Chapter 1- Psychological Contract and Commitment
What is Organizational behavior
· A field of study that investigates the impact that individuals, groups, and structure have on behavior within organizations for the purpose of applying such knowledge toward improving an organizations effectiveness
· An organization is 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

Creating a Great Place to Work
· Since most people spend the majority of their time at work, the quality of the work experience has a big impact. Employees state that the most important factor of having a great place to work is having a high level of trust.
· Creditability, what employee’s thing about managements believability, competence, and integrity
Creating Believable Trust
	Sharing information broadly- giving employees greater information
	Accessibility to employees- make top executives available to employees


	Willingness to answer hard questions- management makes themselves available to answer any questions
	Delivering on promises – Integrity, follow up on dialogue and be believable

	Showing recognition and appreciation – say thank you, awards,
	Demonstrating personal concern – Respect, show a genuine interest in person instead of just employee


Psychological Contract
· Psychological contract is an individual’s beliefs, shaped by the organization regarding the terms and conditions of a reciprocal exchange agreement between them and the organization
· Essentially, an implicit arrangement between the employer and the employee.
· Mutual expectations employees and employers have of each other
· [bookmark: _GoBack]People’s perception that they have been promised a future return for their contributions, creating an obligation to reciprocate 
· Contracts are not written and prone to violations
Social exchange theory
· Argues that people enter relationships in which not only economic but also social obligations play a role and that people are most comfortable when the exchange is balanced
· Implicit not explicit stated
Iceberg Model
The theory that the visible service of the iceberg (10-15%) represents the explicitly formal contract between employees and employer whereas the other underlying constructs of the iceberg (85-90%) represents the psychological contract with regards to implicit informal expectations.
“It wasn’t the surfaced iceberg that sunk the Titanic but the magnitude of the underlying mass”
Sources of Violation


	Willing
	Unwilling

	Able
	Inadvertent-
	Breach

	Unable
	Disruptive
	No contract



· Inadvertent- Violator was willing and able to respect the terms of the contract but there was a misunderstanding of expectations
· Was told that the meeting was at 4PM but mistook it for 4:30PM. He wanted to show up on time but there was a misunderstanding
· Disruptive- The violator was willing to respect the contract but was unable to because of events outside the violators control.
· Was on his way to the 4pm meeting but there was a car accident during his route. He wanted to go but their barriers preventing him from going
· Breach- Violator was able to respect terms of contract but was unwilling to do so.
· Was able to go to the meeting on time but decided that he did not want to do so
· No contract- Unwilling and unable
System violations: people with families tend to get more benefits
People Violations: Coworkers/classmates that don’t fulfil their part of the work
Reaction to Violations
· When a psychological contract is violated one of 4 types of responses occur
· Exit: Quits the job, exits the relationship
· Voice: Vocalization of violation, as in addresses manager what the problems are
· Silence: Remains silent and passively copes with violation hoping problem will go away
· Neglect:  Does the bare minimum required to keep relationship and is not motivated nor committed to relationship anymore
Pinch Model
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· Pinch model describes the dynamic quality of psychological contracts and suggests ways of minimizing the potentially dysfunctional consequences of shifting expectations
· Step 1: First stage of any relationship between 2 individuals is characterized by sharing information and a negotiating of expectations
· if not reasonable, they will deselect themselves, the equivalent of a planned termination
· Step 2: Role clarity and joint commitment- Both new employees and the manager understand and accept the role the other party expects them to play and are motivated to meet expectations. 
· Step 3 – period of stability and productivity, which allows them to focus their energies on work
· Step 4- Eventually, one or both parties might feel a pinch. Employee may have been willing to put in heavy overtime when he was single. But now married, can’t put in the hours. This is an early warning sign to manage psychological contract process before situations become disruptive. Discussing and renegotiating expectations at this point can either return to stability or a planned departure.
· Step 5 – a disruption of shared expectations. Since the rules that were accepted initially have been upset, one or both parties experience heightened ambiguity, which can result into resentment and anxiety.
· Step 6- Crunch point is the straw that broke the camels back (boss unfairly acuses a dedicated employee of not working hard enough because boss is misinformed, or promotion that goes to an undeserving employee. Forces people to choose among 3 alternative actions
· Effort to return to the way things used to be- parties apologize for misunderstanding, smooth over conflict, and attempt to renew their commitment to one another under terms of old contract
· Renegotiate under duress- by sharing information and negotiating their expectation
· Resentful termination- might be either psychological “ill be dammed if I do anything more for this job” or physical “absenteeism, tardiness, quitting, firing”
· Illustrates how to manage psychological contract and avoid major disruptions by heeding early warning signs that expectations may have changed and need to be reconsidered
Law of Requisite Variety, Conceptual Toolbox, and False Consensus Bias/Effect
· Law of requisite variety- States that more complex problems need more complex thinking/ grasp
· For a person to register the complexity of the environment, that person must be as complex as the environment.
· Conceptual toolbox- selection of concepts that can be used as tools to solve problems
· False consensus bias/effect – Think that others see things the way we do
· Based on experience in situation
· Overgeneralize
· cognitive bias whereby a person tends to overestimate the extent to which their beliefs or opinions are typical amongst others

Chapter 2 – theories of managing people
McGregor’s Theory X and Theory Y
· Described two ends of a continuum of assumptions about people and human nature
· Also described as carrot and stick method
	Theory x (Traditional) Stick
	Theory Y (Emerging) Carrot

	People are naturally lazy; they prefer to do nothing
	People are naturally active; they set goals and enjoy striving

	People work mostly for money and status
	People seek many satisfactions in work: pride in achievement, the work itself, sense of contribution, pleasure in association

	Jobs are primary and must be done; people are selected, trained, and flitted to predefined jobs
	People are primary and seek self-realization; jobs must be designed modified and fitted to people


· Theory X:  Pessimistic view of their people, and assume that people need to be prompted, rewarded, or punished constantly to make sure that they complete their tasks 
· Managers who think that is consistent with the belief that people are lazy and incapable of thinking for themselves will manage employees in a way that is consistent with that belief
· Cause subordinates to feel that they have no responsibility in their job, and thus a self-fulfilling prophecy is thus set in motion, and view of human nature is confirmed
· Theory Y: Managers have an optimistic, positive opinion of their employees, and use a decentralized, participative management style
· People have greater responsibility and managers encourage them to develop their skills and suggest improvements
· Appraisals are regular but are used to encourage open communication rather than control staff. Frequent opportunities for promotion
Scientific Management – 
· Frederick Taylor
· Emphasized the efficient division of labor into small, specialized, standardized jobs that were carefully matched with the capacities of workers
· Ideal manager scientifically determined goals that needed to be accomplished, divided work up in most efficient way, trained workers to do the job, and rewarded them by wage incentives
Administrative Theory – 
· Fayol defined the functions of a manager as planning, controlling, organizing, and commanding and advocated the study of management as a discipline
· Believed that if managers designed the organization correctly and followed proven principles of management, the organization would succeed
Human Relations School
· Hawthorne studies contributed the idea that worker output was affected by numerous ignored variables:
· How workers were treated
· How they felt about their work
· Hawthorne effect is the alteration of behavior by the subjects of a study due to their awareness of being observed
· Acknowledges workers had to be considered more than hands and that they have feelings. 
· Effective manager was expected to pay attention to people’s social needs and elicit their ideas about work issues
Decision making school
· March and Simon
· Employees make the decision to join an organization, but once hired, they also have the decision to participate or not or to work as hard as they can
· Outcome depends on employee’s rational analysis of the situation and rewards
· Managers consider workers minds and set premise for employee decisions
· Bounded rationality- we often satisfice (choose a solution that is merely good enough) rather than maximize or optimize when we make decisions  
Open systems theory
· Maintains that organizations and all subdivisions within them take in resources and transform them into a service or product that is purchased or utilized by a larger system
Chapter 3- Individual and Organizational Learning
 Kolb Learning Style Inventory
Learning Styles
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Accommodating (Management and IB):  Getting things done, leading, taking risks, initiating, adaptable and practical
· Too many can cause an inability to make decisions and paralyzed by alternatives
· Too few can have a lack of ideas and cannot recognize opportunity and problems[image: ]
Diverging (Entrepreneurship and Marketing)- Being imaginative, understanding people, recognizing problems, brainstorming, open minded
· Too many can cause trivial improvements, and meaningless activity
· [image: ]Too few can cause work to not be completed on time, impractical plans, and 
Assimilating (Info Systems, supply chain)- Planning, create models, develop theories, patient
· Too many can have no practical applications
· Too few can lead to not learning from mistakes

[image: ]Converging (Accounting and Finance)- Problem solving, making decisions, reasoning deductively, defining problems, being logical
· Too many can lead to hasty decision making and solving the wrong problem
· Too few can lead to a lack of focus and scattered thoughts

Learning modes
Reflective observation- Watching
Concrete experience- feeling
Abstract conceptualization- Thinking
Active experimentation- Doing	   
Learning Organization
A learning organization is an organization skilled at creating, acquiring, and transferring knowledge, and at modifying its behavior to reflect new knowledge and insight.
· These organizations succeed when individuals inform their managers about their knowledge and contribute it to the collection of knowledge.
· Systematic problem solving – Employees are taught to solve problems using scientific method which focuses on data rather than assumption
· Experimentation - employees are encouraging to take risk and experiment
· Learning from past experiences – Reflect and evaluate successes and failures
· Learning from others- find adopt good ideas from other orgs
· Transferring knowledge- mechanisms for quickly sharing knowledge

Adult Learning Environment
· Step 1: Based on a psychological contract of reciprocity- building block of human interaction. Relationships are based on a mutual and equal balance of giving and getting thrive and grow
· Step 2: Experienced based- motivation for learning comes from not the instructor’s dispensation of rewards and grades but from problems and opportunities from one’s own life. Their experience shows adults what they need to learn and allow them to contribute to the learning of others 
· Step 3: personal application. Adults learn needs arrive from their own experience, the main goal is to apply new knowledge, skills and attitudes to the solution of one’s practical problems
· Step 4: Learning environment is individualized and self-directed.  Each person brings different learning goals and style. Learning environments have to be flexible and to meet needs of all students.
· Step 5: integrates learning and living. One needs to learn specifics of a particular subject and about one’s own strengths and weaknesses
Knowledge
Knowledge- defined as the condition of knowing something through experience
Explicit knowledge- Can be learned in a step by step manner. Easy. Reading a manual, following instructions
Implicit knowledge- Intangible, difficult to codify (cognitive, intuitive, experimental)
Change in Learning = Knowledge
Increase learning = Increase in knowledge
Decrease Learning= decrease in knowledge
Learning Cycle or process
· Learning process is both active and passive, concrete and abstract. Conceived as a 4-stage cycle
· Stage 1: Concrete experience is followed by,
· Stage 2: Observation and Reflection which lead to forming,
· Stage 3: abstract concepts and generalizations, which leads to
· Stage 4: Testing implication of concepts in new situations
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· Stage 1: Cycle is continuously recurring. We always test our concepts in experience and modify them because of our observation
· Stage 2: Direction of learning is governed by one’s own needs and goals. Seek experiences that are related to own goals and interpret them considering our own goals. Then we form concepts and test implications of these concepts relevant to own needs and goals
· Stage 3: Learning styles are highly individual in both direction and process
· Mathematician may but greater emphasis on the formation of abstract concepts and generalizations, but a salesman would put more emphasis of concrete experience
Base of Power
5 bases of power
· Power is the ability to influence someone to something they wouldn’t do
3 Formal bases of power
· Coercive: Threats, punishment (Mother, boss)
· Reward: rewards, benefits, advantages (incentives, boss)
· Legitimate: Positional, hierarchal, organizations (managers or head of company)
2 Personal bases
· Expert: knowledge, skills, informative, experts (teachers know more knowledge)
· So smart and important that you must listen to them
· Referent: Attraction, charisma, admiration (want to be liked by the person)
Not Mutually Exclusive
2 Add on bases
· Trust and respect: trust the person so you listen to them
General Dependency Postulate 
· Dependency and power are inverse related. Greater person B’s dependency on A, greater power has over B
· Supply and Demand
Dependency is proportional to:
· Scarcity (person A has knowledge nobody has)
· Importance
· Non-substantiality- lack of alternative sources
Learning
· Change in knowledge (behaviors, skills, values, preferences)
· Changes in knowledge= Learning
Challenges
· Learning= Change
· Learning is sometimes hard
·  Strategic unlearning
· Myth of multitasking
· Concept of learning at the individual level is intuitive; learning at the organizational level is not
3 Kinds of learning
· Behavioral- to learn “know how”- to learn a new skill, ride a bike, drive, swim
· Learn to behave in certain ways
· Affective- learn to like, fear
· Cognitive- to learn to “know that” – to recall, analyze, synthesize, problem solve. Learn to learn
Adaptive and Generative Learning 
· Chris Argyris 
· Two types of theories
· Espoused theories – “Do as I say not what I do”
· Theories in action- guide our behavior
· Two types of learning
· Single loop learning (adaptive learning)- coping approach that focuses on solving problems and making incremental improvements using the prevailing mental model
· Coping approach
· Inside the box
· Changing according to existing procedures and strategies
· Double loop learning (generative learning)- Consists of continuous experimentation and feedback in an ongoing analysis of how organizations define and solve problem
· Creative response
· Outside the box
· Questioning and possibly altering governing assumptions, policies, procedures, and strategies
· Parallel learning structures- part of an organization that operates alongside normal bureaucracy with purpose of increasing organizational learning by creating and implementing new thoughts and behavior
Organizational learning
· Exploitation: exploit what you already know, learn to refine 
· Exploration: search for and experiment with new kinds of organization
Chapter 4- Decoding behavior and personality
Personality can be defined as an individuals relatively stable characteristic patterns of thought, emotion, and behavior, and the psychological mechanism that support and drive those patterns
Trait Models
· Assume that people are composed of relatively stable set of traits and dimensions which define our personality
· All people have these traits but vary in the degree to which they exhibit specific dimensions 
The Big Five Model (OCEAN and CANOE)
· Openness to experience – refers to the extent that people actively seek out new experiences and the extent they are aware of their thoughts, feelings, and impulses and are able to be attentive to many of them simultaneously
· Conscientiousness- dependable and trustworthy and conform to social norms. Organized, hardworking, reliable
· Strongest relation to overall job performance
· Will set higher goals for themselves
· Extroversion- outgoing, sociable, and assertive people. Also, very active, energetic, having many interests and hobbies
· Agreeableness- likable, cooperative, considerable, warm, sympathetic,
· Neuroticism- also called emotional stability, refers to tendency to experience chronic negative emotions such as worry, insecurity, self-pity, poor self-image, and mood swings 
· Nervous, insecure
· Includes the dark triad
· Negatively related to job performance
· Machiavellianism- pragmatic, emotionally distant power-player who believes that the ends justify the means. Manipulative, deceptive, unethical and persuade more than they are persuaded
· Narcissism – Arrogant, self-centered, entitled person who needs excessive admiration
· Psychopathy – Prone to deviant behavior partly due to high levels of thrill-seeking, impulsivity and selfishness 
The Myers- Briggs Type Indicator
· Based of Carl Jung’s theory of personality 
· Suggests that there are 4 important components to personality
· Extroversion/introversion (E/I)- this refers to how individual interacts socially. Extroverts are outgoing and sociable, and introverts are shy and prefer to be alone
· Sensing/Intuiting (S/N)- measures how people prefer to collect information. Sensing demonstrates that you use their 5 senses to systematically obtain information. Intuitive 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 peoples reaction
· Judging/Perceiving (J/P)- refers to how people like to make their decisions. People who score on the judging end are planners and like to control decision making process. Perceivers are more flexible, spontaneous and adaptive.
Other Personality Traits
Self-Esteem is the biggest degree of regard people have for themselves. High self esteem leads to more satisfaction in jobs than low self-esteem. High self esteem individuals tend to be more resistant to influence.
Locus of control- refers to the beliefs people have about why things happen to them. People with an internal locus of control believe that they control their own fate and destiny while external locus of control think that fate/chance controls what happens


Interactionist models-
· Hypothesize that personality is an important factor in determining behavior 
· Focus is on how an individual behave based on the situational factors around them
· Conditional reasoning approach suggests that individuals interpret what happens in their social environment based on their individual dispositions
· Type of mental map defining our assumptions, motives & how we frame the world
· Differences result in different behaviors due to different justification systems
· Someone who is highly motived will believe that internal factors are the causes of performance and values hard work. She is personally accountable
· People who are high in achievement motivation will react more positively to the idea of starting their own businesses than individuals who are high in fear of failure
Cognitive Affective Processing System (CAPS)
· Individuals react according to if then relations depending on their interpretation of the situation
· Behavior is best predicted from a comprehensive understanding of the person, the situation and interaction between the two
· 
Dealing with difficult people
· Step 1: Create a rich picture of problem person
· Step 2: reframe goals
· Step 3: stage encounter
· Step 4: follow up
Chapter 5- Individual and Organizational Motivation
Motivation is defined as the psychological forces that determine the direction of people’s behavior, their level of effort, and level of persistence. 
Motivation is both intrinsic and extrinsic.
· Intrinsic behavior is performed for one’s own sake. The work is pleasurable and they feel good working.
· Working a low paying job because it makes them feel happy
· Extrinsic behavior is performed because of the material or social rewards it brings
· Money, 

Most reliable predictor of job performance and career success is cognitive ability
· Cognitive ability is intelligence. This means that intelligence should be a major criterion when we select people for jobs
Content Theories
· Content theories focus on the specific internal needs that motivate people
Maslow’s Hierarchy of Needs
· Maslow hierarchy of needs assumes that people needs to satisfy lower internal needs before they can reach the higher needs
[image: ]	Physiological needs- Food, water, shelter
              Safety needs- consist of freedom from physical and mental pain
        Love- consist of need for interaction and feeling love
Esteem- need to feel good about oneself
Self-actualization- refers to the need of reaching one’s potential
	                     

McClelland’s Need theory	
Found that humans need affiliation, power, and achievement
· The need for power- need to influence and lead others, and be in control of ones environment
· (+) Socialized power- seek to make things better for others, use power to empower others
· (-) personalized power – Impulsive, personal dominance, dictator like
· The need for affiliation- desire for friendly, close relationships
· (+) Affiliative interest- concern for relationships but not at expense of goals
· Can still give negative feedback or make tough decisions
· (-) affiliative assurance – seeking approval at all costs
· Worry about not being disliked
· The need for achievement – need to accomplish goals, excel, and strive continually to do things better
· Takes calculated risks
· Task oriented
· Personal responsibility for success/failure
· Prefer competitive situations and seek a relationship involving a high degree of understanding
Job Characteristics Model
· Core Job Characteristics
· Skill variety- degree to which a job requires a range of personal competencies and abilities in carrying out the work
· Task Identity- degree to which a job requires completion of a whole and identifiable piece of work. Doing a good job from beginning to end with a visible outcome
· People enjoy seeing what they are working on
· Task Significance- Degree to which job is perceived by employee as having a substantial impact on lives of other people 
· Autonomy – degree to which job provides freedom and independence to employee in tasks and determining procedure
· Job Feedback- degree to which carrying out job tasks provides individual with clear info about effectiveness of his or her performance
	Core Job Characteristics
	Critical psychological states
	Personal and work outcomes

	Skill Variety
Task Identity
Task Significance
	Experienced meaningfulness of the work
	High internal work motivation
High quality work performance
High satisfaction with work
Low absenteeism and turnover

	Autonomy
	Experienced responsibility for outcomes of work
	

	Job feedback
	Knowledge of actual results of work
	



Job Design
· Job rotation- move people from one job to another periodically to decrease boredom and increase skills
· Job enlargement- Horizontal job loading, increase number of tasks performed by an individual.
· Allows more ownership over a product or process and decrease monotony
· Job enrichment- Broadening responsibilities, giving more autonomy and creating direct feedback systems. Generally, enlarging scope of jobs. “vertical job loading”
Sociotechnical system interventions attempt to match necessary technology job with social need of employees
Process Theories
Process theories attempt to describe how personal factors and environmental factors interact and influence each other to produce certain kinds of behavior
Goal Setting theory
· Involves setting a clear objective and ensuring that every participant is aware of what is expected from him or her if objective is to be achieved
· Setting goals provide direction and a sense of how much effort is needed to be successful
· Difficult goals increase performance
Equity theory
· Employees evaluate what they receive from job (outputs such as pay, bonuses, job security, promotions, recognition, etc) in relation to what they contribute (inputs such as time, skills, creativity, effort etc.)
· Compare own input output ratio with relevant others,  system policies and precedents, and criteria related to the self-such as previous jobs or family commitments
· Inequity exists when people are overrewarded or underrewarded
· People who are overrewarded may increase production or quality of work but are likely to find ways to justify over reward
· People who are under rewarded may ask for a pay raise or increase in other rewards, decrease production or quality, increase absenteeism or resign. When compensation is equitable, employers report greater levels of job satisfaction and trust
· Basically, if people are fairly rewarded according to what they feel is fair, they work harder
Expectancy Theory
· Assumes motivation is a function 3 linkages
· The effort performance expectation that if a person makes an effort, it results in good performance
· Performance outcome expectation that good performance will result in a reward
· The value of the reward to the person
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Reinforcement Theory
· Reinforcement theory ignores internal motives and focuses on learned behavior
· Operant conditioning, the idea that people continue behavior that is rewarded and suppress behavior that does not lead to desired consequences
· Main idea of reinforcement theory is that managers should reinforce desired behavior and discourage undesirable behavior by negative reinforcement, extinction, or punishment
· Negative reinforcement- withdraw unpleasant consequences following desired behavior
· Positive reinforcement involves giving people positive outcomes when they perform desired behavior 
· Bonuses, praise, promotion
· Punishment is defined as administering an undesired or negative consequence in response to undesired behavior
· Extinction occurs when the reinforcer for an undesired behavior is removed
· Positive reinforcement leads to higher performance, well being
Chapter 8 & 9 -Communication, perception & attribution
Communication
· Communication is the process by which information is exchanged between communicators with the goal of achieving mutual understanding
Communication Model (Transactional model of Communication)
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· While person A sends a message, person B listens and responds, verbally or nonverbally, by sending a message of his own. 
· Therefore, as person A speaks, he or she is also listening and receiving messages from person B
· Called transactional model because it acknowledges that our responses to speakers messages lead them to modify what they say next. Different time periods reflect the changing nature of communication over time.
· Time 1 represents a time where we our responses of only person A’s experience. If I have a new boss, I will speak formally as that’s how I would talk to a boss
· Time 2 represents a time where our responses are combined, and we have a shared field of experience. We will talk more informally as I know the boss more
· Time 3 represents the bosses’ perspective. If the boss decides to hate me, we will talk through his field of experience
· Where time represents the number of interactions that have occurred between communicators A and B. 
· Noise is defined as anything that interferes with the intended communication
· 3 types of noise
· Environmental- room is hot, loud so I am irritable or because I can’t hear him talking
· Physiological- (hunger, headaches) feeling inside me that make not want to hear him
· Emotional – (anxiety, stress) problems at home that are would make my mind listen to other things
Arc of Distortion
· [image: ]Rational view of communication is person A says something and person B hears and understands it


· Arc of Distortion is the difference between what the sender intended to communicate and what the receiver understand
· Person A says something to person B that was unintended. Person B reacts to this unintended communication which confuses person A.
· I am telling someone to go for a run for me because I enjoy running. The person thinks that I am calling them fat.
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Barriers to Communication
· Numerous causes for distortion in communication
· Poor relationships- if people are angry at each other, there is a high chance of distortion
· Lack of Clarity- Ambiguous language
· Individual differences in encoding and decoding- Some words mean different things based on experience
· Gender- Women focus on seeking and giving conformation and support while men focus on status and trying to achieve or maintain the upper hand in a conversation
· Perception – They may hear what they want to hear not what they don’t want to hear. Perception is the process by which we select, organize, and evaluate the stimuli in our environment to make it meaningful for ourselves 
· Misinterpretation of nonverbal communication- peoples body language is quite telling. 70% of communication between people is non-verbal
· Defensiveness- caused by sender’s poor communication skills or by receivers low self-concept
· Lack of feedback and clarification-  People don’t ask for clarification a lot
· Poor listening skills
Responding styles
· 80% of response styles fall into five categories
· Evaluative- Indicates that listener has made a judgement of the speakers statement.
· “What a great report”
· Interpretive- indicates listeners intent is to teach, to sell sender what his statement actually meant
· “you just saying that because u want to be nice”
· Supportive- Listener intent is to reassure
· “don’t worry it will work out”
· Probing- listeners intent is only to seek further information
· Why do you think that she doesn’t like you
· Understanding- listeners intent is to ask sender whether the listener understands what sender is saying
Assertiveness
· Assertiveness is the ability to communicate clearly and directly what you need or want from another person that does not deny upon others rights
· Non assertive- apologetic words, weak voice, eyes away, “I mean”
· Assertive (positive influence) – clear statement of wants, direct, firm voice, open eye contact, relaxed hands
· Aggressive (negative influence) – loaded words, tense voice, expressionless
Rich Communication such as face to face, involves verbal, visual, and non verbal while lean communication is only through the use of words

Classical conditioning (Ivan Pavlov)
· Based on experiments of Ivan Pavlov
· Passive
· Basic idea: creating a conditioned response to an unconditioned stimulus
· Making you react in a specific way to something that didn’t make you react that way before 
· That was easy gun video
Operant conditioning (Skinner)
Idea that people continue behavior that is rewarded and suppress behavior that does not lead to desired consequences

Perception
Perception is the process by which we select, organize, and evaluate the stimuli in our environment to make it meaningful for ourselves.
The 3 stages of perceptual process are…
· Selective attention- which is defined as process of filtering the information our senses receive
· Pay attention to things based of salience, the extent of which a given object or event stands out from others around it
· Internal factors that affect perception are motives, values, interests, attitudes, past experiences, and expectations. 
· External factors are characteristics of things we perceive. This includes motion, intensity, size, novelty, salience
· Organization-  The organization of the stimuli that have been selected to make it simpler. 
· Social cognition theory, we organize stimuli into schemas. Schemas are mental maps of different concepts, events, or types of stimuli that contain both the attributes of the concept and the relationship among the attributes
· If something partially fits into a schema, we may mistake them for fully fitting into the schema.
· Evaluation- Interpret stimuli in a subjective rather than objection fashion. Conclusions biased by our individual needs, experiences expectations.
Social Identity
Social identity theory is based on the belief that people tend 
· to perceive themselves and others in terms of social categories rather than as individuals (social categorization); 
· to asses relative worth of groups as well as individuals by comparing them (social comparison); and
· 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)
“we communicate more with people we perceive to be like us”
Stereotyping
Stereotyping occurs when we attribute behavior or attitudes to a person on the basis of the group to which the person belongs
Distortions
· Stereotype- will see things differently based on their group that they belong to
· Halo/horns effect- when our evaluation of others is dominated by only one of their traits
· One strong characteristic that is either good or bad will dominant peoples perception of the person
· Sloppiness can prevent a boss from seeing the positive characteristic
· Primary effect- ones perception is dominated by the first impression of another person
· I see someone is dressed poorly the first time I meet them. Despite if they dress well, that first perception will make me thing they dress poorly 
· Recency effect- ones perception is overly dominated by the most recent interactions with a person
· Someone usually does good work, but their most recent work was not very good. Someone will focus on just the recent work instead of the consistent
· Central tendency- occurs when a person avoids extreme judgements and rates everything as average
· Will rate employees 3’s instead of a 5 or 1
· Contrast effects- evaluations are affected by comparisons with other people we have recently encountered with who are better or worse in terms of characteristics
· Come from a lecture with a great professor to someone who is a good professor. I will rate the good professor as average because of my encounter with the great professor
· Projection- tendency to attribute one’s personal feelings to another person, thereby relieving ones own sense of guilt of failure
· Defense mechanism that protects people from confronting own feelings
· Perceptual defense- defenses act as a screen or filter; blocking out that which we don’t want to see and letting through that which we wish to see
Johari Window
· Johari window is an information processing model that consist of 4 regions determined by whether information about oneself is known or unknown to oneself and others
	
	Known to self
	Not known to self

	Known to others
	Arena
	Blindspot

	Not known to others
	Façade 
	Unknown


Arena- includes information that is known to self and known to others- mutually shared perceptions. People see me the way I see myself (I feel confident, people see me as confident)
· 
Façade- Information that I hide from others but know about myself (I feel insecure, everyone sees me as a very secure person)- People see a false me and I must be always on guard to prevent them from seeing the real me
Blindspot- Characteristics that people perceive of me but I don’t see in myself (People think I am funny but I don’t see myself as funny) – people know certain things about me that they don’t tell me
Unknown- information about me that nobody knows including myself 
D.I.E. Model
· Teaches more accurate perceptions and attributions in cross cultural interactions
· Description: refers to what you see- only observed fact
· Interpretation: refers to inferences, or what you think about what you see.
· Evaluation: refers to judgements, what you feel about what you think
Attribution 
· Attribution theory is when people observe behavior, they attempt to determine whether it is internally or externally caused
· If a team member does poorly on a project, I will either think they are stupid or lazy (internal) or maybe there are home issues that I don’t know about (external)
· We use 3 types of info to help make judgements
· Consensus- extent to which others behave in the same manner
· Does everyone this?
· Consistency- the extent to which the person acts in the same manner at other times
· Has this person done this before?
· Distinctiveness- extent to which person behaves in the same manner in other contexts
· Has this person done this in other contexts
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Self-Serving Bias is the tendency for people to attribute their successes to internal factors and failures 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 behavior of other people
· Blaming the staff’s motivation instead of the understaffing of staff for the lack of sales
Chapter 6 (Ethics)
· Ethics concerns principles of right and wrong.
· Ethics sets standards of behaviour.
· Indicates how one should behave based on moral duties and virtues arising from principles about right and wrong.
Business Ethics: 
· A form of applied ethics where principles of ethics are applied to business settings and issues.
· The ethical principles businesses and the people who work for them should adhere to in their activities.
· How to promote ethical behaviour by and within businesses.
· The impacts of ethical or unethical business behaviour on business performance.
Ethical Subjectivism:
· Implies that statements about what’s right and wrong are just a matter of opinion or tastes.
· There’s no real way to say that one person’s opinion is better than any others.
· This suggests that everyone should just do whatever they themselves think is right.
Schwartz and Bilsky’s Seven Values that Motivate Behaviour:
• Prosocial - Active protection or enhancement of the welfare of others. 
• Restrictive Conformity - Restraint of actions and impulses likely to harm others and to violate sanctioned norms.
• Enjoyment - Pleasure, sensuous and emotional gratification.
• Achievement - Personal success through demonstrated competence. 
• Maturity - Appreciation, understanding, and acceptance of oneself, others, and the surrounding world.  
• Self-direction - Independent thought and action; choosing, creating, exploring. 
• Security - Safety, harmony and stability of society, of groups with whom one identifies, of relationships, and of self. 
Values: Core beliefs or desires that guide or motivate attitudes and actions.
Terminal Values: Desirable end states of existence or the goals people want to accomplish in their lifetime. Can be personal or social.
Instrumental Values: Preferable modes of behaviour or the means to achieving one’s terminal values. Two types: Moral and Competence.
Moral – Tend to have an interpersonal focus; when they are violated, we feel waves of conscience or guilt.
Competence – Tend to have a personal focus; when they are violated, we feel ashamed of our personal inadequacy rather than guilt about wrongdoing.
Kohlberg’s Theory of Moral Development (Three Levels)
1) Self-Centered: Has a personal focus and an emphasis on consequences. Two Stages;
The Obedience and Punishment Orientation: The physical consequences of an action determine its goodness or badness. Individual does not believe in the importance of a moral order supported by punishment and authority.
Instrumental Purpose and Exchange: Interest in satisfying one’s own needs is the most important consideration. Example: Reciprocity is a matter of “you scratch my back, I’ll scratch yours” rather than loyalty, gratitude, or justice.
2) Conformity: There is a group focus and an emphasis on social harmony. Two Stages;
Interpersonal Accord, Conformity, and Mutual Expectations: Good behaviour is defined as behaviour that pleases or helps others and is approved by them. The Golden Rule is of common use within this stage.
Social Accord and System Maintenance: The individual takes the perspective of a member of society. Perceives that social system as a consistent set of codes and procedures (legal, societal, religious) that applies impartially to all members in a society. Example: “Maintain social order for its own sake”.
3) Principled: Individuals have a more universal focus that emphasizes internalized ethical standards, rights, or duties. One examines society’s rules and laws, then develops their own set of internal principles. Two Stages;
Social Contract and Individual Rights: Individual realizes that there is an arbitrary element to rules and law. Right is relative and perceived as a matter of personal values and opinion.
The Universal Ethical Principles Orientation: Right is defined by decisions of conscience, in accordance with self-chosen ethical principles that are logically comprehensive, universal, and consistent.
The Five Ethical Models
- Utilitarian: A moral act produces the greatest good for the greatest number of people.
- Rights and Duties: Emphasizes personal entitlements in the form of legal and human rights of individuals.
- Justice: People are guided by fairness, equity, and impartiality when treating both individuals and groups.
- Caring: Focus is the well-being of another person.
- Environmental Ethics: Understanding of the interdependent relationship between humankind and the continuing sustainability of the earth.


Chapter 10- Group Dynamics and work teams 
Prototype for creating hot teams 
2 most important don’ts of hot teams.
· Don’t let your team become rule bound-
· Don’t be mean
4 do’s for hot teams
· Like your people
· Listen to them
· Make work engaging 
· Let them decide
What is Team effectiveness
· Team effectiveness encompasses the following group, social, and individual components
1. Output- productive output of the team meets or exceeds the standards of quantity, quality, and speed of the team’s clients
2. Social processes- the social processes the team uses in carrying out work enhance members capability of working together interdependently in the future
3. Learning- the groups experience contributes positively to the learning and personal well- being of individual team members
Creating effective work teams
· 4 questions that managers should ask
1. Is a team appropriate for this task/decision?
· Ensure that teams have a sense of 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
2. How can I most effectively manage the team context?
· Teams need to recognize that they are embedded in an organizational context. Needs to be managed to ensure optimal team performance.
3. How can I most effectively manage the team members?
· Team members need to have a mix of technical, social, and team management skills to accomplish their tasks. Need to have following skills:
· Collaborative problem solving-  ability to structure team interaction to achieve desired amount of participation
· Conflict resolution- skill in handling cognitive conflict (conflict on ideas) and reducing emotional conflict (conflict about personalities, emotions)
· Communication- ability to enhance open communication and use active listening techniques
· Goal setting and performance management
· Planning and coordination
4. How can I most effectively manage the team task and process?
· Social loafing is when people contribute less effort to group projects than when they work alone
· Social identity refers to the perception of members as a group, rather than as a set of unique individuals and a shared image of the group. Teams with more social identity have less social loafing.
Group development
· 4 stages of group development:
· Forming- Members focus on accepting each other and learning more about the group and its purpose
· Storming: members confront the issues of how much individuality they must relinquish to belong to the group and who will control the group
· Norming: members develop shared expectations about group roles and norms
· Preforming: the group focuses its energy on achieving its goals and being productive 
· Adjourning: temporary groups disband and focus less on performance and more on closure
Content and Process
Group content - observe what a group is talking about the work that must be done
Group process- observing how the group is functioning
· There are 2 types of group process:
· Task process- focuses on how groups accomplish their work, including setting agendas, figuring out time frames, generating ideas, choosing techniques for making decisions and solving problems. 
· Maintenance process- concerns how groups function with regards to meeting group members psychological and relationship needs.
· Effective groups focus on both group content and process.
Communication and Decision making
Typical decision-making methods we see in groups 
· The plop: “ I think we should appoint a chairperson”…. Silence
· The self-authorized agenda: “I think we should introduce ourselves. My name is…
· The handclasp: Person A: “I wonder if it would be helpful to introduce ourselves?” Person B: “I think it would: My name is…”
· Minority decision- agreement or consensus may not be present but its difficult for others to object
· Majority- minority voting
· Polling
· Consensus seeking -Genuine exploration to test for opposition and to determine whether opposition feels strongly enough to refuse to implement the decision.
group generates and evaluates what is termed the solution evaluation phase.
· Structured discussion principles
· Second solution
· Procedures for generating and protecting alternative viewpoints- 
Group cohesion
· Group cohesion- the degree to which members are motivated to stay in the group
· Can sometimes enhance or impede group performance
· Group cohesion can be increased by:
· Small size groups
· Success
· Common threat
· Exclusivity- groups that are more difficult to join have higher prestige
· Perceived similarity among members- groups that emphasize member similarities 
· Competition- competition with other groups increase cohesion
Task, Maintenance, and self-oriented behavior
· Types of behavior relevant to groups fulfillment of its tasks are (task behavior):
· Initiating- “it’s time we started the next item”- someone must take imitative
· Seeking information or opinions- “what solution do you recommend” - 
· Giving information or opinions- “my own opinion in this case is”
· Clarifying and elaborating- “let me give an example that will clarify”
· Summarizing- it’s helpful if someone takes a minute to summarize the group discussions
· Consensus testing- “have we made a decision on that point?”
· Reality testing – analyze ideas and see if they will hold up when compared to facts
· Orienting- behavior to stay on track
Group maintenance (Maintenance behavior) roles help create a climate that permits maximum use of members resources and focus on improving relationships among members:
· Gatekeeping- directing flow of conversation
· Encouraging- ensures all important information Is shared and considered
· Harmonizing and compromising- smoothing over issues and each party giving in a bit 
· Standard setting and testing – acts as a kind of overall maintenance function
· Using humor- puts people at ease and reduces tension
Difference between task/maintenance behaviors-  
· Task behaviors: involve types of behavior relevant to groups fulfillment of its task or goals
· Maintenance behaviors: help create a climate that permits maximum use of member resources
Causes of self-oriented behavior
· Self-oriented behavior- behavior is primarily meeting a personal need or goal without Gerard to groups problems. Some basic causes of self-oriented behavior consist of:
· Essentially, self-oriented behavior is focusing on meeting individual needs by:
· Pursuing own goals/agenda
· Trying to exert control over group
· Establishing own role/identity in the group. Drawing attention to self
· Working to be accepted by the group
Types of emotional behavior that result from tension and from attempt to resolve underlying problems follow:
· Tender emotions
· Tough emotions
· Denial of all emotion
Different styles for reducing tension
· Friendly helper- mutual affection, tenderness, sympathy
· Tough battler- conflict, fighting, power, assertiveness
· Logical thinker: Understanding, logic systems, knowledge
Group norms
· Norm- 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 as acceptable behavior, attitudes and feelings
· Essentially, they are the groups shared beliefs about appropriate behavior, attitudes, and perceptions concerning matters that are important to the group
Team building efforts encourage members to:
1. Establish their goals and priorities
2. Define the roles that need to be performed
3. Examine and determine the procedures the team uses or should use
4. Examine the team’s interpersonal relationships and norms
Types of teams in organizations
Self- managed teams:  teams determine how they will accomplish the goals they must achieve and how they will allocate the necessary tasks. Usually responsible for an entire product or process and will take responsibility for planning, scheduling, organizing, directing, controlling, and evaluating their own work process.
Virtual teams: members are geographically disbursed and rarely work face to face. Defined as teams that work across space, time, and organizational boundaries with links strengthened by webs of communication technologies
Multicultural and multinational teams: 
Multicultural teams: Have representatives from various ethnic groups but share a common nationality. Multinational teams: Collection of individuals, small in number, with representatives from more than one national back group among them, who are interdependent and mutually accountable for accomplishing objectives and recognize themselves as a team
Chapter 13- Conflict and Negotiation 
Conflict
· A form of interaction among parties that differ in interests, perceptions, and perspectives
· 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
Sources of Conflict
· Us vs them situations resulting from group membership
· Occurs anywhere there are interactions between distinct groups or factions
· Differences in values, interests, personality, education, culture, perceptions, goals, and expectations
· Deficient information causing misunderstandings
· Differences in power
· Scarce resources
Functional and Dysfunctional Conflict
· Functional Conflict
· Forces us to articulate views and positions
· Makes beliefs and values of the organization more visible
· Increases group cohesiveness
· Dysfunctional Conflict
· Stereotyping 
· Overvaluation of in-group and devaluation of out-group
· Polarization of issues
· Compulsion to take sides and adopt extreme positions in arguments
· Decreased communication
· Distortion of perceptions
· Escalation
· Increasing number and size of issues
· Increasing hostility
· Increasing competitiveness
· Increasing coercive tactics
· Decreasing trust
· Enlisting other parties
· Blocks achievement of organizational goals
· Task Conflict
· Conflict about the work itself such as its substance and goals
· Process Conflict
· Conflict on how the work gets done
· Relationship Conflict
· Disagreements regarding personal relations
· Usually dysfunctional
· Can make interaction extremely difficult
Levels of Conflict
· Intrapersonal Conflict
· Occurs when 2 of an individual’s values are in conflict
· Intergroup Conflict
· Several different types of groups (gender, ethnicity, department, etc.) may for within an organization and conflict with each other
· Fuelled by internal group loyalty and commitment
· We-they conflicts with other groups
· Not necessarily dysfunctional
· Situations leading to productive conflict
· Groups are not part of the same formal organizational structure
· Competing groups rarely have to work together to solve a common problem
Conflict Handling Modes
· Measured to 2 axes: assertiveness and cooperativeness
· Competition
· Winning at the other’s expense
· Win-lose power struggle
· Accommodation
· Appeasement or satisfying the other’s needs without considering one’s own needs
· Lose-win situation
· Compromising
· Give-and-take from each party
· Both parties gain some and give up some
· Collaborative
· Desire to dully satisfy all needs of both parties
· Win-win situation
· Avoidance
· Lack of concern for the conflict
· No desire to satisfy the needs of either party
· Lose-lose situation
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Bias Toward Collaboration
· Advantages of collaboration
· Greater satisfaction and self-esteem
· Relationships characterized by trust, respect, and affection
· More open exchanges and better decisions
· Inappropriate/Ineffective situations for collaboration
· Competitive incentives and procedures are already in place
· The 2 parties have insufficient problem-solving skills
· The 2 parties do not trust each other
· Time is short
· Many modern businesses are moving in the direction of more collaboration
· Schein’s steps to help avoid dysfunctional consequences of intergroup conflict:
· 1. Relatively greater emphasis is given to total organizational effectiveness; departments are measured based on their contribution to the total effort rather than individual achievements
· 2. High interaction and frequent communication; rewards are given partly based on how much groups help each other
· 3. Frequent rotation of members among groups to generate mutual understanding and empathy
· 4. Avoid win-lose situations; groups should not be competing for the same limited organizational reward
Bargaining Approaches
· Distributive Bargaining
· Win-lose approach in which fixed amounts of resources are divided
· Short-term focus on relationships
· Integrative Bargaining
· Win-win approach that does not assume a fixed amount of resources
· Focus on maintaining long-term relationships
· Parties search for settlements that are agreeable to both sides
Principled Negotiation
· Negotiation scheme based on integrative bargaining
· Goal is to find a suitable solution for all parties

· 1. People: Separate People from the Problem
· Be empathetic to the other side’s members and accept human problems regarding perception, communication, and emotion will emerge during the process
· 2. Interests: Focus on Interests, Not Positions
· Try to avoid sticking to a predetermined position
· Be willing to be flexible and make changes to your ides
· Don’t try to save face by never backing down
· 3. Options: Invent Options for Mutual Gain
· Brainstorm options that are favourable to both parties
· 4. Criteria: Insist on Objective Criteria
· Look for some objective criteria to form the basis of your views
· Use principles and fairness rather than pressure


· Best Alternative To a Negotiated Agreement (BATNA)
· Negotiators should have alternatives ready in case the negotiation does not go as expected
· Liberates negotiators from thinking they have to come to an agreement at all costs
· Criteria to Determine Success of Principled Negotiation:
· 1. It should produce a wise agreement if one 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
Emotion and Negotiation
· Negotiation Styles
· Rational 
· Controlling and supressing emotional expression, remaining calm at all times
· Positive
· Sweetening the pot
· Feeling a positive emotion, expressing it, and engendering it to the opposite parties
· Can result in creative outcomes and more joint gains
· Negative
· Use of negative emotions such as anger, fear, and irritation to obtain a more favourable outcome
· Opponents may fear negotiator is close to breaking off negotiations and cave to prevent that from happening
Culture and Conflict
· Cultural elements to consider:
· Choice of representative – Some cultures may be insulted if you send a low-ranking employee to negotiate with a high-ranking one
· Network of relationships – Some cultures require more levels of approval before negotiations are completed. Be aware of all steps required and do not assume that an agreement between negotiators is the final stage
· Mechanisms for saving face – Allow the other party to maintain dignity and status
· Communication styles – Cultures differ in the degree to which they use direct or indirect communication. 
· Anticipate that cultural differences may influence integrative bargaining – some differences may help identify opportunities for mutual gain

Chapter 16- Organizational Culture
Culture Definition
· The pattern of basic assumptions that a given group has invented, discovered, or developed in learning to cope with its problems of external adaptation 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 think, perceive, and feel in relation to those problems. (Long Version)
· The pattern of shared assumptions, values, and beliefs that lead to certain behaviour norms (Short Version)




3 Levels of Culture
· Artifacts
· Visible or tangible aspects (stories, buildings, rituals, ceremonies, and language)
· Espoused values and beliefs
· Strategies, goals, philosophies
· Ex: The company mission
· Assumptions
· Unconscious, taken-for-granted beliefs, perceptions, thoughts, and feelings
· Ex: “It’s more important to save face than correct a problem”

Dominant Cultures, Subcultures, and Countercultures
· Dominant Culture
· Values shared by a majority of the organization’s members
· Subculture
· Same core values as dominant culture, but other characteristics that make them distinct
· Counterculture
· Cultures whose values are in opposition to those of the dominant culture
Purpose of Culture
· Provides members with a sense of identity, generates commitment to something larger than self-interest, helps people make sense of the organization and environment
· Serve to exert a level of control over members, reducing the need for supervision
Sources of Organizational Culture
· Beliefs, values, and assumptions of the founders
· Learning experiences of group members as the organization evolves
· New beliefs, values, and assumptions brought by new members and leaders
· Specific industry, environment, and national culture
Increasing Strong Culture
Strong culture is likely to occur when the following elements are in alignment:
· The people in the organization, and their abilities and motives
· The organization’s tasks and the kinds of behaviour needed to effectively accomplish those tasks
· The external environment and the demands it makes on the organization
· The strategy, which dictates how the organization positions itself in relation to competitors
· The organization’s culture and the organizations structure and values
Characteristics of Strong Cultures
· People in the organization can easily identify dominant values
· Selections processes target people who will fit the culture
· Socialization and training convey to newcomers the “ropes” they need to learn
· Employees who do not fit with the culture or produce in accordance with its values are sometimes fired
· People are rewarded for acting in accordance with the dominant values of the organization
· Leaders and managers send clear, consistent signals about desired values and norms
· Managers measure and control what is important to culture
Pros and Cons of Strong Culture
· Pro: Sense of purpose, commitment, and loyalty
· Pro: Values serve as a standard and reference for decision making
· Pro: Distinct culture can constitute a competitive advantage
· Con: Resistance to change
· Con: Pressure to conform and decreased tolerance for individual differences
External Adaptation
· Companies must ensure culture fits with external environment
· Companies must avoid using outdated structures, strategies, technologies, and employee skills
· Research shows that companies with strong cultures that fit the external environment perform much better
Transmitting Culture
· Socialization
· Careful selection of entry-level candidates
· Humility-inducing experiences that cause newcomers to question prior behaviour, beliefs, and values
· In-the-trenches training that leads to mastery of one of the business’ core disciplines
· Meticulous attention given to rewards and control systems
· Careful adherence of managers to firm’s core values
· Reinforcing folklore
· Consistent role models
· Stories
· Stories are repeated to newcomers to explain what’s important in the culture and legitimize how the organization does things
· Often contain a moral that prescribes how members should act
· Sometime talk of achievements to induce pride in the organization
· Symbols
· Slogans, rewards, material objects, buildings, décor, 
· Jargon and language
· Use of slang and acronyms that are unique to the organization and wouldn’t be understood by outsiders
· Use of this language identifies employees as members of the culture
· Rituals and Ceremonies
· Rituals are common habits of behaviour that reflect the culture (Ex: “casual Fridays”)
· Ceremonies are special occasions meant to demonstrate the culture to an audience (Ex: an awards ceremony)
· Statements of principles
· Lists of values that are created and distributed by the organization
Organizational Justice
· Distributive Justice
· Fairness regarding distribution of resources – pay, bonuses, promotions, etc.
· Procedural Justice
· Fairness of decision-making procedures that are used to determine how resources are distributed
· Interactional Justice
· Treatment employees receive from others, especially authority figures
Managing Organizational Culture
· Primary Mechanisms
· What leaders pay attention to, measure, and control on a regular basis
· How leaders react to critical incidents and organizational crises
· How leaders allocate scarce resources
· Deliberate role modelling, teaching, and coaching
· How leaders allocate rewards and status
· How leader recruit, promote, select, and excommunicate
· Secondary Mechanisms
· Organizational design and structure
· Systems and procedures
· Rites and rituals
· Design of physical space, facades, and buildings
· Stories about important events and people
· Formal statements about organizational philosophy, creeds, and charters
Service Cultures and Alignment
For organizations providing services, it is important that the culture aligns with the service mission
· Service mission alignment factors:
· Departmental goals are aligned with customer service mission
· Environmental setting / physical design communicates customer service missions
· Stories and celebrations focus on customer service excellence
· Top management walks the service talk
· Performance standards are aligned with service mission
· Budget allocations are aligned with service mission
· Job descriptions include service mission
· Job ads include service mission
· Interviews include questions about commitment to service mission
· Orientation programs stress service mission
· Performance appraisals include and reward service mission
· Service quality is systematically measured
· Feedback on service quality is systematically provided to all
· Service delivery system design reflects service mission
Organizational Life Cycle
The role of leaders in establishing and maintaining organizational culture differs depending on which stage of growth the organization is in
· Entrepreneurial Stage
· Leader has strong influence overt culture
· Organizational direction is driven by leader’s vision
· Collectivity Stage
· Hierarchical authority begins to become defined
· Some formal aspects of organizational structure are beginning to appear, but many aspects such as communication and control remain informal
· Organization consists of a small, highly driven group instead of solely one leader
· Formalization Stage
· Greater degree of formal structure and bureaucracy
· Official rules, policies, and control systems
· More professional management, using analytical tools to focus on efficiency
· Top management focuses on strategy rather than operations
· Organization consists of a larger group of people, some drive and excitement begins to disappear


· Elaboration stage
· The final, mature stage of growth
· Large size and many bureaucratic systems
· Formal communication, many rules and regulations
· Leadership is concerned with creating a complete organization and ensure necessary coordination and controls are functioning
Organizational Decline
After reaching the elaboration stage, some organizations may struggle to balance bureaucracy and efficiency, and begin to decline
· Early warning signs of decline:
· Excess personnel
· Tolerance of incompetence
· Cumbersome administrative procedures
· Disproportionate staff power
· Replacement of substance with form
· No clear goals or decision benchmarks
· Fear of embarrassment or conflict prevents identification of problems
· Loss of effective communication
· Outdated organizational structure

Effectively managed organizations avoid decline and experience a renewal instead
· Four principles to achieve a renewal:
· Mature organizations renew by instilling a customer perspective and focusing on customer demands
· Mature organizations renew by increasing their capacity for change
· Mature organizations renew by altering both the hardware (strategy, structure, systems) and software (employee behaviour, mental models) within the organization
· Mature organizations renew by creating empowered employees who act as leaders at all levels









Chapter 17- Decision Making
Decision Outcomes
· Decide- You make the decision alone and either announce or sell idea. Use expertise in collecting info that you deem relevant to the problem from the group or others
· Consult (Individually) – you present the problem to the group members individually, get their suggestions, and then make the decision
· Consult (Group) – present problem to group members, in a meeting, get suggestions, then make decision.
· Facilitate -  present problem to group in a meeting. Act as a facilitator, defining problem to be solved and boundaries which decision must be made. Objective is to get concurrence on a decision. Above all, ensure your ideas are not given any greater weight because of your position
· Delegate – Permit group to make decision within defined limits. Group undertakes identification and diagnosis of problem, develops alternative procedures, and decides on one or more alternative solutions. Don’t play a direct role unless asked, provide resources and encouragement.
Models of decision Making
The rational Decision-Making Process
Rational decision making is an eight step process that guides general approach to solving rational problems.
1. Recognize and defining the problem
2. Identify the objective of the decision and the decision criteria
3. Allocate weights to the criteria
4. List and develop alternatives
5. Evaluate the alternatives
6. Select the best alternative
7. Implement the decision
8. Evaluate the decision
All information is known and no constraints.
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. Limited bounds on rationality. 
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 determining all alternatives
4. Managers use judgment shortcuts to make decisions, which are called heuristics
Essentially, making a decision when information is restricted and or resources are constrained.
Bounded discretion is another constraint that limits decision alternatives that fall within bounds of current moral and ethical standards.
– people are restricted in the information they possess to make decisions, engage in limited search for solutions, and settle for less than optimal solutions 

Garbage-can model
· Four factors—Problems, participants, solutions and choice opportunities—all float randomly inside an organization. 
· Assumes that decision making is haphazard, chaotic, unpredictable, and sometimes depends on sheer luck
· Some common biases include
· Anchoring and adjusting- initial information (first offer in a negotiation) is overweighed. Decision fails to consider new information (fails to adjust)
· Representativeness- the probability that an event will occur is based on how closely that event resembles some other event.
· Availability- things that we remember heavily influence our judgements and perceptions. Overestimating probability of events that are heavily covered in media or available in memory.
· Overconfidence- holding unrealistically optimistic view of own accuracy in decision
· Bounded awareness- awareness or perception narrows so that information that may be useful to decision maker falls outside awareness and is not attended to.
· Emotional involvement- unrealistic optimism can lead to belief that future will be more positive than it will really be; pessimism can lead to more negative evaluations 
· Self- serving reasoning- taking credit for success and avoiding blame for failure
Factors that influence decisions
· Choice shift is when people support riskier or more cautious decisions in a group setting than they would individually.
· Determining factor is premeeting position of group members: group discussion seems to cause individuals to exaggerate their initial stance and move toward extremes.
· A cautious shift is more likely when individual members are leaning toward a cautious decision before group meeting, whereas a risky shift is more likely when members a favoring a riskier alternative
· Groupthink refers to 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.
· To avoid Groupthink, groups can:
· Encourage all members to express their doubts
· Assign a devil’s advocate in each meeting 
· Adopt the perspectives of other stakeholders
· Bring in qualified outsiders to discuss decisions
· Schedule a let’s sleep on it one last time for final concerns and doubts
· Escalation of commitment occurs when people continue to commit resources to a failing course of action
Leader participation model
· Based on evidence that the choice of leadership style can affect these four outcomes of the decision making process
· Decision Quality- quality of the decision relates to how wise, well-reasoned, and sound it is. Depends on where information and expertise needed reside.
· Decision Implementation- Many 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 to more effective implementation of decision.
· Costs of decision making- decision quality and implementation refers to a decisions effectiveness. Efficiency is also a factor because decision making consumes resources, such as time and energy.
· Development- greater costs of participative decision making are offset by the development opportunity they offer. Team members have chance to practice problem solving, create a collaborative team, and have a greater voice thus identifying with organization.
Vrooms decision matrix
· Model is constructed based off 6 rules
· Rules to protect quality of decision
· Leader information rule- if quality of decision is important and leader doesn’t posses enough information or expertise to solve problem by himself, then the decide style isn’t appropriate
· The goal congruence rule- if quality of the decision is important and subordinates are not likely to pursue organizational goals to solve the problem, then the facilitate and delegate styles are not appropriate
· Rules to protect acceptance of the decision
· The Acceptance rule- if the acceptance of decision by subordinates is critical to effective implementation and isn’t certain that an autocratic decision will be accepted, then the decide style isn’t appropriate
· The conflict rule – If the acceptance of the decision is critical, an autocratic decision isn’t certain to be accepted, and disagreement among subordinates in methods of attaining organization goals is likely, the methods in solving should enable those in disagreement to resolve their differences with full knowledge of the problem. Decide and consult styles don’t permit interaction among subordinate and thus provide no opportunity for those in conflict to resolve their differences.
· The fairness rule- If quality of the decision is unimportant but acceptance of decision is critical and not certain to result from an autocratic decision, its important that the decision process used generates the needed acceptance. Should permit subordinates to interact and negotiate over the fair method of resolving any differences. Decide and consult are not appropriate 
· The acceptance priority rule – if acceptance is critical and not certain to result from an autocratic decision, and if subordinates are motivated to pursue organizational goals represented in the problem, then methods that provide equal partnership in decision making process can provide greater acceptance without risking decision quality. Decide and consult are not appropriate.
· Vrooms Leader participation Matrix-Decision criteria
· Decision significance- how significant is the decision to the success of the project or organization
· Importance of commitment- how important is the team members commitment to the decision
· Leaders expertise- does the leader posses the knowledge or expertise related to the problem
· Likelihood of commitment- if leader were to make the decision by themselves, what’s the likelihood that team would commit
· Group support for objective- To what degree does the team support organizations objective at stake in this problem
· Group expertise- do team members posses the knowledge or expertise related to problem
· Team competence- do team members have ability to work together in solving problems
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Zone of indifference and cultural differences in decision making- 
Chester Barnard- Introduced zone of indifference, the range within each individual in which he or she willingly accepts orders without consciously questioning authority
· In terms of leader participation model, zone of indifferences relates to likelihood of commitment. Depends on environment 
· Places with high power distance cultures (Korea), employees are less likely to expect to influence decisions and are more likely to expect bosses to make autocratic decisions. Thus Zone of indifferences is higher 
· Ringisei- decision making by consensus. Propals in document form are circulated for approval among employees before a decision is implemented.
Intuition and decision Making- recognition primed decision model
Intuitive skills are usually developed through experience or working with people who have intuitive qualities. Intuition is a cognitive conclusion based on a decision makers previous experiences and emotional inputs 
Recognition primed decision model- in a particular situation, cues are generated, which allows a decision maker to recognize patterns. Pattern recognition tells what cues will be important and have to be monitored
· Premortem exercise- designed to expose vulnerabilities in planning/ Investigation is conducted before the project or plan Is implemented. Identifies weaknesses through mental simulation. 6 steps
· Preparation – participants thoroughly review the plan
· Imagine a fiasco- in this stage decision makers imagine that the plan/project is a complete failure. Ask themselves what possible cause of this might be
· Generate reasons for failure- participants write down all reasons why they believe failure occurred. Individuals will have different reasons based on their own experience/intuition 
· Consolidate the lists- each member states one reason for failure. Process continues until all reasons are shared 
· Revisit the plan- participants address 2 or 3 issues of major concern. Another meeting is scheduled to address remaining issues 
· Review the list- periodically, the team reviews list of concerns. Allows team to check list to ensure all concerns have been addressed
· Heuristics are rules of thumb based on experience that managers use to simplify decision making.
Chapter 18 (Power and Influence)
4 Sources of Power
· Coercive Power
· Charismatic Power
· Expertise Power
· Being in the Right Place at the Right Time
Dependency and Power: The more dependent someone is on another, the more power that person has over them.
Positive Power
· Using power in a positive way
· Outcome is others feel stronger rather than weak
Negative Power
· Using power to make people feel weaker
· Raises false hopes
· A form of domination
Moving from Power to Influence:
· Power hierarchy flattening
· Increased independence
· More teamwork
· Need to be able to use influence in all situations
Process of Influence:
Level 1 - Polite Request
Level 2 - Stronger
Level 3 - Statement of Consequences
Level 4 - Consequences
Cialdini’s 6 Social Influence Styles:
1) Reciprocity: People repay in kind.
2) Social Proof: People follow the lead of similar others.
3) Consistency: People align with clear, public commitments.
4) Scarcity: People want more of scarce items.
5) Expertise and Authority: Task/application relevant expertise and experience persuades.
6) Liking: People respond to those who are pleasant, likeable, and charismatic.
The Three Outcomes to an Influence Attempt;
· Commitment – Internal agreement.
· Compliance – Going along with a request without believing in it.
· Resistance – Influence attempt is rejected.
Berlew and Harrison’s 4 Influence Styles:
1) Assertive Persuasion – Use of facts and logic; rational argument and persuasive reasoning.
2) Reward and Punishment – Use of bargaining, incentives, pressures, and demanding a certain behaviour.
3) Participation and Trust – Get results by getting people involved.
4) Common Vision – Identify a common vision for the future.
Nine Influence Tactics:
1) Rational Persuasion – Logical argument
2) Inspirational Appeal – Appeal to other’s aspirations
3) Consultation – Support or assistance
4) Ingratiation – Praise and flattery
5) Personal Appeals – Loyalty and friendship
6) Exchange – Exchange of favours
7) Coalition Tactics – Aid of others
8) Legitimating Tactics – Use of authority or right
9) Pressure and Threats – Demands and threats
Power Distance: Measures the extent to which the less powerful members of organizations and institutions accept and expect that power is distributed unequally.
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