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Chapter Summary

1. Organizational behavior is individual behavior and

group dynamics in organizations. i
2. Change is an opportunity' when one ?:135 a po_sltnéeto
attitude, asks questions, listens, and 1s COMIMITLE
succeed. S ICH
3. Organizations are open systems §0mpose 0 kpe ple,
structure, and technology committed to a task.

4. Organizations have formal and informal elements

within them.

Key Terms
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change (p- 4) e
engineering (p- 6) management (p. 6)
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Learning about organizational behavior requires

mastery of objective lenowledge, 'speciﬁc skill devel-
opment, and thoughtful application.
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people (p. 9)
psychology (p. 5)

sociology (p. 6)
Six Sigma (p. 18)

structure (p. 10)
Review Questions
1. Define organizational behavior. What is its focus?

2. ldentify the four action steps for responding posi-
tively to change.

(O8]

What is an organization? What are its four system
components? Give an example of each.

4. Briefly describe the elements of the formal and the
informal organization. Give examples of each.

skill development (p. 20)

task (p. 9)
technology (p. 10)

5. Discuss the six focus organizations used in the
book.

6. Describe how competition and total quality are
affecting organizational behavior. Why is manag-

ing organizational behavior in changing times
challenging?

Discussion and Communication Questions

1. How do the formal aspects of your work environ-
ment affect you? What informal aspects of your
work environment are important?

. What is the biggest competitive challenge or change
facing the businesses in your industry today? Will
that be different in the next five years?

[#8]

. Describe the next chief executive of your company
and what she or he must do to succeed.

4. Discuss two ways people learn about organizational
behavior.

5. Which of the focus companies is your own com-
pany most like? Do you work for one of these focus

companies? Which company would you most like to
work for?

6. (communication question) Prepare a memo about
an organizational change occurring where you work

Ethical Dilemma

Disco Global is an online and technology systems firm
| based out of Atlanta, Georgia; the company has been
steadily acquiring a significant market share for the
last five years. Founded by Melissa Young and Brian
Whitman, Disco Global’s current strategic goal is to
PEnetrate international markets within the next three
- Years. When Melissa and Brian first conceived of Disco
‘E?Iobal, they envisioned growing a small niche company
;:*!119 one that served the widest market available, while
ﬁfﬁ}’ Stay true to their professional values of corporate
ocial responsibility.
5 Given Disco Global’s positioning, the company
- been advised to make inroads into the coveted
£ market at this time. Both co-CEO Melissa and
1an agree with this strategy and have secured a local

B
ER 1 ORGANIZATIONAL BEHAVIOR AND OPPORTUNITY

or in your colleée or university. Write a 100-word
description of the change and, using Figure 1.1,
identify how it is affecting the people, structure,
task, and/or technology of the organization.

7. (communication question) Develop an oral presen-
tation about the changes and challenges facing your
college or university based on an interview with a
faculty member or administrator. Be prepared to

describe the changes and challenges. Are these good
or bad changes? Why?

8. (communication question) Prepare a brief descrip-
tion of a service or manufacturing company, entre-
preneurial venture, or nonprofit organization of
your choice. Go to the library and read about the
organization from several sources; then use these
multiple sources to write your description.

marketing team in Hong Kong to help facilitate their
entrance into China’s marketplace. Henry Chee Wan,
their liaison in Hong Kong, has developed a very tight
plan that everyone agrees will promote Disco Global in
a positive and efficient manner.

During the course of their work with Henry, Melissa
and Brian learn some facts about working within the
Chinese governmental structure that have given them
pause. In the company’s vision statement, Melissa and
Brian specifically included a mention of freedom to
obtain knowledge. As they learn more about China’s
Internet censorship practices, they grow more concerned
that in acquiescing to the government’s conditions, they
are moving too far away from their company’s original
goals and ethical compass. Henry explains to Melissa
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To ensure that their organizations meet the compe-
tition, managers must tackle three important chal-
lenges: globalization, workforce diversity, and ethi-
cal behavior.

differences that affect work-related
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e approach to man-

4. Managers must take a proactiv
es are valued and

aging diversity sO that differenc
capitalized upon.

5. Three types of ethical theories include consequen-
tial theories, rule-based theories, and charactet

theories.

6. Ethical dilemmas emerg

areas of employee rights,
ents, organizational justice, whistle-

e for people at work in the

tic involvem
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PART 1 \NTRODUCTICE

sexnal harassment, roman-
]

Key Terms .

character theory (p. 55)
collectivism (p. 42)
cgnsequential theory (p. 55)
distributive justice (p. 59)
diversity (p. 46)
expatriate manager (p. 44)
femininity (p. 43)

guanxi (p. 40)

Review Questions

4 . ;
Yfl;at are Hofstede’s five dimensions of cultural
d% erences that affect work attitudes? Using these
imensions, describe the United States

=

What are the pri
primary sources of diversity i
si
U.S. workforce? e

. What are the potenti 3
ity potential benefits and problems of

Ll

Discussion and Communication Questions

o,
l—lllov;!( .cari managers be encouraged to develop global
thinking? How can managers dispel stereotypes
about other cultures?

2. Some peqple have argued that offshoring jobs is
un-American and unethical. What do you think?

3. How I
; do some companies accommodate the differ-
ing needs of a diverse workforce?

4, Wha i i
- t effects will the globalization of business have
a 3
W company’s culture? How can an organization
with a = in Ameri .
g strong “made in erica” identity compete
the global marketplace?

3. Why is di i
o ){ f15; diversity such an important issue? Is the
rkforce more diverse today than in the past?

6. Hov i
encw doe§ a manager strike a balance between
ouraging employees to celebrate their own cul-

tutes a[ld f()tIIllIlg a Slngle Lllllfled ture Wlthlll tllﬂ
| Cl.ll ur

I .
Ethical Dilemma

3

olll’izljaam;iz 1; called into his manager’s office
ko Incs’ ay and tolF! thgt he is to report to
e V.Vistl]apan office immediately to oversee
E h ties to three of the firm’s major
ol ﬁrm’nti\.] Ryan has headed up similar
ey s New York office, and he’s had
ith two of the managers in the Japan

CHALLENGES FOR MANAGERS

glass ceiling (p. 48)

individualism (p. 42)
masculinity {p. 43)
power distance (p. 42)
procedural justice (p. 59)
rule-based theory (p. 55)

s_ocial responsibility (p. 60)
time orientation (p. 43)
transnational

organization (p. 39)
unc-ertainty avoidance (p. 43)
whistle-blower (p. 60)

4. What is the realit
. y of the glass ceiling? Wh
it take to change this reality? & at would

5 a g
" 8 eth]cal Il I ou “flffd
W are somie ”l the chna IEII €s enc
m OI‘gaanHtIOHS.

6. i iffe
Describe thc'a difference between distributive and
prqcedural Justice.

7 Dolryou agree with Hofstede’s findings about U.S
culture? Other cultures? On what do you base .o.
agreement or disagreement? e

8. (communication question) Select one of the three
challlenges _(globalization, diversity, ethics) and writ
a brief position paper arguing for its importance t1 ;
managers. ;

9. (commu_nication question) Find someone who
culture is different from your own. This co ldsi
a -c-lassn‘late or an international student at I; ‘
university. Interview the person about his Zr '-11:
culture, using Hofstede’s dimensions. Also askEr
What_ you might need to know about doing busi
ness in that person’s culture (e.g., customsg etui?l-

)

quette). Be prepared t oo
o share thi e
class. s information in

;Jiilcef. N;taﬁe Berman_, Ryan’s manager, gives him a
tim; }1;11 ofrmanon on the specifics of the project and a

able for completion. She also im

: mj : presses upon hi
}mw 1mportanlt it is that the project be complefed se;m
ess?fI 50 the clients involved will be pleased i
th e qullckly pa_cks‘a bag, boards a plane, and covers

e material on his flight to Tokyo. Once there, Ryan
3
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Chapter Summary

1. Indivi i
Vldl-lal differences are factors that make indivi
| uals unique. They includ S N
e y include personalities, perceptions
E abilities, attitudes, values, and ethics ’
2. The trai I .
tralt- theory and integrative approach
personality theories. i
7

3. Mana :
b g;frs should understand personality because
e " .
affect beZCt o l?ehawor, Several characteristics
o ol ai}rlor in organizations, including locus of 8
, self-esteem, self-monitori
: nit o
negative affect. : oring, and positive/

. ersona. !ty tro € CIce We
as a Str I]g T ll'lfll.l Tl mn aK situa
. ] I 2 E . . l ] ] v

5. O
E - i?firisneful l£ramew0rk for understanding individual
ces 1s type theory, developed by Carl Jung

and measured by th :
- (MBTT®). y the Myers—Briggs Type Indicator

ey Terms

; ..i-on theory (p. 101)

ox.al measures (p. 89)
tmg principle (p. 97)

sion (p. 90)
(p. 92)
mpression error (p. 99)
ental attribution .

i error (p.
_ﬁelf—efficacy (p. 84) oy
N management (p. 100)

%ntrt)version (p. 90)
intuition (p. 91)

and 1
ocus of control (p. 83)

(MBTI®) (p. 78)

ER 3 pegs
OoN
ALITY, PERCEPTION, AND ATTRIBUTION

. Barriers 1 1
to social perception include selective per-

. Impressi
pression management techniques such as

%ndividual differences (p. 80)
J.ntegrat.ive approach (p. 83)
interactional psychology (p. 81)

Judging Preference (p. 92)

Myers—Briggs Type Indicator

Social perception i
b tionp abcep tion is the process of interpreting infor
gl ?t al}fo'cklller person. It is influenced by
: istics of the percei
e ve
situation. z r, the target, and the

ception, stereotyping, first-i :
3 & 25 flrSt'lmpressmn .
tion, and self-fulfilling prophecies error, projec-

name-droppi 3
S pping, managing one’s appearance, self-
o é’ 1_01:', f(liatt.ery, favors, and agreementjare
y individuals te co
nt e : 5
of them. rol others’ impressions :

Attribution i

o hut1cn is the process of determining the cause
f be i

e aﬁno’r. It is used extensively by managers
specially in evaluating performance ’

negatlive affect (p- 88)
Perceiving Preference (p. 92)
personality (p. 81)

pos%tive affect (p. 88)
prO]-ection (p. 100)

projective test (p. 88)

selective perception (p. 98)
self-esteem (p. 85)
self-fulfilling prophecy {p. 100)

IR
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self-monitoring (P 86) sensing (p. 91)

self-report questionnaire
self-serving bias (p- 102)

(p. 89)
stereotype (- 98)

Review Questions

1, What are individual differences, and why should

managers understand them?
7. Define personality and describe its origins.

3. Describe two theories of personality and explain
what each contributes to our knowledge of

personality.

Discussion and Co
h self-monitors make in

1. What contributions can hig

organizations? Low self-monitors?

managers 1mprove their pexceptual

How can

skills?

3. Which has the stronger im
heredity or environment?

n managers make more accurate

pact on personality:

4. How ca
attributions?

5. How can managers encourage self-efficacy in
employees?

serving bias and the fundamental

6. How can self-
avoided?

attribufion error be

Ethical Dilemma

votes a great deal of time and energy

to getring to know her employees. She pays attention to
what they say when she asks them how they’re doing,
and she remembers incidental facts like pet’s names
and favorite days of the week. Juanita has found that
chese kinds of details help her match her employees to
projects that bring out their best skill sets and internal
knows, for example, that her office
person, so Juanita
axi-

Juanita Maxwell de

motivations. She
manager, Marcy,
schedules their me
mize their effectiveness.
Juanita has a new emp
Sandra, who is not as €asy

Sandra first started at Trum
rdering on introverted. Juan
to Sandra being Dew,

having been colleague
a2 month later, however,

is a true MoOrNing
etings as carly as possible to m

Joyee on the sales team,
for her to read. When
bell and Son, she was very
ita chalked some

quiet, bo
and many of the

of it, certainly,
other office workers
years. At the company picnic
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social perception (p. 95)

4, Describe the eight

5. What factors infl

6. Describe the errors that affect th

s for over five

strong situation (p- 88)

Thinking (p- 92)
trait theory (p- 82) .

preferences of the Myers—Briggs

Type Indicator instrument. How does this measute

Carl Jung’s ideas?
uence social perception? What are

the barriers to social perception?
e attribution process.

mmunication Questions

7 (communication question) You have been asked
to develop a training program for interviewers. An
integral part of this program focuses on helping
p better social perception skills.
his section of the training pro-
ss barriers to social percep-

interviewers develo
Write an outline for €
gram. Be sure to addre
tion and ways O avoid them.
8. (communication question) Form groups of four to 1%
then split each group in half. Debate the origins of
personality, with one half taking the position that pet-

sonality 18 inherited and the other half that personality
is formed by the environment. Each half should also
position for managets.

discuss the implications of its

Sandra matched the level of laughter and outgoing-
ness of employees like Willy, the most senior sales-
person. She engaged in games and exhibited spirited

competitiveness.
Back in the office on Mon

her eyes down and avoided small ta

room. She wasn’t impolite tO Juanita,
who appeared at the picnic.

Juanita assumed Sandra was a naturally shy persott
until the first 8 AM. staff meeting to discuss Trumbell's
oduct line. As voices rose with suggestions and
Sandra didn’t hesitate tO add hers to the fray:
Juanita was surprised at Sandra’s sudden assertive naturs
given that only two days ago she had barely mumbled
out “Good evening” as Juanita had waved good byé:

This ebb and flow of energy and assertiveness contifi™
ued for three months, during which Juanita tries to dis®
cern which “Sandra” s the “real” one.Is she a dynamiﬂ:

day, though, Sandra kept
Ik in the office break
but gone Was the

yivacious person

new pr
questions,

PART 2 INDIVIDUAL PROCESSES AND sEHAVIO!

go-geﬂer who just didn’t like mornings or a compl
mtro_vertc? So far Sandra has done an excellent mg el:e
]uamFa is uncomfortable having an employee v]v(; i
sonahtyl seems so inconsistent. She begins to o
Sandra is really a good fit for Trumbell and chtlrfsnon ¢

Experiential Exercises

3.1 Management Styles*

P . : : :
(;l].‘; I. This questionnaire will help you determine your

Eoi ;rencii;. For each item, circle either a or b. If youyfeel
: a an b are true, decide which one is more like

even if it is only slightly more true. i

1. I would rather
a. solve a new and complicated problem.
b. work on something I have done before
2. 1 like to ]
a. work alone in a quiet place.
b. be where the action is.
3. I want a boss who
la. estab.lishes and applies criteria in decisions.
b. considers individual needs and makes exceptions
4, When I work on a project, I |
a. like to finish it and get some closure
b. often leave it open for possible changes

5. When maki ;
: aking a decisi :
- ; ion, the most im
siderations are BOtanl CoB

a. rational thoughts, ideas, and data.
b. people’s feelings and values.
6. On a project, I tend to

a. think it over
and over befor i
proceed. e deciding how to

* b. start worki e
i SShAL ng on it right 1 i
as I go along. ght away, thinking about it

; . % hf WO 1 0O
1t |
fklﬂg 01 a pI‘O]ECt, I p[efer T
a. ma 1. i
ntain as I‘l‘luch control as pOSSib c
l/ b' explofe Various OptiOnS.

8. In my work, I prefer to

L a. work o j
o n sevefral projects at a time and learn as
as possible about each one.

\/b. have one i
roject 1 i n
busy. project that is challenging and keeps me

. Iﬂften

a. make |is
- malti and plan.s whenever I start something
y hate to seriously alter my plans

'.h avoid P|an :
v 1 S aﬂd ust l z
on then]‘ ] €t thmgs progress as 1 Work

APTER 3
PERSO
NALITY, PERCEPTION, AND ATTRIBUTION

Questions:
1. Usi i
Jsing consequential, rule-based, and character th
ries, evaluate Juanita’s options K
2. What should Juanita do? Why?

1 i hen dlSC S8 p g 3
() W u lllg d l‘OblﬁIIl \Wltkl COHCa ues, 1t 1s
eas}‘ f()[ me to

a. see “the big picture.”
b. grasp the specifics of the situation.

11. When the ph - !
phone rin, . Ce
usually ings inmy office o at home, 1

a. consider it an interruption.
b. do not mind answering it.
12. Which word describes you better?
a. Analytical
b. Empathetic
13. When [ am working on an assignment, I tend to
a. work steadily and consistently. :

b. work in b

: ursts of energy with ,
; ith W o
between. downtime” in

14. When I listen to
some ;
e one talk on a subject, I usu-

a. relate it to my own experience and see if it fits
b. assess and analyze the message
15. i |
When I come up with new ideas, I generally
a. “go for it.”
b. like to contemplate the ideas some more
i | :
6. When working on a project, I prefer to
Z narrow the scope so it is clearly defined.
1 . broaden the scope to include related aspects
7. When I read something, I usually
a. i
confine my thoughts to what is written there

b. Iead betv‘«‘eell the l]rleS aIld relate ti}e WO dS to
¢
Other 1deas.

18.
When I have to make a decision in a hurry, I often

a. feel uncomfortable and wish I had mor
e

information.
b. am able to do so with available data.
19. In a meeting, I tend to

. COn tin, y
m
a ontinue O ula g ](Ieas as I tﬂlk ab“ut

b. only speak out af
ter I h
tieie thtongh: ave carefully thought the
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_ Attitude-behavior correspondence depends on atti-
tude specificity, attitude relevance, timing of mea-
surement, personality factors, and social constraints.

. Two important work attitudes are i
itment. There are cultural

and organizationai commi
differences in these attitu
be improved by providing
nities for participation in
ility to persuade
des depends on characteristics

rtise, trustworthiness, and

employees with oppottu-
decision making.

_ A manager’s ab
change their attitu
of the manager (eXpe

Key Terms

emotional contagion
cthical behavior (p- 130)
instrumental values (

job satisfaction (p. 120)
(p. 138)

ent

affect (p. 118)
affective commitment

attitude (p. 116)

cognitive dissonance (p. 119)
ral development
p. 125)

(p. 125)

cognitive MO (p. 138) Machiavellianism

continuance commitment
(p. 125)

emotions (p. 129)

Review Questions

1. How are attitudes formed? Which source is

stronger?
2. Discuss cultural differences in job satisfaction and

orgam'zational commitment.
fluences on attitude—behavior
do some individuals seem
sistent with their

3. What are the major in
correspondence? Why
to exhibit behavior that is incon

attitudes?
4. What should mana
wotk?

gers know about the emotions at

Discussion and Communicat

1. What jobs do you consider to be most satisfying?
Why?

2. How can managers increase their employees’ job
satisfaction?

3. Suppose you have an employee whose lack of ¢
mitment is affecting others in the work group-

How would you go abo
change this attitude?
4. In Rokeach’s studies on values,

are from 1981. Do you think va

since then? If so, how?

142

ob satisfaction 6.

des, and both attitudes can 7.

employees to g.

normative commitm

o1

ut persuading the person to

the most recent data
lues have changed

attractiveness); the employees (self-esteem, original
attitude, and mood); the message (one-sided versus
two-sided); and the route (central versus peripheral).
Emotions can strongly affect an individual’s behav-

jor at wotk.
reflect the means to achiev-

Instrumental values
goals to be

ing goals; terminal values represent the
achieved.

Ethical behavior is in

value system, locus 0
and cognitive moral development.

fluenced by the individual’s
{ control, Machiavellianism,

organizational citizenship behavior

(p. 123)
organizational e
social learning (p- 118)
terminal values (p. 135)

values (p. 134)
workplace deviance behavior

(p. 130)

p. 135) ommitment (p- 125)

(p. 125)

sh between instrumental val-

5. Define values. Distingui
generally

rminal values. Are these values

ues and te
ver time?

stable, or do they change 0

6. What is the relationship be
| affect ethical behavior?

and how does it relate to

tween values and ethics?

How does locus of contro
2. What is Machiavellianism,
cthical bebavior?

tive moral development.

9. Describe the stages of cogni
How does this concept affect ethical behavior in

organizations?

o

ion Questions

ost important influences on at indi-

¢ ethical behavior? Can Ofg8s
perceptions? 1f so, how?

5. What are the m
vidual’s perceptions O
nizations change these

tional

6. How can managers encourage Organiza

citizenship?

munication question) SUppo
¢ service Or
visors who report

7. (com ge you are a
manager in a custome
group includes seven supet
directly to you. FEach superv

er service repres

Linda, has complained that

of seven custom entatives. One

of your Supervisors,

PART 2 INDIVIDUAL PROCESSE

ganization. Yout

isor manages a tealt

s AND BEHAVIEJ:.

oe
i]em, ”ors1; O}i her employees, has “an attitude prob-
3 .h e has requested that Joe be transferred to
other team. Write a memo to Linda explaining
your position on this pr
oblem a
s p nd what should

8. (commur'u'cation question) Select a company that
you adllmre for its values. Use the resourcesyof -
university library to answer two questions Fi. i
what are the company’s values? Second, hcl)w rdstt),

Ethical Dilemma

?fu:ah Kovacs supervises a team of ten employees in th
human resources department of Paddington, Inc. Sh ;
strives to match each member of her team’s ,stre. he
with appropriate tasks, and for the last five t‘:angt S
Sarah has created a pleasant working en.viro}r:mzsr;t f
everyone. =
T_he newest member of her team, Kim Evans, excel
meeting dez_1d]mes and works at a level above he!r s
Hofvever, since she was hired a year ago, Kim ha (o
to.tmd problems or downsides to everytl,lin a dS s
fa}ls to ?hare her moody nit-picking with ot%;er;l C;Ifiver
Eiﬁmgts out leg;timate issues that need to be'dealf rxlz;‘rith
it she does it with an air of negativity and misery th ,
mies the team’s enthusiasm and puts Sarah i e;y il
Rosition from which to motivate her team ;f;;;’:geﬂgmg
= . 11! =
E(j)_;ll lllas become difficult to contain, and meetings Witilt =
L:.: :fe no;< groduced any change in her attitude.
awar; : fv:lef; : ;ﬁilgir supe.rwsor’s_ meeting, Sarah became
S b i
it ! ich Kim excels. T
ﬂ?;:tlif k.laSIl t been advert.ised yet, but Sarah think;le
she could fast-track Kim into an interview.

Experiential Exercises

4, i i
1 Chinese, Indian, and American Values
Purpose
To learn i

some differences amon, i [
e g Chinese, Indian, and

G"’“P size

Ay number of groups of five to eight people.

T‘me I‘equired
éﬂ"’ minutes

‘Exercise Schedule

],
¢ ;?ll'gfhffe rankings (preclass)
nrs rank the fifteen values either for Chinese

SHAPTER 4
A
TTITUDES, EMOTIONS, AND ETHICS

em
ployees enact these values? Prepare an oral pre
sentation to present in class. :

9. (communication question) Think of a time when
you have e;.s(perienced cognitive dissonance. Anal
your experience in terms of the attitude an;:i beh;’f
i?j;?;;l;:ily;h%; ;hd you do to resolve the cogni-
taken? Write ae.brief E(lite:cil' . _aCUOHS i o

and your responses to thelztieo;i?)flz.our P

Ho
L Wffgclar, Sarah knows that Kim’s negative affect
- ci(:ﬂt y be in even greater problem for the market
artment, because of that s i i :
: team’s inte i
Paddington’s cli i e
ientele. Not only could Ki
i _ : m sour her new
; s relationships, she could pass that negativity onto
urrelrét. anctl:l potential clients. Of course, Sarah’s never
seen Kim dealing with cli i ’
. clients—Kim may h i
i : ] y have the abil-
S geas set a_mde her negative outlook when necessary. But
i .certamly seen Kim openly criticize Paddington’s
El cies to her peers and in front of Sarah and other
an : i
: agers. She’s heard Kim complain about workloads
ac;tlo[ll time, cafeteria food, the weather :
s I_Et{ if Kim gets the position on the marketing team
team could begin to functi i :
: unction again like
ey . & a cohe-
: € lgc;'cl))upbwnh focus and vision. Sarah is not sure what
ould be best for Paddin
gton and her de
what she should do. T

Questions:

1. Usi i
Jsing consequential, rule-based and character theo-
ries, evaluate Sarah’s options

2. What should Sara do? Why?

2 : . ]
And A.mencan orientations or for Indian and
merican systems. If ti i l
. If time perm
i permits, all three can be

Unit time Total time

2 E}mal] groups (optional) 15 min 15 min
: roups of five to eight members try to achieve
onsensus on the ranking values for both Chinese

and American cultures.

3. Group presentations

(optional) AR
min

Each i i
group presents its rankings and discusses rea
sons for making those decisions.




valued rewar
must

likely to be sensitive to inequi
less likely to be selfish or self-
issues for all employees.
mon good of all employee

© Clive Sawyer/Alamy

le. Managers ' em 7
‘ ployees want the flexibili
exibility. Each employee’s lattice is nailed together by twic
e-a-year evalua-

e work schedules, are availab

5,8 }l as tume Off or 1 h d 5 2 > =

] tiOﬂS that consider career tar ts a a r bif a ( mizatio es a O d
(‘ 1€ e nd I rge li (5] gO Is areer customization 1s PEC Il g o]
yg .

understand what their employees want.
1d be aware that morally mature employees are more
(es at work. At the same time, these employees are |
centered and more likely to be concerned about equity ; _
want more time with children, and boomers who i
are easing into retirement. Deloi
. Deloitte focuses on

Morally mature employees will act ¢
s and the organization.

Finally, managers shou
meeting the needs of mi :
= of mill
ennials who want more work-life balance, young parents like KKeeh
’ s like Keehn who

thically for the com-
and appreciates its people.

ING BACK: DELOITTE Chapter Summary

A Lattice, not a Ladder 1. Eatly economi i o
’ extri};sic - e theories of motivation emphasized 5. New ideas i
centive : = - * eas 1n moti i .
i s as the ]?asm for motivation and e otivation emphasize eustress, hope
When Deloitte’s UK operations hit nearly $4 billion in rev- Bl force multlplier, e HELh s and full engagement :
2. Maslow’s hi 6. Social e '
e, everyone received abovt 3 J—— el l'er?rdll\i of needs theory of motivation calated Xcha;ge theory holds that people form cal-
asis - : ated worki ; ;
of champagne at Christmas, and an extra day off. Those - 3SSumptionsOgboui(;rjogslr’s Theorl}(r X and Theory table, ethjc;l ltzgalzlllii(t)nsmps R e
3 ¢ at work. -
: mes?® 3. Accordi : 7 b=
were the good times. How about the hard trimes?®" Both £ mg to McClelland, the needs for achieve- moIif:Cta‘ncy theory says thut effort is the basis for
the changing generational differences a0 4 needs of people, Deloite b , POWer, a.r_ld affiliation are learned needs that ivation and that people want their effort to lead
AL to performance and rewards.
S e e,
heories of motivation are culturally bound, and
]

or the i a me ! Ty
5 an oppo une o
i - O-rac ations
har‘d oimes e (8] €O Ou.nd € P €Sence o d
o erences occur among ot i
4 | h W f tor th f that th T TC f ]1 .

mofivat ] i
e CIVE}U}(:H ‘factors led to job satisfaction, and the pres-
of hygiene factors prevented job dissatisfaction

kinds of employee needs. A recession i

o look at meeting different
lead people. Deloitte engaged in experi-

needs t

for a comparny to explore creative ways to manage and
+ moves. Crises are times in

id furloughs, and lateral caree

mentation with reduced hours, unp2
g atrentive o the dangers and pitfalls that are

¢ new opportunities while bein

Key Terms

which to seek ou
most often the focus. Going up the career ladder in hard times may be difficult, even impossible,

benevolent
because of life demands. Therefor& o (196-91}69} e e B S
quity sensitive (p. 169) moral maturity (p. 172) Lo lefaic y (p. 155)
ess (p. 164 motivation (p. 152) L : oanalysis (p. 153)
d men £o remain in che worlforce. Rathef i B ) ettt self-interest (p. 154
pectancy (p. 170) otivation factor (p. 160) e . 154)
down, | e'ne factor (P 160) need for achievement {P 159) Th y = (P 157)
squity (p. 167) need for affiliation (p. 159) lf-'Ory (p. 157)
need for power (p. 159) valence (p. 170)

butisita dead-end at work?

People’s needs change because of circumstances and
e implemented 2 Mass Career Customization (MEC)

after some experimentation, Deloitt

Program as a way to motivate talented women an
chan being stuck with the pressure of a career ladder, Deloitte employees may move up,
or across what is a career |attice, depending on their life goals. Lattice is a career-path met
phor much preferred by Deloitte vice chair Cathy Benko. The MCC concept worked wonders
frustrated by the Ve P

teview Questions

for Deloitte tax accountant Chris Keehn in the Chicago office who was
old daughter. with support of his senior mans

o time with his four-year-
telecommuting four days

s, Keehn shifted gears and began

How ¢

] an knowledge of motivati

b motivati i

. on theories help . How do hygiene and motivational f

% onal factors differ?

4 | " REH s differ?
- . . What are the implicat oW
ha five categories of motivational needs for managers? iy ot B s e

each weelc
Deloitte is disp'.ay'lng flexibility in Chicago just as we caw it doing in the UK. The key EO cribed bY Maslow? Gi
_ ? Give an example of how
e . What are two new ideas in motivation that
; manag-
ers are using? )

long hours that cut int

ager and two of Deloitte’s partner

utcome of positive social exchanges. At the centef
nat are the The
. ory X and Theory Y :
ut people at work? How do t;: ¥ r:‘lzliumptl}?ns . How is inequity determined by a person i
¢ to the nization? How can inequity be i‘ef 1 Oclt] '}n G
olved if it exists?

e. About 10 p,rcerlt.i
: chy of needs?

CC arrangements is @ win-win o

of the concept is the employee’s life goal(s)- What do yo

success of M
questi

4 want most? Answering that

. W I
hat are the key concepts in the expectancy theory

:IOI'\ iS nat 1o every
PET ent‘." 2 t three 1 f)}p vV ?
. maan ¢
. ation:

is a key to the Deloitte program. Career customizat
Deloitte employees “dial-up” or «dial-down” their career at any given point, but 80
pART 2 INDIVIDUAL PROCESSES anD BEHAVES APTER 5 o7

IVATION AT WORK



Chapter Summary

1. Learning is a change in behavior acquired through

the accutrac

experience. -
) pproach to learning

rant conditiomng 2 ca
Gty ction of positive and

states that behavior 1s 2 fun

1 neces.
egative conseque .
= desirable behav-

; s used to develop
_ Reinforcement 1$ e

i ' extinction ar
ior; punishment and

undesirable behavior.

Bandura’s social learning t
specific self-efficacy is 1P

heory suggests that task-
ortant to effective Jearning.

- d Sk
(;()al Settlglg lmprOVeS W Ofk m()tlvat]()ﬂ an fa
pEIfOIIllaIlCE, L‘educes 13018 stress, and- lIllpI OVES

Key Terms

classical conditioning (p- 185)
consensus (p. 204)
consistency (p- 204)
distinctiveness (p- 204)
extinction (p- 188)

goal setting (p. 190)

learning (p- 184)

(p. 194)

Review Questions
: ! _ b
1. Define the terms learning, reinforcement, punis

ment, and extinction.

j nces in
7. What are positive and negative conseque

shaping behavio
Explain the valu
How can task-specific se :
What are the differences 10
extraverted and intuitive an

e of extinction as a Strategy:
|f-efficacy be enhanced?

(5]

4. What are the five
goals? Why is feedbac

Discussion and

o : ;
{. Which learning approach
or Bandura’s social learning theor

more approptiate for people?
2. Given your personality typ
Do you miss learning some
they are taught?
3. What goals do you set for yours
personal life? Will you

210

. Performance management an

Making accurate attributions

. High-quality perfor

Mentoring is a relations

management by objectives

mentoring (p- 206)
negative consequepces
operant conditioning (p- 185)
performance appraisal

petformance management (p- 196)

2 How should they be managed?

the way introverted and
d sensing people learn?

haracteristics of weﬂ—dleveloped ;
k on goal progress important:

Communication Qu

h—the behavioral approach
y—do you find

c. how do you learn best?
things because of how

elf at work? In your
know if you achieve them?

y and validity of performance

il d 360-degree feedback

can lead to improved performance. i
about the behavior ©

i isi ing poor
others is an essential prerequisite tO correcting p

erformance. :
: mance should be rewarded, and

hould be corrected.

hip for encouraging deve_l—
ncement for people moving

poor performance s

opment and career enha
through the career cycle.

(MBO) positive consequences
(p.186)
punishment (p. 187)
(p. 186) reinforcement (p- 186)

task-specific self-efficacy (p. 188)
360-degree feedback

(p. 196) o

of conducting performance

0ses
IR Sl he benefits of 360-degree

appraisals? What are t
feedback?
6. What are the two possibl.
formance? What are the i
gers and supervisors best prov

icati ?
mplications of each?
ide
7. How can mana

useful performance feedback?
§. How do mentors and peers help

enhance their careers?

estions

4, 1f a conflict occurred be
and the evaluation given
sor or instructor, how would
specifically, would :
from your SUpErvisor or instructor
reporting period?

5. What rewards are m

Jling to work to receiv

3
i e them!
hard are you Wi

PART 2 INDIVIDUAL

6. (communication question) Prepare a memo detail-

ing the consequences of behavior in your work or
university environment (e.g., grades, awards, sus-
pensions, and scholarships). Include in your memo

¢ attributions of poor Per-

people develop and .

tweern your self—evaluatl‘ﬂn

ervi-
to you by your sup
you respond? What,

you do? What have you jearned.
during the 1ast

W
ost important to you? Ho

PROCESSES AND BEH

your classification of these consequences as positive
or negative. Should your organization or university
change the way it applies these consequences?

7. (communication question) Develop an oral presen-
tation about the most current management practices
in employee rewards and performance management.

Ethical Dilemma

Margaret Dawson supervises a team of six salespeople
within Smith & Yardley, Inc., and she’s been with the
company for five years. As her team was assembled,
Margaret worked assertively to make sure everyone was
clear on how to complete the sometimes complicated
expense report forms. Since her sales force was on the
road for approximately 60 percent of the time, fill-

ing out expense reports completely was essential. The
sales people were dependent on getting reimbursements
guickly for living expenses and the extensive mileage
accrued; the accounting team needed to process the
forms quickly in order to avoid a critical backlog of
debt. Margaret’s team consistently submits their reports
on time, a fact that pleases both Margaret and her boss.
The team receives their reimbursements promptly, which
meets their needs.

For her entire time with Smith & Yardley, Inc.,
Margaret has used a rounding system to make the num-
bers reconcile more easily when inputted into the excel
spreadsheet expense report. She has consistently shared
this procedure with her salespeople as a method of rec-
onciliation that also quickens the process. Margaret is
also aware that when her subordinates complete their

(periential Exercises

6.1 Positive and Negative Reinforcement

#rpose: To examine the effects of positive and negative
Orcement on behavior change.

L TWO or three volunteers are selected to receive rein-
Ef)rcemem from the class while performing a par-
ticular task. The volunteers leave the room.

Th-e instructor identifies an object for the student
?tclunteers to locate when they return to the room.
{The object should be unobtrusive but clearly visible
£0 the class. Some that have worked well are a small

®6 LEARNING AND PERFORMANCE MANAGEMENT

Find out what at least four different companies are

doing in this area. Be prepared to discuss their fit
with the text materials.

8. (communication question) Interview a manager or
supervisor who is responsible for completing per-
formance appraisals on people at work. Ask the
manager which aspects of performance appraisal
and the performance appraisal interview process
are most difficult and how he or she manages these
difficulties.

reports this way, they often get a little extra money in
their reimbursement check. Since that’s the procedure
Margaret was taught-when she was new to the com-
pany, she feels comfortable passing that information on.

At the last managers’ meeting, Margaret’s supervisor,
Henry, reviewed the correct procedures for completing
expense reports. She learned that the rounding system
that she was taught and has consequently taught to her
sales force isn’t exactly the way the company would
like outstanding expenses reconciled. The way in which
Margaret and her team complete their reports isn’t spe-
cifically wrong, but it does err in favor of awarding the
employees extra money. Margaret has to decide if she
should gather her team and inform them that expense
reports have to be completed in a new, more time-
consuming manner, or if she should simply allow the
team to keep submitting the forms in the way in which
they’ve all become accustomed.

Questions:

1. Using consequential, rule-based and character theo-
ries, evaluate Margaret’s options.

2. What should Margaret do? Why?

triangular piece of paper that was left behind when
a notice was torn off a classroom bulletin board, a
smudge on the chalkboard, and a chip in the plaster
of a classroom wall.)

3. The instructor specifies the reinforcement contin- ;
gencies that will be in effect when the volunteers [
return to the room. For negative reinforcement, stu-
dents should hiss, boo, and throw things (although
you should not throw anything harmful) when the
first volunteer is moving away from the object;




es and methods of preventive stress management

Managers can usc the principl
actice several forms of individual

to create healthier work environments. They can pr
healthier lifestyles for themselves, and they can encour-

stress prevention to create
s to do the same. Large organizations can create healthier workforces

hensive health promotion programs. Setting
an do for employees when it comes

age employee
through the implementation of compre
an example is one of the best things a manager ¢

to preventive Stress managemen\:.

1 OOKING BA CK: IKEA

.....

Look Within for Sources of Strength

Yes, IKEA faced external challenges in the economic

downturn and the Russian corruption problem. There

is a saying that the strong survive. If that is so, what

Narbert Michalke/
Phetolibrary

is the source of serength for survival? In IIKEA's case,

even the company’s business model has been challenged. Specifically, the question has been

posed: Is IKEA’s business modeling coming apart?'®” This is both a legitimate and an important

swer in the negative. Just because the company’s

question, oneé for any business 0 be able to an

sales may be sluggish does not mean that the core business model of minimalist flat-pack furni-

ture is dead or outdated. The core business model| must be a source of strength and survivability

in a competitive, demanding marketplace. JKEA’s competitors, such as Kingfisher's B 8 Q, seek

to emulate the one-size-fits-all approach to global retailing.

Duke behavioral economist Dan Ariely has a theory that IKEA's puild-it-yourself furniture

creates long-term customer loyaley.""® Why? Because you like the furniture even more after St

gling to put it all together with a minimum of useful instructions. No oné would suggest that the
instructions are overly detailed. This mild ambiguity creates @ custormer opportunity. specificallys
o engage, or invest, in the whole process of creating the

the opportunity is for the customer t

furniture. Engagement and involvernent lead to com

Ariely’s theory about IIKEA’s model for creating loyalty and busines

personal experience as an |IKEA customer. The company’s do-it-yourself strategy ha

ovet half a century, one indicator of strength, and across dozens of countries, another indi

of strength.

IKEA’s new Tampa, Florida store is the size of two Wal-Mart Supercenters, suggestin

company believes in its businiess model and its internal strength to compe

visits the IKEA store in Tampa spends 2 fow hours inside, this might become a W

for thousands of Florida’s West Coast Citizens. A store this size becomes a big rarget Ma

customer loyalty that IKEA generates through the do-it-yourself strategy results

PART 2 INDIVIDUAL PROCESSES AND peHAVID

these customers’
ers’ sense of i i
achievemnent. While the company’s business model
model may b i
source of strength t i .
o survive and thrive i
in a very competitive retai i
e retail environme
nt, [IKEA may d
raw

2
stre th too rom Its oya and lasl: g custome base Wwno nas dlSP y g
a ed thelr own strength a d

mitment. That may be the underpinning ol
5. His theory is born o8 of
s succeeded for

catof

g that the

te. |f every customer that
cekend Pafr'li e

ybe HE

from appeaiinBs

achi i i
hievernent in assembling IKEA furniture

Chapter Summary

1. Stress i i
i Ss }115 thfe unconscious preparation to fight or
wi - 1
i eg aced with any demand. Distress is the
verse consequence of stress.

2.

Eour appr(?aches to understanding stress are the
ome?stanc/medical approach, the cognitive

:ppralsal approach, the person-environment fit
pproach, and the psychoanalytic approach.

3. The stress ;esponse is a natural mind-body
response characterized ic mi
i by four basic mind-body

. E;np%oyees face task, role, interpersonal, and
g ysical demands at work, along with r;onwork

emands. Globalization, international competition

and advanced t :
echnologies cr
swork. g edte new stresses at

i:l(ey Terms

compensation award (p. 232)

Jpation problem (p. 231)

mance decrement (p. 232)
@na‘hty hardiness (p. 233)

‘entive stress management (p. 236)
ary prevention (p. 237)

iew Questions

. Defi ;
i efine stress, distress, and strain.

cribe f

b our approaches to understanding stress
4 es each add something new to our und .
ing of stress? T

PTER 7
TRESS AND WELL-BEING AT WORK

5. \Ijgilllmirk stres;(;rs-, such as family problems and
—home conflicts, can affect an indivi ;
work life and home life. ok £t

6. Stress has health benefits, i
nefits, includi
performance. s, including enhanced

7 Di .
Dlstre__ss is costly to both individuals and
organizations.

8. inif}i:fir’duzrsny anuires _attention to gender, Type

i s personality hardiness, and self-reliance in
g the links between stress and strain.

9. Preventive stress management aims to enha
hegth and reduce distress or strain. Prhnar;mpere
:riir;ngi lf(:::iei c}:ln the stressor, secondary preven-
s the response to the stressor, and

ry prevention focuses on symptoms of distress.

secondary prevention (p. 237)
self-image (p. 222)

self-reliance (p. 234)

strain (p. 220)

stress (p. 220)

stressor (p. 220)

tertiary prevention (p. 237)
transformational coping (p. 234)
Type A behavior pattern (p. 233)
workaholism (p. 228)

3. What :
. are the four chan ;
ZES A3S0Cl wi
response? ated with the stress

4. List three demand
s of each ] i
sonal, and PhYSical_ type: taslk, role, interper-

245




. What is a nonwork demand? How does it affect an

individual?
_ Describe the rela
performance.

_ What are the major medical conse:
tress? The behavioral consequence

logical consequences?

. Why should organizations
stress at work? What are th

organizations?

tionship berween stress and

quences of dis-
s? The psycho-

be concerned about
e costs of distress to

Discussion and Communication Quest

1. Why should organizations help individuals man-
age stress? [sn't stress basically the individual’s
responsibility?

2. Is there more stress today than in p
What evidence 18 available concerning this question?

3. Discuss the following statemen
should be expected to provide stress
environments.

4. 1f an individual claims to have job-related anxiety
or depression, should the company be liable?

stress prevention methods that are

he chapter? If so, what are they?

ast generations?

t; Employers
_free work

5. Do you use any
not discussed in t

6. (communication guestion) Write a Memo describ-

the most challenging demands and/or stres-

ing
niversity). Be specific

sors at your workplace (or u

Ethical Dilemma

king for a small account-

Neil Murray has been wor
hs—nhe left a grueling

ing firm for the last eight mont

position with one 0
in favor of a chance to work at Johnston & Marcus.

Even though Neil makes a little less money, he truly
values the other “perks” of the job. Neil appreciates
how the founding partners
ive environment. The firm maintains a warm, family
atmosphere, where people feel legitimately cared for.
Neil no longer works long nigh
been able to reconnect with his yo
dinner together every pight an:
League coach. That extra time
to pick up a workout regimen

order. He also loves
to volunteer their accounting tale

has also allowed Neil
to get his health back
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f the major firms in New York City

have established a support-

ts or weekends, and he’s
ung family by eating
d volunteering as a Little

how the firm encourages their staff
nts to local nonprofits

erences such as gender, Type

hardiness, and self-reliance
d strain?

9. How do individual diff

A behavior, personality
moderate the relationship between stress an

10. What are primary prevention, secondary prevention,
and tertiary prevention? Describe major organiza-

tional stress prevention methods.

11. Describe eight individual preventive st
ment methods.

12. What is involved in comprehensiv
tion programs?

ress manage-

¢ health promo-

ions

he details of these demands and/

in describing t
bout changing

or stressors. How might you go &
them?
7. (communication question) Interview a medi-

cal doctor, a psychologist, or another health care
professional about the most common forms of
health problems and distress seen in their work.
Summarize your interview and compare the results
to the categories of distress discussed in the chaptet.

8. (communication question) Do research on social
support and diaries as ways to manage Stress-

ful and/ or traumatic events. Develop an oral
lains the benefits

tation for class that exp
hes for preventive Stress

delines on how to practice

presen
of each of these approac
management. Include gui

each.

d vacation time for their
und his new job extremely
lly and personally.

Neil has to file a status
and financials to a clear-
omplicated report, b

by rewarding them with pai
efforts. In short, Neil has fo
rewarding, both professiona
Once a month, however,
report on the firm’s standing
ing house. It isn’t long or ¢
dreads completing it, because
falsify information that needs
Neil hasn’t challenged his bos
plied with the request.
During the last two mon
eil finds himself getting depre
omach when
g incorrect information. B
his name to the document
crime.

to be included.

ths, as the report date
ssed. He has

looms, IN
begun to get sick to his st
completing the forms usin

doesn’t even want to sign
e he knows that he is committing a

n

becaus

PART 2 INDIVIDUAL PROCESSES AND

ut Neil

his boss requires Neil to

s—he has simply com=

he thinks about
Neil

pEHAVIO!

If this were occurring at Neil’s former job, Neil
would have quit the first time he was aske]d t’ l'el
Howevc_er, he feels so strongly about how Welloh lel.
exlferyth?ng else at Johnston & Marcus that it }f o fo
him to imagine leaving. i

Experiential Exercises

7.1 Gender Role Stressors

The major so
ur
» menj v ces of strless are not necessarily the same
s s omsl:nCi This exercise will help you identify
rities and differences i
' n the stresso
ceptions of men and women oy
Step 1. 1v1 i e
pbl Ind1v1dfually list the major sources of stress for
you because of your gend i
er. Be as specific a i
cal ) nde s possible
gnd v;rlthm your list, prioritize your stressors :
tep 2. ivi ' :
p Infdwldually list what you think are the major
sour
: ces 0 ls.tress for those of the opposite gender. Again
e a i .
S:: s?)sp;(:iflc as possible, and prioritize your list ,
ep 3. i 1 .
: p teams of five or six members of the same sex
share i
your two lists of stressors. Discuss these stressorsj
3

7.2 Worlplace Stress Diagnosis

The éoﬂp}»;rmg exercise gives you an opportunity to
wor i
W .O\g‘lt i a group to compare the work demands

job stressors found in di

ifferent work setti
™ . : rk settings.
al erver;)tlogl fo; preventive stress management should
ways be based on a i i

_ good diagnosis. This ise gi
you a start in this direction o s S
Step 1 hi
ngk (.iRate thf:l degree to which each of the following
A \:r lemands is a source of stress for you and your

orke '
iy rs at work. Use a 7-point rating scale for assign-
hjgh e stressfulness of the work demand, with 7 = ve
E solgrce of stress, 4 = moderate source of stress al?(; it
= very little source of stress. ,

17 1 e Of he \,V()j_‘k
uncertain aboul var .()U a
= . t}' 1 § asp Cts t
covironment
= LﬂCk 5
Of COHthl over people, events, or Other
aspects ()f W()Ik
_ -”“.k 1t1
4 : Of career Opportunltles and progre
R Th(‘.‘ 1m le i i
k plementation Of NeEW teChnOlOgiﬁS
— 01- & i
W Ver ; that is, too much nd not
O ; ].OE.d that ) t to dO a d
e[lOngh time
CO'l_ﬂiC .Ilg expectatio
I 1 P tatl
118 fIOII'l O
b ne or more people
COD FL] |
I S]Ilg expectation i
S f].()[[l
i . Oone or more people
Dan CO d 0
gerous Worki_ng iti
1t1
R - Il ns andfor hazardous
SEXUa nt
1 harassm y i
€. b S
- LPErvisors, COWOIkerS, or

_Abras; iti
1ve personalities and/or political conflicts

ETER 7 s
TRESS AND WELL-BEING AT WORK

Questions:

1. Usi i
N 1ng consequential, rule-based and character
theories, evaluate Neil’s options

2. What should Margaret do? Why?

Ez(c:ialdsennffy the top five sources of stress for your group
use of your gender and the top fi
e e : op five sources of stress

. pposite gender. Again, b ifi
possible, and prioritize your list. A
Ste[;1 4, The class will then engage in a cross-team
5 . ;
;::0 Iimgt}el of lists. Look for similarities and differences

g the teams in your class as f

ollows. Select o

§ender to be addressed first. If the females are firs?e
tioornzx;nﬁple, 1’1{1{1:) rnfale groups will post their predic:-

. This will be followed by th i
e y the actual stressor lists

groups. Th

e P en do the same for the other

Itlgld: 1nsensitiy e, unres POHS] VE Sllper VISOIS Or

St . : e
evep Z.herte a brief description of the most stressful
: ent that has occurred in your work environment d
1Sng the past twelve-month period o
t i i :
i ;:l;lan 3. "l;he class will form into groups of approximately
embers each. Each grou l

p elects a spokesperson
al;d thep compares the information developed by each
person in Steps 1 and 2. In the process of this compari-
son, answer the following questions: A

a. U{rh i W V
at are the SII lllarltlf S ]:)et WEEDN Ofk environments
m l
terms Of l‘hEII NOoSst StrESSfLI WOI_‘k le:ma dS

. ha h dlffere €5 am g nvir nt
l’ % t are the 1C on W ()Ik environments
n terms Of th.el_t most stress ul UVOIk deIIlaIldS

c. Ar imilarities i
e there similarities in the descriptions of the most
stressful events? If so, what are they?

Ste 1

B fh4. Each. group will share the results of its answers
> the c_luestlons in Step 3. Cross-team questions and

discussion follow. i

S d :
J{tlep 5 (Optional). Your instructor may ask you to
choo
i lseton; orlanother of the work environments in
ch to develop some '
preventive stress ma
i nagement
egies. Complete parts a and b below in your grou
p.

; 5
d. Idelltlf}' one to t]l €c pICvEﬂtl&C stress ma“age nent
g .
strategies th.at ,‘011 th,lllk are the beSt to use in the
W OIk environment. c@ lly ha“e }‘Ou Chosen them

b. How should th :
: e effectiv :
S eness of these strategies be
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7. Communicative disease is the absence of heartfelt
onship and can lead

communication in human relati
to loneliness and social isolation.

Key Terms

barriers to communication (p- 266)
communication (p- 25 8)
communicative disease (9 277)
communicator (p. 259)

data (p. 260)
defensive communication (p. 269)

feedback (p- 259)
gateways to communication (p. 266)

Kinesics (p. 275)
language (p- 259)
message (p. 259)

Review Questions

1. What different components of a person’s perceptual
screens may distort communication?

7. What are the three defining features of reflective
listening?

3. What are the four levels of verbal response in reflec-
tive listening?

4, Compare one-way and two-way communication.

5. What are the five communication skills of effective

supervisors and managers?

1. Who is the best communicator you know? Why do
you consider that person to be so?

7. Who is the best listener you have ever known?
Describe what that person does that makes him or

her so good at listening.

3. What methods have you found most hel

Status-based? Cultural? Linguistic?

4. Who makes you the most defensive when you talk
with that person? What does the person do that
makes you so defensive or uncomfortable?

5. With whom are you the mos

that makes you sO comfortable or nondefensive?

6. What nonverbal behaviors do you find most help-
ful in others when you are attempting to talk with
them? When you try to Jisten to them?

or at school who 1s difficult to talk to and arrange

an intetview in which you practice good reflective

284

. Information Communication Technology (ICT)

information (p. 260)

Information Communication
Technology (ICT) (p- 280)

interpersonal communication (p- 258)

nondefensive communication (p- 269)

Discussion and Communication Questions

pful in over-

coming barriers to communication that are physical?

+ comfortable and non-

defensive in conversation: What does the person do

7. (communication question) Identify a person at work

includes e-mail, voice mail, and cell phones. High-
tech innovations require high-touch responses.

nonverbal communication (p.272)
one-way communication (p. 263)
perceptual screen (p- 259)

receiver (p. 259)

reflective listening (p- 260)
richness (p. 260)

two-way communication

(p. 263)

6. Describe dominant and subordinate defensive com-
munication. Describe nondefensive communication.

7. What four kinds of nonverbal communication are
important in interpersonal relationships?

g, What are helpful nonverbal behaviors n the com-
munication process? Unhelpful behaviors?

9, What is communicative disease?

10. Describe at least five new communication technolo-

gies in terms of data richness.

listening skills. Ask the person questions about a

topic you think may interest her or him. Pay particu-
to being patient, calm, and nonreactive.

lar attention
After the interview, summarize what you Jearned.

8. (communication question) GO tO the library and
read about communication problems and barriers.
Write a memo categorizing the problems and bar-
riers you find in current literature (last five years).
What changes do organizations ot people need to
make to solve these problems?

9. (communication questio) Develop a role-playing
that demonstrates defensive (domi=

activity for class
nant or subordinate) and nondefensive commut

tion. Write brief role descriptions that classmates
can act out.

10. (communication question) Read everything you
can find in the library about a new communic
technology. Write a two-page memo summarizing
what you have learned and the conclusions youly
draw about the new technology’s advantages and

disadvantages.

PART 3 INTERPERSONAL PROCE

‘inyersat' g i I S
I()n, the llonparUClpating g Oup membﬁf J
e

ssEs AND BEHESS

Ethical Dilemma

Dan Neville 1

et I:;:: 11}_@1 is the manager for a team of engineers at

effor,t -He is responsible for coordinating his team’
s on a daily, weekly, and monthly basis, as well :5

assuring that th i
g ey are keeping on schedule with teams in

[0} fle:S Jl()Llild the country. Dﬂ“ EgUIall
- er E | commau
cates W‘lth hlS OwWIl team via e-ma 1, Elttachlng memaos

G mstructio pl](]] to =L
a d 118 ﬂlElr Iegu ar face to face meet

ings. Clear, i i
lear, consistent, and timely communication is
essential element of Dan’s job iy

Dan i
W cl;;;&ilzdlﬁs 11110 tFouble ‘lmth any member of the
I ¢ his mst1'uct1qns, except for Kyle
et e ays seems to misunderstand or misin-
ssages, even during face-to-face meet-

ings. K :
nagte. hyl[e doesn’t seem to be deliberately being obsti-

; he honestly derives other meanings from Dan’
communicati ing i e
- unications, reading into the words Dan chooses
By e
. oming up with implied ideas that D
intended. i)

Inevi
b Vltal?ly, Dan has to meet with Kyle separatel

e
¥ llﬂctcer'ial'nl that Kyle understands the tasks at har{d
) ft to 11sh0wn devices, Kyle wouldn’t come to D :

question his interpretati =

- retation of th
y . e message, beca

sincerely believes he “gets it.” HowevergK,er is i
3

Experiential Exercises

8.1 Communicate, Listen, Understand

The followi ise gives y ¥y
: llp Ing exercise gives you an opportunity to
e within :
w‘ 0 lw.lllt n la three-person group to do a communica
tion slaill-building exerci ou can pply orn-e
158, ¥ ]

e : earn to appl
0 helle\laﬂectwe listening and two-way communi tS

- . nication
m from the early sections of the chapter, as well

El

as some o I
po f the lessons managing difficult communic
a nondefensive manner. i

Step 1. The class i
ﬁm:;l . The Llags is formed into three-person groups and
=The gfol!llp designates its members “A,” “B,” and ‘pC -
[e ‘lv] ) ; i I_l 13 -,,
k.. be three 5_. to 7-minute conversations amon
b % members: first, between A and B; second .
: n ; thi ,
and C; third, between C and A. During

3

each

observe a
. membrj;nake notes about two communicating
ep 2. Y, i i
. toz'islzlsl;mcior will give vou a list of contro-
e has A .tc‘) pick a topic. A is then asked
.'.nale L er .p.OSlti()I’.l on this topic, with the
e listening a]-ldPeOSltlon,l Wth B: B is to practice reflec-
by pamphmsjr;gagehm listening checks periodi-
. g what he or she understands to be
1 should observe whether B is practicing

APTER
8 COMMUNICATION

rar ; :
deve;z clear ablout Dan’s meanings, and Dan must
o t(; e;tra time and energy to reorient Kyle. Dan
i edsympathetlc, because Kyle is a nice per
! : 50
i lcgoo Dworkel, but Kyle requires twice as mu hr1
rom Dan as everyone 1 ;
else and it i i
s ‘ ! it is frustratin
: does worry that if Kyle would happen to mi &
un .. . . : m .
h.elrlstand critical directions on a building proj g
which are not correc o
ted, some itl
e . one could legitimately
Dan i
o hasilan opportunity to move Kyle onto a new
sition
s , where he would no longer have to work with
urrent team and Dan
: would no lon,
e : ger have to
Rmhbunm_ate with Kyle. However, Dan knows that K
o erg is the head of that team, and Ken is kno 4
- bein r o ' o
feq d glz '\iﬁlY p(':)OJ. communicator, Dan suspects that
. lu n 5 take any additional time to make certai
yle understood his in i :
structions, and th
2 at
cause even more critical problems. , Cmﬂd

Questions:

1. Usin i
Jsing consquennal, rule-based and character th
ries, evaluate Dan’s options o

2. What should Dan do? Why?

ood li i i
ZSO l[;stenmg skills or becoming defensive. C should
obse i 1 :
) thrve Whethetr A. is becoming dominantly defen-
_e communication, This should be a t
communication, M

Step 3. Re :
- Repeat Step 2 with B a -
: s comm
listener, and A as observer. unicator, C as

Stcp 4 Repeat Ste X
i i p 2 with C as :
listener, and B as observer. communicator, A as
S ! :
tep 5. After your instructor has had all groups com

plete Steps 1 through
gh 4, your three-
answer the following questions. person group should

a. Did el ]
either the listener or the communicator become

visibly (or internall
a \
Al ciuitsioe y) angry or upset during the

b. W | '
hat were the biggest challenges for the listen-

ers and 1 i
.the communicator in the controversial
cOmmunications o

c. What a ;
b be;‘fe the most important skill improvements
and.,com er ey.e contact or more patience) the listener
municator could have made to improve the

uali ]
q !z.ty {?f understanding achieved through th
MURICAtion Processs? o



