomplishing a task. Their sense of personal responsibility may prevent them from delegating authority unless they value developing and empowering subordinates. Prefer to work alone even though most problems are best solved through collaboration. 

A manager's effectiveness depends not only on his or her need for power but also on the values he or she brings to the job. Satisfied needs do not motivate behaviour, although that changing conditions may turn a previously satisfied need into a motivator. Content theories show us that people have various mental maps when it comes to motivation. Not everyone is motivated by the same needs.

Job Characteristics Enrichment Model (Hackman and Oldham)
Shows that the positive outcomes of job enrichment characteristics are high internal work motivation, high quality work performance, high satisfaction with the work, and low absenteeism and turnover. However, these outcomes occur at maximum level only when all three of the critical psychological states are experienced: experienced meaningfulness at work, experienced responsibility for the work outcomes and knowledge of the actual results of the work. [image: https://lh5.googleusercontent.com/UnaSszlk1hyysk6oLLjuEf_PHsh_b0KURyRTtvqtg-IjJ2J0wPeVDHWxtLvM2q1ErXmQXNXx7JGsT_0iSO5mx-Ss-OBFKLAGKi2fZHy464QXr2sK8qopUX0Fka3ths-v2BqMqOGV]

Ensuring that the work situation is one that employees find ,motivating and involving is a continuous task for managers


o   Core characteristics:
· Skill Variety: The degree to which a job requires a range of personal competencies and abilities in carrying out the work
· Task Identity: The degree to which a job requires completion of a “whole” and identifiable piece of work, that is, doing the job from start to end with a visible outcome
· Task Significance: The degree to which the job is perceived by the employee as having substantial impact on the lives of other people, whether those people are within or outside of the organization
· Autonomy: The degree to which the job provides freedom, independence and discretion to the employee in scheduling the tasks and in determining the procedure to be used in carrying out the task/
· Job Feedback: The degree to which carrying out the job related tasks provides the individual with direct and clear information about the effectiveness of his or her performance

o   Critical psychological is a perspective on psychology that draws extensively on critical theory. Critical psychology challenges mainstream psychology and attempts to apply psychological understandings in more progressive ways, often looking towards social change as a means of preventing and treating psychopathology

o   Personal work outcomes
Process Theories (Locke)

****** Be able to define and contrast each theory ******

Goal-Setting Theory:  Setting clear objectives and ensuring that every participant is aware of what is expected from him or her, if this objective is to be achieved.  Goals provide a sense of direction and sense of how much effort is needed to be successful. They promote the development of a strategy to achieve goals, mobilize effort, focus attention and encourage persistence. 1) specific goals increase performance 2) compared to easier goals, difficult goals that are accepted by employees result in higher performance 3) feedback leads to a higher performance 4) people are more committed to goals that are made public and that they set themselves.

Equity Theory (J. Stacey Adams): 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 skill, creativity, effort). They compare their own input output ratio with 1) relevant others 2) system policies and precedents and or 3) criteria related to self such as previous jobs or commitments. When inequality exists and they are either over rewarded or under rewarded, people will attempt to correct this situation.

Expectancy Theory:  Assumes motivation is a function of three linkages: 1) effort performance  expectation that if a person makes an effort, it will result in good performances 2) performance outcome expectation that good performance will result in a particular out come or reward 3) the valence (value) of the reward to the person. Ability also influences how much effort is necessary. If these linkages are in place people will be motivated.
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Operant Conditioning- Reinforcement Theory: BF Skinner developed operant conditions, the idea that people continue behaviour that is rewarded and suppress behaviour that does not lead to desired consequences. Managers sometimes lose their top performers due to burnout or equity complaints. The main tenets of reinforcement theory are that managers should reinforce desired behaviour and discourage undesirable behaviour by negative reinforcement, extinction or punishment. 
· Punishment is defined as administering an undesired or negative consequence in response to undesired behaviour.
· Negative reinforcement - undesired behaviour results in punishment. 
· Positive reinforcement involves giving people positive outcomes when they perform the desired behaviour. 
· Extinction occurs when the reinforcer for an undesired behaviour is removed. 
Chapter 8- Interpersonal Communication

Communication is the process by which information is exchanged between communicators with the disk of achieving mutual understanding. 
o   The process by which information is exchanged between communicators with the goal of achieving mutual understanding. 

Arc of distortion is the difference between what the sender intended to communicate and what the receiver actually understood. 

*****The difference between what the sender intended to communicate and what the receiver actually understood (be able to draw and label the arc of distortion)***

All behaviour communicates a message, even if it is non verbal.Communication is the process vehicle through which relationships are formed, managed and occasionally dissolve.
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Feedback helps close the gap.

Feedforward: “this might be important” indicating that what you will say next is of significance, warning the user to pay attention
Altercast: “Put yourself in my shoes”

Transactional Model

***Understand the shared field of experience.   Be able to identify the three types of noise***

This is called the transactional model  because it acknowledges that our responses to speakers’ messages lead them to modify what they say next.
The different time periods reflect the changing nature of communication over time. Communication occurs within social systems and communicator has a personal context, a field of experience.  Mutual understanding is challenging and explains why two communicators need to find a shared field of interest (culture, family, friends) 
Noise is defined as anything that interferes with intended communication. Types of noise: 1) environmental (hot rooms) 2) psychological (headaches or hunger pangs) and 3) emotional (worry, fear or anxiety)


[image: https://lh6.googleusercontent.com/asskBUdQ5iG3xtxK4sKSXgSJCxk8VWpjqMuYRaQ1Jvc9oYpYjGrVZl7pW1dVKGq5F9I4J2WIpUR4HIkrBtwx96ERCRjMGzELHG125gkDK6y0TmuuhoGbi-5ttNIoKXR3eDW2jzCP]
 	Comment by Hersi Osman: Know chart
Face to face communication is the richest as it is synchronicity, allows you to watch for non-verbals, tones, and expressions.

It is the SENDER'S job to ensure that the message was understood. They help with the feedback to make sure the message is the same.

Barriers to Communication	Comment by Hersi Osman: Just know a few, not all. 

1. Poor Relationships: We communicate in a different, more effective manner with people who are supportive than with people who are not. Poor relationships and communications go hand in hand with lacking trust.

1. Lack of Clarity: Failure to consider how one’s audience will perceive the message can result in unclear messages. Ambiguous language causes confusion and jargon is incomprehensible to outsiders or newcomers.

1. Individual Differences in Encoding/Decoding: Encoding and decoding are heavily influenced by personal factors such as education, personality, socioeconomic level, family etc.  Meaning lies in people not in words. The most effective communicators are  “receiver oriented” because they gear their messages to the receiver. 

1. Gender: Women focus on seeking and giving confirmation and support, and they are more likely to aim for cooperation. Men tend to be more focused on status and trying to maintain or achieve the upper hand in a conversation. Gender can influence how messages are sent and encoded.

1. Perception: People pay selective attention to the communication that comes their way and only hear some of the message.  They may hear the message specifically so it enforces their own beliefs. People are likely to interpret messages they hear subjectively rather than objectively. Culturally determined. 

1. Culture: Differences in cultural can act as barriers. Sometimes words do not translate over exactly or the words simply do not exist. Different cultures have different tendencies. Some talk more while others stay silent as a way of respect for authority.

1. High-context versus Low-context: Cultures cary in the extent that language is used to communicate the message. Low communication is found in individualistic cultures. High context communication found in collectivist cultures. In low context communication, the onus lies on the sender to craft and transmit a clear, explicit message that is easily decoded. For high context communication, the onus relies on listeners to “read” meaning into the message based in their underlying historical context, social norms, roles and situational context.

1. Silence:  In multicultural teams, members of highly verbal communication cultures who do not perceive that silence conveys meaning tend to fill pauses and silences so they do not allow enough room for people with a more succinct style to interact.

1. Direct versus Indirect: Refers to the extent to which language and tone of voice reveals or hides the speaker’s intent. Direct shows their intent outright while indirect hides it. In multinational teams it is not uncommon for different nationalities to need time to adjust to varying levels of direct and indirect speech. In all cultures there are specific contexts to which indirect and direct styles are utilized. 

1. Self-enhancement versus Self-effacement: Varies in terms of how one refers to one’s effort or performance. Self-enhancement verbale styles emphasize the importance of boating about or drawing attention to one’s accomplishments and abilities. The self-effacement style emphasizes the importance of humbling oneself via verbal restraints, hesitations, modest talk etc.Collectivist cultures are generally self-effacing while others are generally self-enhancing

1. Misinterpretation of Nonverbal communication: Nonverbal communication conveys important messages and are produced more automatically than words. Generally, our non verbal signals relate to the feeling level of the content we communicate. More meaning is taken from non-verbal signals.

1. Defensiveness: Usually caused by the senders poor communication skills and the receivers lo self concept. Ways to avoid provoking defensive behaviour: 
· Assuming a problem solving orientation rather than trying to control the situation and telling others what to do
· Wing spontaneous (authentic) rather than strategic (calculating)
· Showing empathy rather than neutrality 
· Being open minded rather than closed minded. 

1. Lack of Feedback and Clarification: Feedback includes what the person hears and confirming that the message they received is what the first person meant. The purpose of communication is mutual understanding. Unless we check with people, we may mistakenly assume that communication occurred when it did not. 

1. Poor Listening Skills: Clarifying the message and active listening are ways to avoid communication failures. People often waste time and energy trying to determine who is at fault which provokes a defensive reaction and further inhibits mutual understanding. 

6 Non Verbal’s the same in every culture
1. Fear
2. Joy
3. Surprise
4. Anger
5. Disgust
6. Sadness

Components of Active Listening
1. Being non evaluative
2. Paraphrasing the content
3. Reflecting implications 
4. Reflecting underlying feelings
5. Inviting further contributions 
6. Using nonverbal listening responses

Responding Styles
1. Evaluate: The listener implies what the sender should do. Such responses suggest either a positive or negative assessment 
2. Interpretive: The interpretive response indicates that the listeners intent is to teach, tells the sender what their statement or problem really means and how  h we can really feels about the situation. 
3. Supportive: Supportive response indicates the listener’s intent to reassure. 
4. Probing: This type of response indicates that the listener’s intent is to seek further information, provoke further discussion. 
5. Understanding: Indicates that the listeners intent is only to ask the sender whether the listener correctly understands what the sender is saying. 


Chapter 9- Perception and Attribution

Social Identity
Social groups have shared perception. We communicate with people we perceive to be like us. Sharing a social identity means that people perceive themselves similar along important dimensions. And define themselves in terms of the groups in which they are members. When we categorize people into groups, we tend to view other members within different groups as inferior. 

Social identity theory is based on the belief that people tend 
1. to perceive themselves and others in terms of social categories rather than as individuals (social categorization)

1. to asses the relative worth of groups as well as individuals by comparing them (social comparison) 

1. to perceive and respond to the world not as detached observers but in terms of their identity, which depends on the social groups to which they belong (social identification) 

Johari Window
A theoretical conceptualization; it is an information processing model that consists of four regions determined by whether information about oneself is known or unknown to oneself and others. When a person's arena is very small communication is hindered. The more we share the better communication is. Two ways to increase our arena are self disclosure and feedback from others. Our arena is smaller and our facade is larger when communicating with people we do not identify.[image: https://lh5.googleusercontent.com/_4qIQOvQN4p_Jzg1kWUgzC8By9vKP9o6O1V0jxJv2YUx-Jg4V1knVdaDHmTDh2vL3sOg7NABGMNGdiuB55KWkCYA58_tfUYepZU-G99r4fA3LdNMGpHWs6z5Gl9dSEPebxm3yUWT]

Arena:  This cell includes information that I and others know about me- mutually shared perceptions. In other words, people see me the way I see myself
Facade (self esteem issues, ashamed): This cell contains information that I know about myself but hide from others. In other terms, people see a “false me” and I must always be on guard to prevent them from seeing the “real me”
Blindspot (uses defense mechanisms): This cell consists of information of characteristics that people perceive in me but that I do not see in myself. In other terms, people know certain things about me that they may not tell me.
Unknown: This cell is made up of information and characteristics that neither I nor others see in myself. Psychoanalysis might be necessary to unearth this type of information

Shrink Blindspot through feedback
Shrink Facade through disclosure
**trust is needed to shrink these**

The potential for the most trouble is the Facade. This is because people do not know which topics to avoid. At least with blind spot they are aware of the topics that are off limits. 

*** Understand the elements of the window (arena, façade, blindspot, unknown) and the role that they play in the communication process (e.g. how would a large blind spot hinder effective communication?)***

Attribution
Attribution theory, when people observe behaviour, they attempt to determine whether it is internally or externally caused.

Three types of information that help us make causal judgements about others:
1. Consensus: refers to the extent to which others behave in the same manner
2. Consistency: is the extent to which the person acts in the same manner at other times
3. Distinctiveness:  is the extent to which this person behaves in the same manner in other contexts

Self-serving bias:  is the tendency for people to attribute their success to internal factors and their failings to external factors.

Fundamental attribution error:  is the tendency to underestimate the influence of external factors and overestimate the influence of internal factors when making judgements about the behaviour of others 

Without a conceptual system to simplify and order our experiences, we would be overwhelmed by stimuli. Failure to recognize that our perceptions are to some extent our own creation can leave us closed, defensive and unable to profit from new experiences.

Perceptual Distortion

***Be able to identify and briefly explain the perceptual distortions identified***

Stereotyping  occurs when we attribute behaviour or attitudes to a person on the basis of the group to which the person belongs. Stereotypes are based on relatively little information, resistent to change even in light of new information, and rarely accurately applied to specific individuals. 
Halo effect  occurs when our evaluation of others is dominated by only one of their traits.
Primary effect means one’s perception is dominated by the first impression of another person.
Recency effect  when one’s perception is dominated by the most recent impression of another person
Central tendency  is the perceptual distortion that occurs when a person avoids judgements and rate everything as average
Contrast effects  are present when our evaluations are affected by comparisons with other people we have recently encountered who are either better or worse in terms of this characteristic.
Projection  is the tendency to attributes one’s personal attitudes or feelings to another person, thereby relieving one’s own sense of guilt or failure. 
Perceptual defense , these defenses act as a screen or filter, blocking out that of which we do not want to see and letting through that which we wish to see.

Perception is the process by which we select, organize and evaluate the stimuli in our environment to make it meaningful for ourselves. Serves as a filter so that we are not overwhelmed. 

Three Stages of the Perceptual Process
1. Selection:  Selective attention is 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 factors that affect perception are motives values, interests, attitudes etc. Information that conflicts with what we want to believe is often ignored or distorted to confirm our expectations. External factors that influence perception are characteristics if the target we perceive. Our intention is drawn by motive, intensity, size etc. 
2. Organization: The organization of the stimuli that has been selected to make it simpler. Our thought process automatically structures stimuli into patterns that make sense to us. We organize stimuli into schemas. Schemas are mental maps of different concepts, events or types of stimuli that contain both the attributes and concept and relationship among attributes. 
3. Evaluation: We interpret stimuli in a subjective rather than objective fashion. Our conclusions are biased by our individual attitudes, needs experiences etc at the time. Interpretations differ from person to person but also the same person can have diverse perceptions of the same stimuli at different points in time. 
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