emotions. Finally, Groupon offers large discounts that customers prepay. For example,
a customer will pay “$10 for $20 worth of stuff] to receive the Groupon. When they use

this Groupon, they will see a discount of twenty dollars and, in some cases, perhaps

attitude (p. 122) instrumental values (

cognitive dissonance (p. 125)
cognitive moral development (p. 144)
continuance commitment (p. 131)
emotions (p. 134)

emotional contagion (p. 135)

mood (p. 134)

Review Questions

1. How are attitudes formed? Which source
is stronger?

p.
job satisfaction (p. 126)
Machiavellianism (p.

normative commitment (p. 131)

pay nothing additional. This leaves them feeling they got a bigger discount.'®*

Chapter Summary

1. The ABC model of an attitude contends that an improved by providing employees with opportuni-
attitude has three components: affect, behavioral ties for participation in decision making.
intentions, and cognition. Cognitive dissonance is 5. A manager’s ability to persuade employees to change
the tension produced by a conflict between attitudes their attitudes depends on characteristics of the
and behavior. manager (expertise, trustworthiness, and attractive-

2. Attitudes are formed through direct experience and ness); the employees (self-esteem, original attitude,
social learning. Direct experience creates strong and mood); the message (one-sided versus two-
attitudes because the attitudes are easily accessed sided); and the route (central versus peripheral).
and active in cognitive processes. 6. Emotions can strongly affect an individual’s

3. Attitude-behavior correspondence depends on behavior at work.
attitude specificity, attitude relevance, timing 7. Instrumental values reflect the means to achieving
of measurement, personality factors, and social goals; terminal values represent the goals to be
constraints. achieved. :

4. Two important work attitudes are job satisfaction 8. Ethical behavior is influenced by the individual’s
and organizational commitment. Cultural differ- value system, locus of control, Machiavellianism,
ences affect both of these attitudes, and both can be and cognitive moral development.

Key Terms

affect (p. 122) emotional labor (p. 136) organizational citizenship behavior

affective commitment (p. 130) ethical behavior (p. 137) (p. 128)

organizational commitment (p. 1 30)
social learning (p. 123)

terminal values (p. 141)

values (p. 140)

141)

144)

5, Define values. Distinguish between instrumental vals

ues and terminal values, Are these values generally

s i o e e R e e e Rl e

workplace deviance behavior (p. 110}

1. What jobs do you consider 1o Iy
Why?

ﬁ.. How can managers increase thelr gy
satisfaction?

I

i Suppose you have an employee whie
mitment is affecting others in (he wirh
How would you go abou persunding
- ehange this attitude?

~In Rokeach’s studies on values, (e "
Are from 1981. Do you think valies i
Mince then? If so, how?

_“ﬂ__:: are the most importan influenves
p Idual’s perceptions of ethicyl behuvion!
itions change these perceptions) | M,
H0W can managers encourage OFfininient
nship?

OMimunication question) Suppoe VOl
01 I a customer service organization,
ludes seven supervisors who report

sal Dilemma

VAES supervises a team of ten el
ources department of Paddington,
..5-?.: each member of her team's ot
opriate tasks, and for the last five y
“..a-_q_:na_ a pleasant working environ

&

West member of her team, Kim va
Weadlines and works at a level abo
Vover, since she was hired a year as
.h__aau problems or downsides (o oy
s to share her moody nitpicking
I points out legitimate fvies (h
h, but she does it with an e ol e
ARAE stymies the team’s enthusinum
i Henging position from which 1
s frustration has become diffis
0 meetings with Kim have nor



