disease is the absence of heartfelt 8.

7. Communicative
human relationship and can lead

communication n
to loneliness and social isolation.

Key Terms

information (p. 260)

communicator (p. 25 9)
data (p. 260)
defensive communication (p- 269)

feedback (p. 259)

gateways to communication

Kinesics (p- 275)
language (p- 25 9)
message (p. 259)

(p- 266)

Review Questions

1. What different components of a petson’s perceptual

screens may distort communication?

9. What are the three defining features
listening?
3. What are the four levels of verba

tive listening?

of reflective

| response in reflec-

way and two-way communication.

4. Compare one-
skills of effective

5. What are the five communication
supervisors and managers?

Discussion and Comm

1. Who is the best communicator you know? Why do

you consider that person to be s0?
u have ever known?

2. Who is the best listenet yo
does that makes him or

Describe what that person
her so good at listening.

3. What methods have you found most helpful in over-

coming barriers to communication that are physical?

Status-based? Cultural? Linguistic?
ve when you talk

4. Who makes you the most defenst
person do that

with that person? What does the
males you so defensive or uncomfortable?

5. With whom are you the most comfortable and non-
defensive in conversation? What does the person do
that makes you sO comfortable or nondefensive?

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

nication question) Identify a person at work

ho is difficult to talk to and arrange

ou practice good reflective

7. (commu
or at school W
an interview in which y
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barriers to communication (p- 266)
communication (p. 258) Information Communication
communicative disease (p- 277) Technology (ICT) (p- 280)

interpersonal communication (p- 258)

nondefensive communication (p. 269)

mmumnication Technology (ICT)
voice mail, and cell phones. High-
ouch responses.

Information Co
includes e-mail,
tech innovations require high-t

nonverbal communication (p. 2.72)
one-way communication (p- 263)
perceptual screen (p- 259)
receiver (p. 259)
ceflective listening (p- 260)
richness (p- 260)
two-way communication

(p. 263)

dominant and subordinate defensive com-

6. Describe
sive communication.

munication. Describe nondefen

7. What four kinds of nonverbal communication are

important 10 interpersonal relationships?

g. What are helpful nonverbal beha
s? Unhelpful behaviors?

viors in the com-

munication proces

9, What is communicative disease?

10, Describe at least five new communication technolo-

gies in terms of data richness.

unication Questions

listening skills. Ask the person questions about a
topic you think may interest her or him. Pay particts
lar attention to being patient, calm, and nonreactives
After the interview, summarize what you Jearned.

8. (communication question) GO O the library and

read about communication problems and barriers.
Write a memo categorizing the problems and bat-
rrent literature (last five years):

giers you find in cu
tions or people need to

What changes do organiza
make to solve these problems?
9. (communication question) Develop a role-playl
demonstrates defensive (d;

and nondefensive comim
assmates

activity for class that
nant or subordinate)
cion. Write brief role descriptions that cl
can act out.

10. (communication gquestiot) Read eve o
can find in the library about a new communicat!
technology. Write a two-page memo summarizi
what you have learned and the conclusions JOul
draw about the new technology’s advantages

disadvantages.

rything Yo

PART 3 INTERPERSONAL PROCESSES AND.

- Ethical Dilemma

Dan Neville i
RFC, Isz.l 1112::1 51; 1;2 manager for a team of engineers at
PGl SPOIII(SIbie for coordinating his team’s
assuring that thg : Weel ly, and monthly basis, as well as
Stheriotl y are keeping on schedule with teams i
g “:;t;—ls }Ell.round the country. Dan regularly comni:n
nd instmctig:_o,o“in .team via e-mail, attaching memos
ings. Clear COHS.PUm to thelu- regular face-to-face meet-
s istent, and timely communication i
essential element of Dan’s job Ication is an
Dan u )
E und;;igzc;;zs 1}110 t.rouble With any member of the
Trenton, Kyle alw g his instructions, except for Kyle
terpret Dan’é mes ays seems to misunderstand or misin-
ings. Kyle doesn’tsageS’ even during face-to-face meet-
e seem to be deliberately being obsti-
oz Oulestly derives other meanings from Dan’
Cozlmunllcatlons, reading into the words Dan han :
and coming up with implied ideas that D pE
mtended. AN yer
Inevitab
to be certahllyjt}ll)ainl(h?s 0 Liect Wil Kylenchugately
B i o L i understands the tasks at hand
- nslo_wln devices, Kyle wouldn’t come to Da -
b Sinuc oln his llnterpretation of the message, becau b
erely believes he “gets it.” However, Kyle is %
:

Experiential Exercises

8. i i
1 Communicate, Listen, Understand

Ille fOH W § i € o1V y() no t ty

Q lng EXEICIs bl €s 1ua ppol’ llﬂi to

. & . .

hOIl \tV> 1thin a th_l‘ﬁ&person gl‘()up to dO a C()mmuﬂl'ca-
thJl Sl\'l l’ julldlng EXET i pp ¥
a E Cl5€. YOU C 1 c
! | : : an learn to a l some
‘ﬁ the.]ﬁf ective llstemng and tW(l-Way C( )I’Ilml.lI]_iC t

4 : ation
ateria 15 ffO]l lle eafly Sections Of the Cflaptﬁl-, a5 we ]
some E ]le leSSOHS manag]ng dli iCllll' C()I‘Ilmunic%k

Hon 1n a nondefensive manner.

1. The class i
. ass is formed into tf
each group des; . GEICePet3on grou
. f 'llllpldcmgnates its members “A,” “B,” fnd “pé o

will be three § ' : : X

- to 7-minute i
. 5 conversations amon
n B and C: thi :
. C; third, between C and A. Durin ;, h
(9] - - i i
. n, Ct[he nonparticipating group membe;g isaC
' and make notes ;
. ab Co e
0P members. out two commuunicating
2, Your i
. ] * 3
” Opicslgszucfr will give you a list of contro
nd ask A to pi 1 : i

SCUss his or I . ‘_) pick a topic. A is then asked
B o st pic e e
. 1€ position, with B. B is to practi
Hlstening and ep s practice reflec-
by paraphras; gage in listening checks periodi

) hr; )
POsition, ¢ s]jsnig T et G e

ould observe whether B is practicing

TER g
COMMUN'CATION

rarely ¢ :
devozﬁ lear about Dan’s meanings, and Dan must
: :
gt }jctra time and energy to reorient Kyle. Dan
i edsympathetjc, because Kyle is a nice per
S son
b ffom Dworker, but Kyle requires twice as much
i an as everyone el it 1
S : se and it is frustratin
= es worry that if Kyle would happen to mi i
erst iti irecti N
50 and critical directions on a building proj :
are not corrected .
some 1t1
i : one could legitimately
Dan ha i
et i an opportunity to move Kyle onto a new
e Cl; where he would no longer have to work with
- rrent team and Dan would no longer hav
mmunica i bk
s tehW11th Kyle. Howevet, Dan knows that Ken
b g is the head of that team, and Ken is kno
eing a : i a5
o Wogld vzery poor communicator, Dan suspects th
u > ’ v a
St n (’; take any additional time to make certai t
yle understood his i i ¥
instructions, and t
.. Fl
cause even more critical problems ) i

Questions:

- il q
[] conse
g Uentlal, ]u[e baSCd ar ld Clla[ acter t[ €0-
IleS, Evalllate DaIl S ()pﬂ()llS

2. What should Dan do? Why?

ood li i i
ilso llistemng skills or becoming defensive. C should
obse i ‘ :
= 1:hrve Whethe.r A is becoming dominantly defe
; e communication. This should b i
communication. e
Step 3. Re
. Repeat Step 2 with B a i
/ s comm
listener, and A as observer. i v
Step 4. Re ‘
- Repeat Step 2 with C
_ as com i
listener, and B as observer. IR N
Ste i :
p 5. After your instructor has had all groups
com-

plete Steps 1 througl
gh 4, your three-
answer the following questiollsuee person group should

da. Dld i
etther the 11518?!(31 Q7 the LO?H??EM?EMZ&H)J bEC()HIE

visibly (or internall
Ay y) angry or wupset during the

b. Wh ]
at were the biggest challenges for the listen-

ers and ]
.the communicator in the con 1
communications? gt

c. What ar .
i [,et: the most important skill improvements
1Ny e
= c()mm; e;y.e contact ;)r more patience) the listener
icator could have m -
ade to improv
e the

quality of understandi -
I nding achieved
munication process? Thronel the e
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Chapter Summary

osed of diverse people at

n com ;
P e ; tions are key to enhancing

work. Teams in orgamza
d achieving success. - L5
ts of group behavior 1n(-:1ude noi )
social loafing, and loss

quality an
2. Important aspec .
of behavior, group cohesion,

of individuality. |
forms, it generally goes through five

I uccessful, the group can

h little interference from

3. Once a grou
stages of development. If s

function independently, Wit
its leader.

ity ci original
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Key Terms

roup (p- 294)
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integrated involvement (p.3
loss of individuality (p- 296)
maintenance function (p. 304)
norms of behavior (p. 295)

self-managed team

status structure (p-
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PART 3 ]NTERPERSONAL PROCESSE

Review Questions

1. What is a group? A work team?

2. Explain four aspects of group behavior. How can
each aspect help or hinder the group’s functioning?

3. Describe what happens in each stage of a group’s devel-
opment according to Tuckman’s Five-Stage Model.
What are the leadership requirements in each stage?

4. Describe the four characteristics of mature groups.

5. Why are work teams important to organizations
today? How and why are work teams formed?

6. Describe at least five task and five maintenance
functions that effective work teams must perform.

7. Discuss diversity and creativity in teams.

8. Describe the necessary skills for empowerment and
teamwork.
9. What are the benefits and potential drawbacks of
self-managed teams?
10. What is the role of the manager in the new team
environment? What is the role of the team leader?

Discussion and Communication Questions

1. Which was the most effective group (or team) of
which you have been a member? What made that
group (or team) so effective?

2. Have you ever felt peer pressure to act more in
accordance with the behavioral norms of a group?
Have you ever engaged in a little social loafing?
Have you ever lost your head and been caught up in
a group’s destructive actions?

3. Name a company that successfully uses teamwork
and empowerment. What has that company done that
malkes it so successful in this regard? Has its team
approach made a difference in its performance? How?

4. Name a person you think is a particularly good
team member. What makes him or her so? Name
someone who is a problem as a team member. What
makes this person a problem?

3. Think about your current work environment.

Does it use quality circles or self-managed teams?

What are the barriers to teamwork and empower-

ment in that environment? What elements of the

environment enhance or encourage teamwork and

thical Dilemma

Krendle, account manager for Craven Marketing,
leves thar Jason Krueger is a great candidate for
otion—Jason has consistently met the expectations
his position, has initiated cost-saving procedures,
4 consummate team player. Jason has met with
egularly to make certain that he’s on target for
‘eement, and Hank has encouraged Jason that his
tivity and ability to lead make him an excellent
te. The team with which Jason currently works
Tates very well, and Hank believes that Jason
skills to become a competent manager and to go
d develop within the company.

B89 WORK TEAMS AND GROUPS

empowerment? (If you do not work, discuss this
question with a friend who does.)

6. (communication question) Prepare a memo describ-
ing your observations about work teams and groups
in your workplace or university. Where have you
observed teams or groups to be most effective?
Why? What changes might be made at work or in
the university to make teams more effective?

7. (communication question) Develop an oral presen-
tation about what the most important norms of
behavior should be in an academic community and
workplace. Be specific. Discuss how these norms
should be established and reinforced.

8. (communication question) Interview an employee or
manager about what he or she believes contributes
to cohesiveness in work groups and teams. Ask the
person what the conclusions are based on. Be pre-
pared to discuss what you have learned in class.

9. Do you admire the upper echelons in your organiza-
tion or university? Why or why not? Do they com-
municate effectively with groups and individuals
throughout the organization?

Just as Hank is set to make his recommendations to
his boss to consider Jason for a newly opened account
manager position, he becomes aware that Jason’s team
is next scheduled to work on the Maxim Factory
account, which is one of Craven’s largest clients. Hank
worked hard to earn that account for his section, and
Jason and his team are the best people at Craven to get
the work done efficiently. Hank knows that the people
in his department are all capable, but Jason is really
the stand-out, and certainly the only person who can
manage this complex and high-profile project to the
satisfaction of the management team at Maxim Factory.
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Functional Diversity

tor of the Times-Picayune in New
the newspaper’s staffers would
ditors to make the decisions.

Jim Amoss is the edi
Orleans. Ordinarily,

look to him or the senior e
As the pub'lication’s leader, AmOss would be the most

know what to do in case of an emer-
g of August 30, 2005, he did
¢ was no ordinary day. It was
truck New Orleans.

the area, the staff at

likely person to
gency. But on the mornin
not know what to do- Tha
the day that Hurricane Katrina s
Like most organizations in

Comes Through in a

VAPl OSUE

Pinch
The staffers responded quickly without waiting for
A functionally diverse

Amoss to hand out assignments.
¢ a dozen journalists, which included an

art critic, and a religion writer,
i to the city’s downtown area to
door to door searching for
team had never worked
ide their com-
rred to as “an

team of abou
editorial page editor, an
made the decision to retd
gather supplies. They then went
phone lines. The members of the
together before, but each of them went outs
fort zones to make & decision that Amoss refel
extraordinary moment of spontaneous leadership.”

W oes al eboo o] aln Tro i 5 y e ative dec n making? Faceboo
C < P
d d f pe w 4
g | P 0O PElItIC Ive aecisio <
'IOPQS €ap the s 1 T & L L <
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to / ame benefits (0] custome p anagem
foun or empiloyee pargcipatve mar age ent: daime user com tment ar s sSractior
d f y i t d satisfact

through 0
gh engagement and trust in the company

Chapter Summary

1. Bou i i
: ndec‘i rationality assumes that there are limits t
ow rational managers can be :

6. i i p
tl echnllques such as brainstorming, nominal grou
echnique, Delphi technique, devil’s advocacy, dia

h , dia-

2. The ga_[’bage can m
odel sh: :
el shows that under high lectical inquiry, quality circles and t d
€ams, an self-

the Times had prepared for natural disasters. Extra
onal

welr]e L placle, an;j ;he stz:’f;ad p;a;t\ced 1. Discuss the effect of the team’s functi
. mes had even . : s
o times. In fact, the Fme g heterogeneity on their decision to cover the
ing what to expect during a major Hurricane Karina story:
all that plannin licerall i
by, ; P _g ¥ 2. What was Amoss’ role in the team
Hurricane Katrina. Water Jecicion?

d phones weren’t work-
ut this was the  SQURCE: J. Alexander,
News & World Report 141(16)

generators
emergency dri
written articles detalil
hurricane. Unfortunate
went out the window during
had flooded the generators an

o no one could communicate. B
and it had to be covered.

7 ultimate

«Out of Disaster, Power in Numbers,” U.S.

(October 30,2006): 75-77.

ing s
biggest story of their lives,

4 ACK: FACEBOOK

t and Satisfaction

User Commitmen at Faceboolk

instead of 1gnoring Facebook Ppros

testors and other less vocal custafis

ers, Faceboak has decided to Formally

on-making’

facebook

ngfully participate in Faceboolds future.

include them in the decisi

d CEQ

Courtesy of Faceboolc

process. Facebool founder an
1
As a result, Facebook Wi

Zuckerman wants users to meani
and statemes

hold virtual town hall meetings for thirty days following any change to their principles
sponsibilities. Users will be able to comment on these changes, Facebook will FEVES

of rights and re:
Facebook will also consolidate ch

< and then republish the statements.

and consider these subrmission
comments and post the most common ones. Once these principles and staternents are republl
all users will be able to vote on their adoption.‘i“-m

precedented and it’s not going@'

This sort of customer pa.rrticipative decision making is un

sers log onto Facebook daily.

easy as more than 100 million u
L PROCESSES AND B_EH.@

PART 3 INTERPERSONA

uncertai Ing i
ertainty, decision making in organizations can b
an unsystematic process. o

i3 g’ itl
{uélg fsdco%rgltge styles can be used to help explain
ndividual differences in ing i
: ‘ gathering informati
evaluating alternatives. ¢ i

. ]ﬂl'llltl() a d. creativi are Ve ].I]ﬂllﬁIlCES on dCC =
3 a
51011 1M l(]_tlg aIld ShOllld be CI‘lCOUIagE:d In ()[ga 11Zations

b, Em
‘A al‘ntgwgl'lrrcllenjc and teamwork require specific orga-
nizational design elements and individual ch
istics and skills. o

‘Key Terms

imunded rationality (p. 328)
%?rainstorming (p. 347)
gg’gni‘tive style (p. 331)
tivity (p. 337)

elphi rechnique (p. 348)
il's advocacy (p. 348)
alectical inquiry (p. 348)
effective decision (p. 326)

intuition (p. 334)
: (p. 348)
Review Questions

P C

1;-;:253;:6 the garbage can model with the bounded
I.m)d 1? ity model. Compare the usefulness of these
‘models in today’s organizations.

2. List i
ﬂge::lld describe Jung’s four cognitive styles. How
mm f Z problem-solving model capitalize on th
trengths of the four preferences? ’

W at :

What are the individ

[ ual and organizati §

&l 1

£NCes on creativity? & tional influ-

iy is identificati
- §nt1f1cat10n of the real problem the first
g };mpor-tant step in the decision-making
¢ How does attribution theory explain

TER 10 pec
| SION MAKING BY INDIVIDUALS AND GROUPS

escalation of commitment (p. 330)
garbage can model (p. 329)

group polarization (p. 346)
groupthink (p. 344)

heuristics (p. 328)

nominal group technique (NGT)

L .
Ofa;i)gf;l teal‘}ll]S é:an Eelp managers reap the benefits
methods while limitin, ibiliti
. - j g the possibilit
groupthink and group polarization. g e

e 1 i idi
echnology is providing assistance to managerial

;l;c;swn makh?gl, especially through expert systems
neeigoup (;iecml-gn support systems. More research is
to determine the effects of these technologies

8. Managers should carefully weigh the ethical issues

N i o 3 i
Sll. IIOUﬂdlng deCISlOl’lS and encourage Ethlcal deCI-
.
1 o ] ] 4 ] ¥ .

nonl.)r'ogrammed decision (p. 326)
participative decision making (p. 341)
prc?grammed decision (p. 326)
rationality (p. 327)

risk aversion (p. 330)

satisfice (p. 328)

social decision schemes (p. 343)
synergy (p. 343)

7 el
What are the individual and organizational founda-

ti '
ons of empowerment and teamwork?

3. i
Describe the advantages and disadvantages of group

decision making.

6. Describe the symptoms of groupthink, and identify

actions that can be taken to prevent it

7. Wh 1
at techniques can be used to improve group

decisions?

SCussi i
on and Communication Questions

mlst?kes that can be made as managers and
employees work to i

gether to explai
lem occurred? Ve
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Form a team of four per-
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ment’s decisions to

Ethical Dilemma

for twenty
the company
has acquired many s
effort to dominate th
ing industry. The sma
into a publishing house
and monthly news
and other print med
Connecticut, New Harpp
ook over as CEO during t
of the news paper industry;
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and that because of t

company for more than t
ces have family mem
Aaron’s father always
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rown-single newspaper Ot

Purpose ;
In this exercise, you Wi

set of facts and ma
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otential risks ass :
e circles differ from those associated
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reject your r

affect your motivation to par

Aaron Chomsky, Jr. has been C
five years; his father, :
in 1921, In the last thirty ye
maller publis
¢ whole of the Northeast
1l family company hlas grown

that produces daily, weekly,

publications, as Well
dia for communities 1
shire, and Vermont. Al :
he high point 1n the life cycle
that industry has, howeves,

tt's acquisition:
e he decline in the market, Varnett
will not be able to easily unloa
Varnett is facing bankruptcy.

loyees W
Varnett has many f:1r1r11;)hir3‘:—Y st il

d with partici-

teams? If you were a
how would manage-
ecommendations

ticipate?

FO of Varnett Publishing
Aaron St., founded

ars, Varnett

hing companies in an
N publish-

as well as magazines
n New York,
Aaron Jr.

word from the CFO that

s are failing individually,
d them. Consequently,

ho have been with the
loy-

bers also employed by Varnett.

promoted a sense
Varpett grew well
ganization.

of family within
beyond a small

Experiential Exercises

10.1 Making a Layoff Decision

| examine how to Weig-h.a
ke a difficule personnel decision

experiences i

the situation in which you en

that were prese
L for groupthink would you pre-

your answers in a memo to your

What remedies
scribe? Summarize

instructot.

Aaron values his employees greatly,

ity of the s

to the severity O _
L led to search for emp
es leave, h |
be able to produce the newspapers

will be compel
If too many employe
that Varnett will not
that are still operat
papers, the compan
shareholders.
will absolutely be out
offer them nothing.

Aaron feels great loyalt

feels great loyalty to run
ZEE: way for his shareholders for as

feels that he cannot protect ©

other.

Time is passing
action one way or .the 0
must make a decision

Questions:

1. Using consequential, rule.»based
: evaluate Arron’s Options.

9. What should Arron do? Why?

ries,

. 1 d employees )
about laying off va ueu will also examine YO

d in the decision—makmg

financial hardship. Yo
values and criteria use

process.
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. Vammct)fa wsork, and he will be able to
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The Problem
Walker Space Institute (WSI) is a medium-sized firm
located in Connecticut. The firm essentially has been a
subcontractor on many large space contracts that have
been acquired by firms like Alliant Techsystems and others.
With the cutback in many NASA programs, Walker
has an excess of employees. Stuart Tartaro, the head of
one of the sections, has been told by his superior that he

must reduce his section of engineers from nine to six. He

is looking at the following summaries of their vitae and
pondering how he will make this decision.

L. Roger Allison, age twenty-six, married, two chil-
dren. Allison has been with WSI for a year and
a half. He is a very good engineer, with a degree
from Rensselaer Polytech. He has held two prior
jobs and lost both of them because of cutbacks in
the space program. He moved to Connecticut from

California to take this job. Allison is well liked by
his coworkers.

2. Dave Jones, age twenty-four, single. Jones is an
African American, and the company looked hard
t0 get him because of affirmative action pressure.
He is not very popular with his coworkers. Because
he has been employed less than a year, not much
is known about his work. On his one evaluation
(which was average), Jones accused his supervisor
of bias against African Americans. He is a graduate
of the Detroit Institute of Technology.

3. William Foster, age fifty-three, married, three children.
Foster is a graduate of “the school of hard knocks.”
After serving in the Vietnam War, he started to go

to school but dropped out because of high family
expenses. Foster has worked at the company for twen-
ty years. His ratings were excellent for fifteen years.
The last five years they have been average. Foster feels
his supervisor grades him down because he does not
“have sheepskins covering his office walls.”

. Donald Boyer, age thirty-two, married, no children.

Boyer is well liked by his coworkers. He has been at
WSI five years, and he has a B.S. and M.S. in engi-
neering from Purdue University. Boyer’s ratings have
been mixed. Some supervisors rated him high and
S0me average. Boyer’s wife is an M.D.,

Ann Shuster, age twenty-nine, single. Shuster is a

t€al worker, but a loner. She has a B.S. in et
S University of California. She is working on

i_lfx M.S. at night, always trying to improve her tech-
feal skills. Her performance ratings have been above
#V€rage for the three years she has been at WSL

' f’f:rmaﬁ Soltis, age thirty-seven, divorced, two
fildren. He hys 5 B.S. in engineering from Ohio

|
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State University. Soltis is very active in community
affairs: Scouts, Little League, and United Way. He is
a friend of the vice president through church work.
His ratings have been average, although some recent
ones indicate that he is out of date. He is well liked
and has been employed at WSI for fourteen years.

7. Warren Fortuna, age forty-four, married, five chil-
dren. He has a B.S. in engineering from Georgia Tech.
Fortuna headed this section at one time. He worked
so hard that he had a heart attack. Under doctor’s
orders, he resigned from the supervisory position.
Since then he has done good work, though because
of his health, he is a bit slower than the others. Now
and then he must spend extra time on a project
because he did get out of date during the eight years
he headed the section. His performance evaluations
for the last two years have been above average. He
has been employed at WSI for fourteen years.

8. Robert Treharne, age forty-seven, single. He began
an engineering degree at MIT but had to drop out
for financial reasons. He tries hard to stay current by
regular reading of engineering journals and taking all
the short courses the company and nearby colleges
offer. His performance evaluations have varied, but
they tend to be average to slightly above average.

He is a loner, and Tartaro thinks this has negatively
atfected Treharne’s performance evaluations. He has
been employed at WSI for sixteen years.

9. Sandra Rosen, age twenty-two, single. She has a
B.S. in engineering technology from the Rochester
Institute of Technology. Rosen has been employed
less than a year. She is enthusiastic, a very good

worker, and well liked by her coworkers. She is well
regarded by Tartaro.

Tartaro does not quite know what to do. He sees the
good points of each of his section members, Most have
been good employees. They all can pretty much do one
another’s work. No one has special training.

He is fearful that the section will hear about the down-
sizing and morale will drop. Work would fall off. He does
not even want to talk to his wife about it, in case she would
let something slip. Tartaro has come to you, Edmund
Graves, personnel manager at WSI, for some guidelines on
this decision—legal, moral, and best personnel practice.

Assignment

You are Edmund Graves. Write a report with your rec-
ommendations for termination and a careful analysis
of the criteria for the decision. You should also care-
fully explain to Tartaro how you would go about the
terminations and what you would consider reasonable
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. Are people in your work environment empowered?
How could they become more empowered?

7. Chapter 2 discussed power distance as a dimension of
cultural differences. How would empowerment efforts
be different in a country with high-power distance?

Ethical Dilemma

Jesse Stockton is an employee at Norbury
Manufacturing, and he approaches his boss, George
Underhill, with a dilemma. Two of Norbury’s main
clients, Lowry Ltd. and Principal Contractors, have
orders for motor components. Jesse explains to George
that, due to an unexpected emergency order, there

are only enough components to fulfill one of the two
orders. Jesse informs George that Norbury will be

able to fulfill the second order within two weeks, but
that they will miss the deadline of one of the compa-
nies. Shipping incomplete orders to either client is not
acceptable, so they must choose which company’s order
to fill. Jesse assures George that he will rush out the
second order as quickly as possible. Jesse asks George
what to do.

George knows that Lowry Ltd. has been a longtime
client of Norbury, consistently ordering all of their
parts from the company and never having been late
in payments. Lowry, a company of about 150 people,
completely depends on Norbury’s strong track record
of order fulfillment to maintain their day-to-day busi-
ness. Lowry is also one of Norbury’s largest clients

with monthly invoice nearly double that of most of
Norbury’s other regular clients.

Experiential Exercises

11.1 Social Power Role Plays

1. Divide the class into five groups of equal size, each

of which is assigned one of the French and Raven
types of power.

2. Read the following paragraph and prepare an influ-
ence plan using the type of power that has been
assigned to your group. When you have finished
Your planning, select one member to play the role of
istructor. Then choose from your own or another
BIOUp 2 “student” who is to be the recipient of the
Sinstructor’s” efforts.

You are .1, instructor in a college class and have

aware that a potentially good student bas been
dly absent from class and sometimes is unpre-
B CWhen be is there. He seems to be satisfied with
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8. (communication question) Think of a person you
admire. Write a newspaper feature analyzing the

person’s use of power in terms of the ideas present-
ed in the chapter.

George has even greater insight into Principal
Contractors’ situation: George’s sister-in-law is the head
buyer. He knows that if Valerie’s first attempt to order
through Norbury falls through, it will be a disaster for
her, since she is new and attempting to instigate change.
He doesn’t want his brother and his brother’s wife to
suffer if Valerie loses her new job because George’s com-
pany couldn’t meet its obligations.
George looks Jesse in the eye and tells him to fill
Principal Contractors’ order and to fill Lowry’s order
as soon as possible. Jesse leaves George’s office very
confused. He was certain that George would have told
him to fill the Lowry order given the long and very suc-
cessful relationship the two companies have always had,
This is not the first time that George has made a deci-
sion that Jesse questions. But, it is the first time that the
decision could have such negative outcomes. Jesse con-
siders going over George’s head to confirm the decision
but if George’s boss agreed, Jesse’s job could be at stake.

Questions

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

2. What should Jesse do? Why?

the grade be is getting, but you would like to see bim
attend regularly, be better prepared, and thus do better in
the class. You even feel that the student might get really
turned on to pursuing a career in this field, which is an
exciting one for you. You are respected and liked by your
students, and it irritates you that this person treats your
dedicated teaching with such a cavalier attitude. You
want to influence the student to start attending regularly,

3. Role-playing.

a. Each group role-plays its influence plan.

b. During the role-playing, members in other groups
should think of themselves as the student being
influenced. Fill out the following “Reaction to
Influence Questionnaire” for each role-playing
episode, including your own.
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7. Describe the alternative decision strategies used by
a leader in the Vroom-Yetton—Jago normative deci-
sion theory.

8. Compare House’s path-goal theory of leadership
with the Situational Leadership model.

9. Describe alienated followers, sheep, yes people,
survivors, and effective followers.

Discussion and Communication Questions

1. Do you (or would you want to) work in an auto-
cratic, democratic, or laissez-faire work environ-
ment? What might be the advantages and disadvan-
tages of each?

2. Is your supervisor or professor someone who is high
in concern for production and people? What is his
or her Leadership Grid style?

3. What decision strategies does your supervisor use to
make decisions? Are they consistent or inconsistent
with the Vroom—Yetton-Jago model?

4. Discuss the similarities and differences between
effective leadership and dynamic followership. Are
you dynamic?

5. Describe the relationship you have with your super-
visor or professor. What are the best and worst
parts of the relationship? What could you do to
make the relationship better?

6. (communication question) Who is the leader
you admire the most? Write a description of this

Ethical Dilemma

Brent Jones is a manager at Anderson Advertising, lead-
ing a team of four people. Brent’s team has just wrapped
up their last project for one of the firm’s main clients,
and Brent is trying to decide what project to tackle next.
Brent and his team have been doing well this year, and
they are all hoping for a good year-end review, possibly
including a raise for everyone.

Two projects have made their way to Brent’s desk,
ach from major clients.

The first project requires the inclusion of a multi-media
Mporient, utilizing a significant amount of technologic
It would be an opportunity for Brent’s team to dem-
rate their mastery of cutting-edge systems and formats
Eclients wishing to appeal to the Internet generation,
| The sccond project is more straight-forward, but
Will require 5 clever, creative approach, at which Brent
welS. Brent is a talented copyrighter, more so than
o) Other member of his team. Brent knows that if he
995es the first project, his team as a whole will have a
S1CE t0 impress the client and upper management. If

o
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person’s characteristics and attributes that you
admire. Note any aspects of this leader’s behavior
that you find less than wholly admirable.

7. (communication question) Refresh yourself on
the distinction between leaders (also called trans-
formational leaders) and managers (also called
transactional leaders) in the text. Then read about
four contemporary business leaders. Prepare a brief
summary of each and classify them as leaders or
managers.

8. (communication question) Interview a supervisor or
manager about the best follower the supervisor or
manager has worked with. Ask questions about the
characteristics and behaviors that made this person
such a good follower. Note in particular how this
follower responds to change. Be prepared to present
your interview results in class.

he chooses the second assignment, he will have a chance
to demonstrate his personal abilities on a high-profile
project. Brent has been at Anderson for many years, and
he feels that it is his time to move up the executive lad-
der. Both projects are on immediate deadlines, so Brent
must make a choice and pass the other project on to
another team.

Brent knows that if he chooses the creative proj-
ect, he’ll have a better shot at advancement, but at the
expense of the good of his team, Brent doesn’t want to
be that kind of manager—he needs his team to trust
him, and he wants them to believe that he has the
team’s interest at heart when making critical decisions.
He knows that the team could do a great job on the
first project, and everyone could share in the success.

Questions:

1. Using consequential, rule-based and character
theories, evaluate Brent’s options.

2. What should Brent do? Why?
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«Swimming” in Conflict

What do African-American and Hispanic summer
n common with children from

camp children have i
Huntingdon Valley, Pennsylvania, on a warm summer
day? They all want to swim! Rather than swim, howevet,
the sixty-five predominately black and Hispanic campers
from Creative Steps day camp found themselves in the
center of a huge controversy amid allegations of racism

and discrimination.
Creative Steps, a Northeast Philadelphia day camp,

paid The Valley Club, a predominately white suburban
private club, a $1,950 membership fee in order for its
campers to swim in the club pool each Monday after-
noon. Surprisingly after the camp’s first visit, the club
refunded the camp’s membership fee without explana-

and at least one person complain that the ¢

“The kids were humiliated.”

camp’s swim fee, ra
Club initially contracted with the camp, it had not con

LOOKING

When faced with 2 chil

Norbert Michallke/

Photolibrary

similar orga

carpet to guarantee no child |

taken and de

tion. Several of Creative Step’s campers reported that

they heard several club members making racial remarks
hildren did

not belong there. According to the camp’s attorney,
John Duesler, The Valley Club’s president, insisted
that it wasn’t race that precipitated the refund of the

ther it was safety. When The Valley

sidered that the club might be short on lifeguards and

BACI: IKEA

Focusing on the

d exploitation allegation, IKEA was quick to respon

executives to India to investigate. They consi

nizations that buy rugs and carpets from this regi

however, were very concerned about what wi

cided to address what they determined to be the roo

wouldn’t be able to handle additional swimmers—an
important issue given that many of the campers could
not swim. Duesler added that ... the club’s board had
not properly thought through the demands of accom-
modating them [the campers].”

The controversy surrounding this conflict gathered
steam as the NAACP filed a formal complaint with the
Pennsylvania Human Relations Commission, the US.
Justice Department began investigations into the club’s
conduct, and the public began to weigh in. Creative
Steps declined The valley Club’s reinvitation to the
club. Last reported, the camp was in negotiations with
a local college for their children to swim there.

1. Would you describe the conflict between
Creative Steps and The Valley Club as functional
or dysfunctional? Explain.

2. Despite the obvious demographic differences,
what additional diversity issues are relevant

here?

SQURCES: I. Urbina, “Club in Philadelphia Suburb Faces Accusations
of Racism,” New York Times (July 11, 2009); S. Netter, “Specrer Wants -
Probe Into Club’s Rejection of Black Swimmers,” ABCNews.com

(July 9, 2009), http://abcnews.go.com.
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Chapter Summary

1. Confli 1
o flict management skills are keys to management
i:uccelss. The manager’s task is to stimulate
; nctlon?l conflict and prevent or resolve
ysfunctional conflict.
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Ystunctional conflict. Why should a manager

. Identify the structural and personal factors that

rugs exported from India are made. They worked with UNICEF and

to provide learning centers to €a
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ce children back into school. In fact, IKEA h
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nderstand conflict? contribute to conflict.

3. Di :
iscuss tl'-le four major forms of conflict in
organizations.
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4. What defense mechanisms do people use in
interpersonal conflict?

5. What are the most effective techniques for
managing conflict at work? What are some

ineffective techniques?

Discussion and Commun

1. What causes you the most conflict at work or

school?
2. Identify the different intragroup, interrole, intrarole,
and person-role conflicts that you experience.

3. Which defense mechanism do you see people
exhibiting most frequently? Why do you think
this is the case? How can you manage this type of

reaction to a conflict?

mfortable with your preferred conflict

4, Are you co
odifying it?

management style? Would you consider m:

Ethical Dilemma

Maria Vasquez has called a department meeting to
address a critical issue affecting Universal Product
Shipping as a whole. Maria’s department seems unable
to meet their deadline, and as a result, orders and fulfill-
ment are constantly getting backlogged. Maria’s supervi-
sor has instructed her to divine the source of the prob-
lem through team brainstorming and exercises.

Maria asks everyone to share their role in the pro-
cess so that the department can start determining where
the bottlenecking problems are occurring, Jim, a long-
time member of the team, explains that he thinks that
when he passes his work onto Vincent, the files don’t
move forward in a timely manner. Vincent pushes back
against this assessment,
Jim’s work a second time before he can add his co
nent and pass it forward to Cassie.

Jim begins to get defensive,
ing a claim that J
formance. Shelly, who wor
that she thinks there’s a significant porti
tion that is omitted when the files get to their step in

mpo-

ks closely with Jim, mention
on of informa-

the process, and thinks that the department needs to see

why those data are absent.

Experiential Exercises

13.1 Conflicts over Unethical Behavior

Many conflicts in work organizations arise over dif-
ferences in beliefs concerning what constitutes ethical

versus unethical behavior. The following questionnair
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saying that he has to go through

accusing Vincent of mak-
im’s age is negatively affecting his per-

6. Identify and discuss five styles of conflict

management.

ication Questions

5. (communication question) Think of a person with

whom you have had a recent conflict, Write a letter
to this person, attempting o resolve the conflict.
Use the concepts from the chapter to accomplish
your objective. Be sure to address whether the
conflict is functional or dysfunctional, what styles
each party has used, effective strategies for resolyving
the conflict, and ineffective strategies that should be

avoided.

Unfortunately, just as people start brainstorm-
ing about where that missing information is, Jim and
Vincent begin to raise their voices. Maria tries to keep
everyone on topic, but she realizes that Jim and Vincent
seem to be at the heart of the problem. Jim’s missing
information is stymieing the process, and Vincent’s
tardiness with moving the files forward is further com-

ounding the problem. Maria knows that they can’t

P
resolve the problem without keeping these two people

staying engaged in the process.
However, Jim and Vincent’s intera
louder and more personal. Maria has
intervene when interpersonal conflict beco
atic, and she thinks that Jim and Vincent have crossed
the line. On the other hand, she has a mandate to solve
this crisis immediately, and believes that she needs Jim
and Vincent to stay in the brainstorming session in

order to accomplish this.

ction is becoming
been trained to

8 &
Questions:

1. Using consequential, rule-based and character
theories, evaluate Maria’s options.

2. What should Maria do? Why?

s a list of behaviors that you or your cowo:
ompany- Go 0vE
dicates t
(or doy

provide
might engage in when working for a ¢
each item, and circle the number that best in
e frequency with which you personally would
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mes problem=

if you wi i

anyX 4 eorrl:hnow) engage in that behavior, Then put

s Coworke number you think represents how often
ers would (or do) engage in that behavior.

Finall

s strjslftt fl che;ckfmark beside the item (in the “Need
olumn) 1 you belie S

should control that behavior ve that management

% OAt Every  About Half Needs
. Passing blame for er i Tl b ik

s e e Time Seldom Never Control
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Accepting gifts/favors in exchange for
preferential treatment,

. |
8. Giving gifts/favors in exchange for
preferential treatment.

2, Paddlng an ex
pense acco
10 percent. il by FP0

10. 171
U. Authorizing a subordinate to violate
company rules.

11. Calling in sick to take a day off
12. Concealing one’s errors.
1 :
13. Tal.qng longer than necessary to do a job
1;}. US]_lllg company services for personal use
- Doing personal business on company time

16. Taking extra personal time (lunch hour,

breaks, early departure, and so forth)
] S

7. N i
ot reporting others’ violations of company

policies and rules.
5

18. Overlooki i
verlooking a superior’s violation of policy to

prove loyalty to the boss.
3

Discussion Questions

L. Would (d
0) your coworkers see
. m to en I
behaviors more often than you would (iﬁgg S
you have this perception? i
2. Whi i
hich behaviors tend to be most frequent?

-i IIO‘I\! are t]le 11 t fJE
0§ i
g qflent beha VIOLS dlfferellt jl om
the behaVIOrS engaged 1mn IeSS freql.lent P

s 1 at dare the most ]mportant ]ten‘ls f()r managers
'W'r “

o conty
ol? How sh
ould m
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wwwme

5. ;elect a paIthll]aI he[lavi()t .h om tlle hSL‘ IIaVC two

people debat 10r |
e e whether the behavior is ethical or

6. EVllilat ‘typels of conflicts could emerge if the
ehaviors in the list occurred frequently?
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Chapter Summary

i es for
1. Different countries have different prefererfl‘ce-s
: one or more of six distinct patterns of defining

work. -
job rota-
2. Scientific management, job en?argement/]o i
i tion, job enrichment, and the job character
>

’ pp !
t}le()_[ are tx (]!tl() al American a T aCheS to h(t

e
design of work and the management of workforc

diversity. . ;
3. The social information-processing (SIP) model sug

ocial 7L
ests that inforrnation from OtthS and the s
g £

1 in a job.
context are umportant in a j 23 :
4. FErgonomics and the interdisciplinary fra_rr;ewot‘n
: draw on engineering, psychology, and biology in

Key Terms

anthropocentric (p. 499)
counter-role behavior (p. 505)
cross-training (p. 489)
engagement (p. 495)
ergonomics (p. 496)
flextime (p. 502)
iob (p. 484)
32)]:;) ((pjharacteristics Model

(p. 490)

job rotation (p. 488)
job sharing (p. 502)

model (p. 495)

Review Questions

1. Define a job in its organizational context. !
2. Describe six patterns of Wf)rking that have been
studied in different countries. i
3. Describe four traditional approaches to the
of work in America.

4. Tdentify and define the five core job dimer}sm;*lls i
: and the three critical psychological states in the

Characteristics Model.

ient features of the social
. What are the salient : s
: information-processing (SIP) model of job desig

Discussion and Communication Questions

1. Is there ever one best way to design a particular
job? 2
7. What should managers learn from the t.radltlotl}alited
- approaches to the design of work used in the Un

States?
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Job Diagnostic Sucvey (JDS) (p. 490)
job enlargement (p. 488)
job enrichment (p. 489)

lean production (p. 498)
meaning of work (p. 484) :
social information-processing (SIP)

i f job
considering the advantages and disadvantages of j
and work design efforts. el
The cultural values and social organizations in :
Japan, Germany, and Scandinavia lead to uniqu
2 .
approaches to the design of work. i
) : 2
Control, uncertainty, conflict, and job/task iril;
; ] 1 to consi
1 b design parameters
are important jO _ .
when designing wotk for the well-being of t
workers. :
i ech-
Telecommuting, alternative work patterns, tt 3
nostress, task revision, and skill chavel()];’rr‘;er;l gl
i .
emerging issues in the design of work and the

information technology.

sociotechnical systems (STS)
(p. 498)
task revision (p. 504)
technocentric (p. 498)
technostress (p. 504)
virtual office (p. 504)
work (p. 484) .
work simplification
(p. 487)

v iV ur
6. List the positive and negative outcomes o_f the f-od__
. iob design approaches considered by the interdis

J

plinary framework.

7. How do the Japanese, German, and Scandinavian

d
approaches to work differ from one another an
from the American approach?

i idered
8. Describe the key job design parameters Fonmﬂc
. when examining the effects of work design o

health and well-being. ey A
9. What are five emerging issues in jobs and the ¢

of work?

3. It is possible for Amer‘ican comp;ifztto apply
approaches to the de§1gn of wor
oped in other countries? .
4. What is the most important emerging 18
design of work?

n the

S CT
p STRUC
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m

were devels

PAPTER 14 JOBS AND THE DESIGN OF WoRK

3. (communication question) Read about new
approaches to jobs, such as job sharing, Prepare a

Memo comparing what you have learned from your

reading with one or more approaches to job design
discussed in the chapter. What changes in approach

es to jobs and job design do you notice from this
comparison?

- (communication question) Interview an employee
in your organization or another organization and
develop an oral presentation about how his or her
job could be enriched. Make sure you ask questions

Ethical Dilemma

Jen Gracie is a systems analyst for Lensher &
Maximoff, a large IT consulting firm. Jen’s job is to
manage the knowledge dissemination of any system
updates to everyone in her region. This is a difficult
and demanding job. Jen must be responsive to all
consultants in her area working on any project in
which a change or adjustment in a system would
have an impact. Jen is ultimately responsible that
everyone in her region is tully knowable about al|
new systems information and she is great at accom-
plishing this.

Carson Xander, regional manager and Jen’s direct
supervisot, is aware that Jen’s job is extremely demand-
ing. Jen is the fourth person to hold this job in the ten
years Carson has been with the company. The job just
takes its toll on the person. It is g 24/7 kind of job.
There is no such thing as a guaranteed day off. Jen must
always be available by phone and, no matter what the

| day or time, ready to respond to a problem. The worst
Part is that there are always problems. The compensa-
tion is good but no matter how much money the posi-

tion pays, money cannot prevent the burnout that every
Person in the position has experienced.

Experiential Exercises

14.1 Chaos and the Manager’s Job

Managers’ jobs are increasingly chaotic as a result of

gh rates of change, uncertainty, and turbulence. Some

agers thrive on change and chaos, but others have

ficult time responding to high rates of change and

Certainty in a positive manner. This questionnaire

V€S you an opportunity to evaluate how you would
t0 a manager’s job that is rather chaotic.

Xercise Schedule

& Preparation (preclass)
SMplete the questionnaire.

about all aspects of the employee’s work (e.g., what

specific tasks are done and with whom the employ-
ee interacts on the job)

7. (communication question) Based on the materials in
the chapter, prepare a memo detailing the advantag-
es and disadvantages of flextime job arrangements.
In a second part of the memo, identify the specific
conditions and characteristics required for a syc-

cessful flextime program. Would you like to work
under a flextime arrangement?

Carson has considered many times how he could
best redesign the position. No question if the job was
shared by several people, it would be much easier to
handle. If the region was split into two and an addi-
tional person hired, the job would be better, However,
the ability for everyone in his region to always be
equally aware of new developments would be jeopar-
dized. There would be another level of coordination
between the section managers that would definitely slow
down the process. That was going to be difficult to sell
tO upper management given that Lensher & Mazimoff’s

promise to their clients is the ultimate in timely service,
Carson likes Jen a lot. She is an incredible worker
and done everything asked of her. Carson is already see-
ing Jen showing the negative effects of the stress of the
job and is very concerned about her. He wants to do

something to help but knows the negative impact chang-
ing the job will have on company.

Questions:

L. Using consequential, rule-based and character theo-
ries, evaluate Carson’s options.

2. What should Carson do? Why?

2. Individual Scoring

Give yourself 4 points for each A, 3 points for each B, 2
points for each C, 1 point for each D, and 0 points for
each E. Compute the total, divide by 24, and round to
one decimal place.

3. Group Discussion
Your instructor may have you discuss your scores in
groups of six students. The higher your score, the more
you respond positively to change and chaos; the lower
your score, the more difficulty you would have respond-

ing to this manager’s job in a positive manner. In addi-
tion, answer the following questions.
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Chapter Summary

1. Three basic types of differentiation occur in organi-
LOITTE zations: horizontal, vertical, and spatial.
)KIRM DE 2. The greater the complexity of an organization
because of its degree of differentiation, the greater
Conne cting Emp|oyees, Business Strategy, the need for integration.
® 3
and Senior Leaders

. Formalization, centralization, specialization, stan-
dardization, complexity, and hierarchy of author-

ity are the six basic design dimensions in an
organization,

The Deloitte worldwide network of partnership firms in

140 countries creates a major organizational design and

Deloitte
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environmental uncertainty (p. 533)
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ER 15 ORGANIZATIONAL DESIGN AND STRUCTURE

professional
bureaucracy, divisionalized form, and adhocracy are

formalization (p. 524)
hierarchy of authority (p- 524)
integration (p. 522)

machine bureaucracy (p. 526)
mechanistic structure (p. 533)
organic structure (p. § 33)
organizational design (p. 518)
organizational life cycle (p. 536) (p. 531)

ssion and Communication Questions

5. The contextual variables important to organiza-
tional design are size, technology,

environment, and
strategy and goals.

6. Life cycles, globalization, changes in information-
processing technologies, and demands on process
capabilities are forces reshaping organizations
today.

7. Network organizations, virtual organizations, and

the circle organization are emerging organizational

structures.

8. Organizational structures may be inherently weak,
or chief executives may create personality—organiza-
tion constellations that adversely affect employees. L hat

organizational structure (p. 51 8)
professional bureaucracy (p. 527)
simple structure (p. 526)
specialization (p. 524)
standardization (p. 524)

task environment (p. 532)
technological interdependence

. Identify four forces that are reshaping organizations
today.

Discuss the nature of emerging organizational
structures.

List four symptoms of structural weakness and five
unhealthy personality—organization combinations.

4. Does your company show any one or more of the
four symptoms of structural deficiency discussed at
the end of the chapter?

(communication question) Write a memo classifying
and describing the structural configuration of your
university based on the five choices in Table 15.2.
Do you need more information than you have to be
comfortable with your classification and descrip-
tion? Where could you get the information?
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Courtesy of Nordstrom

Culture Change Ordered for Cola Giant

her
human resource manager, Ingram felt she had no ot

recourse but to seek relief outside of the firm. E
Ingram did not sue Coca-Cola because 'nerh o;’m:
manager called her the N-word. She brought Zg,s
action against Coca-Cola as a result of the comip\)na hyr_
culture of indifference after the fact. Cyt.fu_s _ed |i
the attorney who won a landmar?k $j76 million JE g
ment in the 1997 Texaco discrimlnatmrl case, to_o o.n
Ingram’s case, charging Coca-Cola with ezgahgmg ;:
systematic race discrimination that extended throug

out its employment policies and practices.

Coca-Cola was given five years to change its corpor;;tfgczulf;
ture and treatment of people of color as part ofa i S

million discrimination lawsuit settlerr-xentl, the Iat.'gest I:,‘m.-lt;
history. For years, the cola gl-aljlt highlighted n:s. consum-
ment to African Americans outside the company: cHo e
ers, suppliers, and members of _the commun:y.sarszvlewal
many believed the organization Cll-d 1.101: show the

of commitment to its employees inside the firm.

The case began when African-American Linda

to her,
erogatory remarks
Ingram’s manager made derogatory

“She

[ - her face. Says Ingram,

Gl esrund s e L o appelled Why do you believe Coca-Cola was ordered to
Ty und some other peers ... | wa s ey s e

it . i Biirs wioLid 1aps hange its culture and not only its tr

and shocked that something of that natu Ree

i ime.” Ingram’s
pen at that company in that day and time.” Ing

her remarks, but
ubsequently fired for
manager was s q i gram and

lor?
employees of co
to
2 What are the first steps you would you take
. 2
. I i initi uch a culture changes
the investigation increased tension bet.ween e o
her coworkers (all of whom were white) so muc o
she requested a transfer to another department.

. : o
her requests were continually ignored by the company

SOURCE: S. Spruell, “Coca-Cola: From Discrimination Suit to
B : 1 21-30.
Diversity Leader,” Diversitylnc (January/February 2007): 21

NORDSTROM

i er
Maintaining Customer Service Excellence for Ov

NORDSTROM 100 Years
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RUCTURE

give their own personal stories of the company. All these tactics have allowed Nordstrom to become

known for its exceptional customer service and maintain that reputation for more than 100 years.

Chapter Summary

1. Organizational (corporate) culture is a pattern of
basic assumptions that are considered valid and that
are taught to new members as the way to perceive,
think, and feel in the organization.

behave, how they allocate rewards, and how they
hire and fire individuals,

6. Organizational socialization is the process by which
newcomers become participating, effective members
of the organization. Its three stages are anticipatory
socialization, encounter, and change and acquisition.

Each stage plays a unique role in communicating
organizational culture,

2. The most visible and accessible level of culture is
artifacts, which include personal enactment, ceremo-
nies and rites, stories, rituals, and symbols.

3. Organizational culture has four functions: giving
members a sense of identity and increasing their
commitment, serving as a sense-making device
for members, reinforcing organizational values,

and serving as a control mechanism for shaping
behavior,

7. The Organizational Culture Inventory and Kilmann—
Saxton Culture-Gap Survey are two quantitative
instruments for assessing organizational culture.
Triangulation, using multiple methods for assessing

culture, is an effective measurement strategy.
4. Three theories about the relationship between

culture and performance are the strong culture

perspective, the fit perspective, and the adaptation
perspective.

8. It is difficult but not impossible to change organi-
zational culture. Managers can do so by helping
current members buy into a new set of values, by
adding newcomers and socializing them into the

organization, and by removing current members as
appropriate.

5. Leaders shape and reinforce culture by what they
pay attention to, how they react to crises, how they

Key Terms

adaptive culture (p. 564) enacted values (p. 560)

encounter (p. 570)
espoused values (p. 560)

organizational (corporate) culture
(p. 556)

organizational socialization (p. 569)
strong culture (p. 564)

artifacts (p. 556) triangulation (p. 573)

assumptions (p. 561)
change and acquisition (p- 571)

Review Questions

L. Explain the three levels of organizational culture.

6. Describe the three stages of organizational socializa-
How can each level be measured?

tion. How is culture communicated in each stage?

2. Describe five artifacts of culture and give an exam- 7. How can managers assess the organizational cul-

ple of each. ture? What actions can they take to change the
3. Explain three theories about the relationship organizational culture?
between organizational culture and performance. 8. How does a manager know that cultural change has
What does the research evidence say about each been successful?
one?

9. What can managers do to develop a global organi-

. Contrast adaptive and nonadaptive cultures. zational culture?

9. How can leaders shape organizational culture?
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Discussion and Communication Questions

1. Name a company with a visible organizational cul-
ture. What do you think are the company’s values?
Has the culture contributed to the organization’s
performance? Explain.

2. Name a leader you think manages organizational
culture well. How does the leader do this? Use
Schein’s description of how leaders reinforce culture
to analyze the leader’s behavior.

3. Suppose you want to change your organization’s
culture. What sort of resistance would you expect
from employees? How would you deal with this
resistance?

Ethical Dilemma

Lisbeth Kakutani is committed to making sure that her
teams run as efficiently and as harmoniously as possible.
When an opening comes up, she is relentless in work-
ing to find the right person, someone who has the skills
and abilities to do the job but also someone who will
fit the culture. Part of Lisbeth’s commitment stems from
what had been fostered in the culture of Larson-Knoff,
Inc. well before she arrived. The community atmosphere
at Larson-Knoff is one that is supportive of family and
oriented in group-work. Larson-Knoff’s mission speaks
of working for the good of the many rather than the
2dvancement of the individual, and for those who have
been with the organization for years, it has become a
true family atmosphere.

As Lisbeth sorts through applications for an open-
ing in her department, she finds herself struck by one
in particular—Graham Williams. Graham has every
academic and professional qualification Lisbeth could
want for to fill the position, and she immediately calls
him in for an interview. Graham impresses Lisbeth dur-
ing the interview. His education and experience should
allow him to become effective as soon as he joins the
team. He is the best candidate she has seen. Lisbeth’s
only reservation is that Graham seems to be something
of a loner although he assures her that he can work very
effectively with others.

Experiential Exercises

16.1 Identifying Behavioral Norms

This exercise asks you to identify campus norms at your
university. Every organization or group has a set of
norms that help determine individuals’ behavior. A norm
is an unwritten rule for behavior in a group. When a
norm is not followed, negative feedback is given. It may
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4. Given Schein’s three levels, can we ever truly under-
stand an organization’s culture? Explain.

5. To what extent is culture manageable?
Changeable?

6. (communication question) Select an organization
that you might like to work for. Learn as much
as you can about that company’s culture, using
library resources, online sources, contacts within the
company, and as many creative means as you can.
Prepare a brief presentation to the class summariz-
ing the culture.

As soon as Graham joins the team, Lisbeth is aware
that her concerns are well founded. Graham prefers to
work on projects alone. He willingly shares his informa-
tion but rarely does the work in conjunction with the
other members of the department. Lisbeth is worried
that Graham is completely disinterested in being a good
team member. However, Graham’s work is superb, and
she is well aware that clients approve whole-heartedly
regarding his designs and his approaches. In fact,
Graham’s work on existing clients’ accounts has enticed
new ones to come aboard.

Lisbeth is willing to give Graham time to develop
his team skills but already the complaints are coming
in from the other members of the group. Everyone has
noticed Graham’s unwillingness to be a team player
and they are not happy. Graham is creating a divide in
Lisbeth’s department and serious problems are develop-
ing. Lisbeth really likes Graham and wants to keep him
but is he worth disrupting the culture that is at the heart
of Larson-Knoff?

Questions:

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

2. What should Lisbeth do? Why?

include negative comments, stares, harassment, and
exclusion.
1. As a group, brainstorm all the norms you can think
of in the following areas:
Dress
Classroom behavior
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Studying

Weekend activities

Living arrangements
Campus activities

Dating (who asks whom)
Relationships with faculty

Eating on campus versus off campus
Transportation

16.2 Contrasting Organizational Cultures

To complete this exercise, groups of four or fiv
students should be formed, Each group should ; 1
one of the following pairs of organizations: L

American Airlines and Northwest Airlines
Anheuser-Busch and Coors

Hewlett-Packard and Xerox
Albertsons and Winn-Dixie
Dayton-Hudson (Target) and J. C. Penne
Company X
Use your university library’s resources to gather infor-
mation about the companies’ cultures. Contrase the

CH
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; How did you initially get this information?
4. Wthat happens to students who don’t follow these norms?
. at values can be inferred from these norms? ;
SOURCE: Dorothy Marcic, “Identifying Behavioral Norms,”

Behavior: Experiences and Cases (St. Paul, MN: West

Reprinted by permission. Publishing, 1589),

cultures of the two i 3
: organizations using th :
dimensions: g the following

¢ Strength of the culture.

o s :
Fit of .the culture with the industry’s environment
* Adaptiveness of the culture. :

Whi i

1c[:jh of the two is the better performer? On what did
y;)u ase your conclusion? How does the performance
of each relate to its organizational culture?

U = -
SOURCE AdE.P ed with t € per ssion of The F ee Press, a Div sion o
il

Sim ;
oh & Schuster, Inc., from Corporate Culture and Performance by John P

Kotter anc ames L eske opyr Ootter
. H a0 ight © 1992 b e
5 yrig Y Ki Assoc ates, |I'IC._,

Organizationa|
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Chapter Summary

1. Career management is a joint responsibility of indi-
viduals and organizations. |
2. Good matches between individuals a-nq organiza-
: tions can be promoted with a realistic job preview
(RJP). 1
3. The four stages in an individual’s career are esta
. lishment, advancement, maintenance, and with-
drawal. Each stage has unique challenges.
Key Terms
. 602
advancement (p. 597) career path (p )
bridge employment (p. 610)
career (p. 588)
career anchors (p. 611)

career ladder (p. 602)
career management (p. 588)

eldercare (p. 607)

Review Questions

1. What is career management? e

2. What is the new career, and how does it differ from
older notions about careers? .

3. What are the sources of potential conflict d_udrn('il%
organizational entry? How can they be a?r0.1 ed?

4, What is a realistic job preview, and why is it
important?

5. What are psychological contracts?

Discussion and Communication Questions

1. What are the realities of the new career? How can
developing your emotional intelligence help you turn :
these realities into opportunities to IMProve your career:
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job 1 i uch s
a job interview. In fact, one s

can exist when the only indication of

career plateau (p. 603)
dual-career partnership (p. 604)

establishment (p. 597)
flexible work schedule (p. 606)
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4. Psychological contracts are implicit agreements

between individuals and organizations.

5. Mentoring is crucial to both the career success of

young workers and the needs of older workers.

6. Childcare, eldercare, and flexible work schedules

can help employees manage work-home conflicts.

7. Career anchors help an individual form a career

identity and formulate an effective career plan.

maintenance (p. 597)

mentor (p. 603)

phased retirement (p. 610)
psychological contract (p. 598) -
realistic job preview (RJP) (p. 596)
withdrawal (p. 597)

. . . . - ?

6. What stressors are associated with socialization
What are the career functions provided by a

mentor? -
8. What are some of the most likely causes of hol

work conflicts?

: : o
9. What are the two key issues to deal with duri
maintenance career stage?

e

10. What is the key to career survival?

2. What do you think will be the most stressfui c
. stage? What type of stressors led you to mak
choice?

ND S
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e is a name, what kind of discrimination will exist with
rac ’

Does the career stage model have
other words, can it be a

exceptions? In
what are the exceprions?
n 4,

a dual-career Partnership

? How do these expecta-
tions differ?

Given the downsizing and restructuring in many

organizations, how can organizations help employ-

ees with career management if there are fewer
opportunities for promotion?

6. How has each of the four challenges (
diversity, technology, and ethics)

affected career
Mmanagement in recent years?

7.(communication question) Contact the human
fesources manager of a local business, Ask if he or
she would take a few minutes to discuss so
about résumés with you. Structure your dis

cussion
around the following questions:

a. How often do you encounter *

, What is the most common pad
! .
you react to it?

Ethical Dilemma

Lynn Kingston graduated at the top of her class at law
school, and she has long dreamed of becoming part-
1er at a top corporate law firm. When she is offered
- N associate position with Smith & Johnson, she is
elated—this is a full-service firm that serves high-profile
clients, and Lynn thinks she will be able to distinguish
herself here. She has always wanted to work in diverse
areas of corporate law and Smith & Johnson is also
known for their work upholding the kind of ethical and
moral goals she admires.
~ Lynn also knows that the work load at Smith &
Johnson is quite rigorous. Clients of the firm anticipate
that thejr lawyers will be available at all hours. That’s
at makes Smith & Johnson so successful, and dur-
the interview process, these expectations are made
ttly clear to Lynn. The hiring manager explains that
$S0ciates are always on call; however, the compensa-
O is superior, Lynn knows that she and her new
Wsband, Brian, will be able to afford a new house and
PUild up their nest €gg on this kind of salary.
. However, Lynn and Brian were also hoping to start
Hfamily soon, After reviewing the maternity leaye pol-
I the benefitg handbook, she learns that the com-
40y has 5 Very generous approach to new mothers.
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pplied to all careers? If not,

Do men and women haye different expectations of

globalization,

me i1ssues

padded” résumés?
ding, and how do

b. Do you verify the information on résumés; How
do you do this? How long does it take for you to

be sure that an applicant has been honest aboug ;e
or her qualifications?

¢. What would you do if you found that a produc-
tive, loyal employee had lied on 2 résumé whep

applying for a job? Is “résumé fraud” an offense
that warrants firing?

Summarize the findings from your interview in a
mEemo to your instructor.

(communication guestion) Select an individual in
the field you want to work in or in a company you
might want to work for, Contact the individual
and ask if you might take a minute of her or his
time for some career advice. Ask the following two
questions, along with others you design yourself,
First, how has the idea of a “career” changed over
the past few years? Second, what advice would the
person give to college students just beginning a

new career? Be prepared to present your interview
results in class,

However, it is clear that after the eight-week leave, the

employee is expected to return to the same full-
schedule as prior to the birth. Lynn is ready to commit
herself to the workload, but she’s not sure if she will
be so willing to commit herself to that lifestyle after
the birth of a child,

Lynn also considers how much she respects Smith

& Johnson; as an associate, she would feel compelled
to give the firm and her clients the highest level of com-
mitment possible. She is aware that if she is promoted
to a senior associate, the intensity of the time demands
level off. Lynn believes that she has the talent and
energy to be an essential contributor.

As she contemplates saying yes to what she believes
to be her dream job, she also realizes that she doesn’t
want to compromise Smith & Johnson by accepting
their offer if she knows, from the onset, that she might

not be willing or able to be the highest-perforrning
employee she can.

time

Questions:

1. Using consequential, rule-based, and character
theories, evaluate Lynn’s options.

2. What should Lynn do? Why?
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JACIKK: IKEA

IKEA Goes Green

Norbert Michalke/
Photolibrary
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To become more green, IKEA rallied company support
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Chapter Summary

1. Organizations face many pressures to cbange. S(l){:c_ne
forces are external, including globahr-:atlon, worh :
force diversity, technological innovatlc'onf and et ics.
Other forces are internal, such as dechm‘ng_ effeg:;ve-
ness, crises, changing employee expectations, and a
changing work climate.

2. Organizations face both plam"Led and unllalanmtad d
change. Change can be of an incremental, sti:f.1 egic,
or transformational nature. The individual who ;
directs the change, known as a clhan.ge agent, can be
internal or external to the organization.

3. Individuals resist change for many reaa?m}s.,
and many of these reasons are rooted in fear.
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Reactions to change may be manifested in behav=

Force field analysis states that when the forces

5

=
i u-
Organizations can help manage resistance by edu

cating workers and openly (:0rnrn.mlicaa‘tmg.'ch:l-‘“a
change, encouraging worker partlcrpa.tlondm -
change efforts, and providing em‘pathy' an hsufp &
to those who have difficulty dealing with change.

: L ficatiof,
iors reflecting disengagement, d1§1dent1f1cat1 ;:,
disenchantment, and disorientation. Manzge_ 4
use separate interventions targeted toward €aci
reaction.

nni'
for change are balanced by the forces res;ral..
change, an equilibrium state exists. For change!
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occur, the forces for change must increase or the
restraining forces must decrease.
6. Lewin’s change model

proposes three srages of
change: unfreezing,

moving, and refreezing.
- A thorough diagnosis and needs analysis is a criti-

cal first step in any organization devel

opment (OD)
Intervention,

OD interventions targeted toward organizations
and groups include survey feedback, management

Key Terms

change agent (p. 633)
disenchantment (p. 641)
disengagement p. 640)
disidentification (p. 641)
disorientation (p. 641)
executive coaching (p. 649)
incremental change (p- 633)
job redesign (p. 650)
leadership training and
development (p. 649)

moving (p. 643)

(p. 644)

refreezing (p. 643)

Review Questions

1. What are the major external and internal forces for
change in organizations?

2

Contrast incremental, strategic, and
transformational change.
- What is a change agent? Who plays this role?

4. What are the major reasons individuals resist
change? How can organizations deal with

organization development (OD)

planned change (p. 628)
process consultation (p. 648)
quality program (p. 647)

role negotiation (p. 650)

by objectives, product and service
team building, and process consult
9. OD interventions

quality programs,
ation,

that focus on individuals include
skills training, leadership training and deve]opmem,
executive coaching, role negotiation, job redesign,
health promotion programs, and career planning,
OD efforts should be managed ethically and should
preserve individual freedom of choice and Privacy,

When properly conducted, OD can have positive
effects on performance.

10.

i

skills training (p. 648)
strategic change (p. 633)
survey feedback (p. 646)
team building (p. 647)
transformational change
(p. 633)

unfreezing (p. 642)
unplanned change (p. 628)

6. Describe force field anal

ysis and its relationship to
Lewin’s change model.

- What is organization development? Why is it under-
taken by organizations?

- Name six areas to be critically examined in any
comprehensive organizational diagnosis.

9. What are the major organization-focused, group-
resistance? focused, and individual-focused OD intervention
5. Name the four behavioral reactions to change. methods?
Describe the behavioral signs of each reaction, and 10

identify an organizational strate

gy for dealing with
each reaction.

Which OD intervention js most effective?

Discussion and Communication Questions

1. What are the major external forces for change in
today’s organizations?
» What are the advantages of using an external
change agent? An internal change agent?

+ Review You 18.1. What can you learn from this

challenge about how individuals’ tolerance for
ambiguity can lead to resistance?

CHAPTER 18 MANAGING CHANGE

4. Can organizations prevent resistan

6.

ce to change? If
so, how?

5. What organization development techniques are the

easiest to implement? What techniques are the most
difficult to implement? Why?

Suppose your organization experiences a dramatic

increase in turnover. How would vou diagnose the
underlying problem?
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