
“Organizational Behavior”.

In Section 1 of this course you will cover these topics:
Work And Its Place In Life

Perception

Primary Communications

Improving Communications And Managing Conflict

Topic : Work And Its Place In Life

Topic Objective:

At the end of this topic student will able to:

 Explain the purpose of the study of organizational behavior

 Trace the history of organizational behavior

 Describe current trends in organizational behavior

 Define work and explain the meaning of work

 Differentiate between work and play

 Explain why people work, and describe the basic philosophy associated with work

 Describe employer theories of the meaning of work

 List and describe the elements of the physical work environment

 Explain how the elements in the physical work environment affect workers

 List and describe the elements of the mental work environment

 Explain how the elements in the mental work environment affect workers

 Describe your role in the mental work environment

 Compare individual and organizational needs

Definition/Overview:

Organizational Behavior: The objectives of this topic are to introduce to the study of

organizational behavior and to describe the elements of the working environment, which is

where organizational behavior occurs. Student should realize the importance of studying

organizational behavior and understand how the physical and mental work environments

affect student as an employee. Student should also begin to understand how you and the way

they influence others.
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Key Points:

1. Organizations and Human Behavior

Organizational behavior (OB) is the study of the behavior of people and their relationships

within organizations. The why of how people behave within the workplace. OB is also often

called human relations. Organizational members need to communicate and work together

cooperatively to assist the firm in reaching its goals. Organizations exist when two or more

people work together on accomplishing mutual goals and thus have mutual interest in those

goals. This means OBapplies to all sizes of companies and not just Fortune 500 organizations

and corporations.

When these two or more people do come together to work, communication and coordination

are essential. Conflicts inevitably will arise. OB draws insight from a multitude of behavioral

sciences and thus helps us in understanding, anticipating, and coping with relationships we

encounter within our organizations. OB does not offer clear-cut, cookie cutter solutions to

problems and conflicts within the workplace, but again does assist us in understanding,

anticipating, and coping with others in our work environment.

2. Why People Work

Though we may be able to differentiate between work and play, we have not addressed why

people work. Most people will tell you they work for money. The reality is that we dont want

money; we want the items money allows us to purchase and accumulate. Money is also used

to compare our status with that of another individual. We may also work to occupy our time,

to avoid depression, and to stay in a routine. Going to work is also considered the natural

thing to do. We become a certain age, go to school, get a degree, and go to work.

3. What Is Work?

While most of us know when we are working or playing, we do have difficulty explaining the

difference between the two.

 Purpose of the task

 Attitude of the person performing the task

 Reward(s) received by the person performing the task

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

2
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



4. Working Environment

 Consists of two main elements: physical and mental work environments.

 These two elements combine to affect everyone within the workplace, though each person is

impacted differently because your individual behavior influences how others treat you.

 This is a key point: As an employee, you are part of the mental work environment, so your

behavior affects the mental work environment and the mental work environment affects you.

5. Physical work components

 Light

 Noise

 Temperature and humidity

 Ventilation

 Color and dcor

 Layout

 Equipment

 Supplies

 Comfort

 Security

6. Individual and Organizational Needs

Individuals bring their personal needs to the workplace, and these personal needs can have

significant effects on the organization. Our individual needs strongly influence our

motivation and attitude toward our work. Organizations provide a structure, policies, and

guidelines for employees to follow. This structure has a purpose, though it may or may not be

compatible with individual workers needs. Organizations also have a culture that defines their

values.

The application of good organizational behavior skills is the responsibility of everyone in an

organization. While managers and leaders define the culture, workers have a strong influence

on it as well. Workers must also realize they share responsibility for the organizations culture.
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7. Organizational Behavior

The study of OB will be action-oriented, emphasizing the development of human relations

skills for analyzing behavior in order to understand, anticipate, cope with, and improve

behavior. We will also examine behavior and draw conclusions that will apply to many, but

not all, people. Rules of behavior that apply to everyone may not exist, but this should not

prevent us from attempting to explain the behavior of the many, as long as we remember to

be alert for the exceptions. In addition, we will examine behavior trends in order to help

reduce and resolve behavioral problems within organizations. However, the study of OB

seldom provides the correct solutions to human problems, although an understanding of

behavioral concepts should assist you in developing better solutions. Individuals who view

events as dichotomous or on a two-valued basis (a right-or-wrong, good-or-bad, one-answer

philosophy) are often frustrated when they first confront a human behavior course and find

that this narrow approach doesnt work.

8. Current trends in organizational behavior

In recent decades, new buzzwords and packages have been created for many established

behavioral concepts. Some of the more common ones include Human Resource Management

(HRM), Total Quality Management (TQM), and Quality of Work Life (QWL).

8.1.Work

Work is a purposeful activity having external and internal rewards that is viewed as work

by the person performing the activity.

8.2.Difference between work and play

Work has a definite purpose. Play, however, does not have to have a purpose. Sometimes

people engage in play for its own sake. A task may be work if the person performing it

believes it is work. If the person performing a task thinks it is play, then to that person it

is play. Finally, external rewards are given for work; internal rewards are received from

play.
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8.3.Basic philosophy associated with work

To Douglas McGregor life meant activity activity with a purpose. This activity may

consist of work, or it may consist of play, but McGregor felt that the natural state of

people is to do something. Essentially, he felt that in activity people were saying, I am,

therefore I work.

8.4.Employer theories of the meaning of work

In the view of some managers, people are here to fulfill the needs of the company. The

belief is that work is a persons main responsibility in life. Weekends are to rest up for the

workweek, and evenings are to rest and prepare for the next days work. Workers are

expected to dedicate themselves to the company, to always put the company and work

first, and to always act in the best interests of the company. These are often the same

managers who believe that people should leave their personal lives at home, that people

should be able to throw a switch in their heads and turn their problems off so that nothing

interferes with work. Some virtually believe that because they employ people, they own

them. Often, the message is that work is of preeminent importance that the rest of a

persons life is a distant second, and that if you dont like it, then feel free to leave. At the

other end of the spectrum, there are bosses who view work simply as one part of life. The

belief is that life outside of work is important, is valuable, and greatly affects a persons

performance at work. These types of managers are often as concerned for the welfare of

their employees nonwork life as they are for their work life. They may have employee

assistance programs to help with work and nonworkproblems. They may allow personal

days off or mental health days. They realize that peoples personal lives cannot be left at

the companys front door. The overall attitude of these firms is concern for the worker, the

workers work and personal life, and the workers family.

These two views represent the extremes in a continuum of managerial attitudes toward

work. Those believing work is a persons whole life are at one end, while those believing

work is just a part of life are at the other end, with many degrees of opinion lying between

them.
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9. Elements of the physical work environment

The physical factors that affect people in the working environment include light, noise,

temperature and humidity, ventilation, color and decor, layout, equipment, supplies, comfort,

and safety and security. Light is essentially the minimum illumination for most work areas.

Noise consists of the sound level or loudness of a working environment. Temperature and

humidity refer to the heat (or lack of heat) and the amount of moisture present in a work area.

Ventilation is the flow of fresh air in the work area. Color and decor refer to the paint and

decoration in a workplace. Equipment refers to the physical machines and tools needed for

work. Supplies consist of the materials needed to perform work. Comfort is actually the

cumulative effect of a number of working environment factors. Comfort is part physical and

part mental. Certainly people should be as physically comfortable as feasible, but the overall

work setting should be comfortable too. You should feel safe and free of unnecessary

observation. Security and safety needs range from security from theft of personal possessions

to protection from transmittable disease, electrical hazards, cleaners, chemicals, radiation,

and fire, to concerns for air quality.

9.1. Light

As illumination increases, so does productivity. In addition to the total amount of light in

the work area, the contrast and the ambient-to-work light ratio affect work and

productivity. Less illumination is required when the contrast between objects is high. The

ambient, or room, light also affects work. Accuracy is greatest when there is a 1 to 1 ratio

of ambient light to work light.

9.2. Noise

Communication and productivity decrease as the noise level increases. While people are

capable of making some adjustment to a constant noise level, if the noise exceeds 85 to

90 decibels, productivity will decrease over the course of the workday. Deleterious effects

will increase as the frequency or pitch of the noise increases and as the exposure time to

the noise increases. When background noise decreases, productivity increases and worker

stress decreases.
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9.3. Temperature and humidity

For most people, indoor working temperatures below 50 degrees F or above 86 degrees F

can significantly decrease work performance. The ambient (room) temperature that is

comfortable is also affected by humidity. The general comfort zone for humidity is in the

range of 40% to 60%. Too little humidity can cause problems with static electricity or

drying of the nose, sinuses, and throat, which leads to increased chances for contracting

colds and the flu. Excess humidity makes higher temperatures more uncomfortable or

may cause sensitive equipment to jam or malfunction.

9.4. Ventilation

Productivity, morale, and worker health are all affected by the flow of fresh air, or

ventilation, in the work area.

9.5. Color and dcor

Color and decor in the workplace can be used functionally or for aesthetic reasons or

both.

9.6. Layout

The main concerns for layout of the working environment are that of minimizing wasted

motion and logical grouping of resources. If there is too much space, people waste time

and energy moving resources. Too little space leads to inefficiency or the inability to

perform work properly.

9.7. Equipment

There are five factors that contribute to the efficiency or inefficiency of the working

environment that are related to equipment. The five factors include age, ease of use,

maintenance, safety, and uniformity. While learning to use new equipment takes time,

workers often feel they are being supported when equipment is up-to-date. Easy-to-use

equipment decreases worker fatigue, decreases time-on-task, and, consequently, increases

efficiency. Proper maintenance, the ethical duty of the worker and the management,

contributes to efficiency by decreasing downtime, but it also contributes to safety.
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Uniformity of equipment, when possible, decreases errors and increases efficiency by

allowing workers to easily share equipment or assignments, and by reducing the training

required.

9.8. Supplies

In supplying workers, management must strike a balance between the costs of inventory

and the losses that occur when resources are idle. When supplies are inadequate,

efficiency and quality decline, and worker frustration increases.

9.9. Comfort

This is the cumulative effect of a number of working environment factors. Comfort is part

physical and part mental. Certainly people should be as physically comfortable as

feasible, but the overall work setting should be comfortable too.

9.10. Security

As a basic need, safety and security is an issue for virtually all workers. It is insufficient

to simply talk about security and safety issues; employees must have confidence that

employers are doing everything possible. Fear that stems from safety and security issues

inhibits peoples ability to work and can erode job satisfaction.

10. Mental Work Environment

Many people who complain about work never consider looking in the mirror for another

potential source of their problems. Sometimes a manager or coworker may treat you poorly

because the manager or coworker is having a bad day. If these are only occasional incidents,

they should be forgiven and the incident forgotten. Other times, however, you may receive

(or you may perceive to receive) poor treatment because you are having a bad day and are

treating others poorly, and they are just responding to you. Possibly the best general advice is

to treat people the way you would like to be treated (or as someone said, treat others the way

you would like to see your mother treated).
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11. Compare individual and organizational needs.

Individuals bring their personal needs to the organizations in which they work. These needs

are partially material and economic, partially social and psychological. The personal needs of

employees can have significant effects on the organizations themselves. For example, your

personal needs strongly influence your motivation and attitude toward your job. Managers,

especially, should attempt to understand human needs because they influence the attitudes

and behavior of employees.

Organizations need order and predictability. An organization without some structure can be

compared to an airport that has no ground or air control over the airplanes using its facilities.

Most well-managed organizations, therefore, will have some order and predictability, referred

to as their required system (the formal organization).

Topic : Perception

Topic Objective:

At the end of this topic student will able to:

 Differentiate between a fact and an inference

 List the factors that influence what a person sees in a given situation

 List and describe at least five possible fallacies in logical reasoning

 Diagram the nine-step system for problem solving and describe each step

 Explain the nature of intuition in the decision-making process

 Describe the four pitfalls to effective decision making

 Describe how creativity can aid the problem-solving process

Definition/Overview:

Perception: Perception is one of the oldest fields in psychology. The oldest quantitative law

in psychology is the Weber-Fechner law, which quantifies the relationship between the

intensity of physical stimuli and their perceptual effects. The study of perception gave rise to

the Gestalt school of psychology, with its emphasis on holistic approach.

Decision Making: Decision making can be regarded as an outcome of mental processes

(cognitive process) leading to the selection of a course of action among several alternatives.
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Every decision making process produces a final choice.The output can be an action or an

opinion of choice.

Key Points:

1. Perception Types

Two types of consciousness are considerable regarding perception, they are phenomenal and

psychological. The difference everybody can demonstrate to himself/herself is by the simple

opening and closing of his/her eyes. Phenomenal consciousness is thought on average to be

predominately absent without sight by example. Through full or rich sensations present in

sight, nothing in comparrisionis present whilst eyes are closed, bar the remaingother senses

and of course having considered sight firstly as the primary human sense. Using this precept

its understood by a vast majority of cases that the logical solutions present through

phenomenology in human mind/body interfacing within reality, is through simple human

sensation. Plato's Cafe analogy was coined to similarly express these ideas, philosophically or

simply termed as practical Phenomena. At this mark of consideration on strengths in sensory

data the Phenomenality of Perception has become Psychological as critiqued herein. In which

further more there are two basic theories available: Passive Perception (PP) and Active

Perception (PA). The passive perception (conceived by Ren Descartes) is addressed in this

article and could be surmised as the following sequence of events: surrounding → input

(senses) → processing (brain) → output (re-action). Although still supported by mainstream

philosophers, psychologists and neurologists, this theory is nowadays losing momentum. The

theory of active perception has emerged from extensive research of sensory illusions, most

notably the works of Richard L. Gregory. This theory is increasingly gaining experimental

support and could be surmised as dynamic relationship between description (in the brain) ↔

senses ↔ surrounding. All of which holds true to the linear concept of experience. Basic

physical truths such as cause and effect and vagrant patterns imposed upon the percieved

laws of creation simlarly support this dualistic appreciation of Reality/Perception. Please let it

be noted that whilst limited understand of the self exists, essential characterticsallow full and

complete, but partial understanding of Perception through the incompletely understood

human vessel.
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2. Perception and Reality

In the case of visual perception, some people can actually see the percept shift in their mind's

eye. Others, who are not picture thinkers, may not necessarily perceive the 'shape-shifting' as

their world changes. The 'esemplastic' nature has been shown by experiment: an ambiguous

image has multiple interpretations on the perceptual level. The question, "Is the glass half

empty or half full?" serves to demonstrate the way an object can be perceived in different

ways. Just as one object can give rise to multiple percepts, so an object may fail to give rise

to any percept at all: if the percept has no grounding in a person's experience, the person may

literally not perceive it.

The processes of perception routinely alter what humans see. When people view something

with a preconceived idea about it, they tend to take those preconceived ideas and see them

whether or not they are there. This problem stems from the fact that humans are unable to

understand new information, without the inherent bias of their previous knowledge. The

extent of a persons knowledge creates their reality as much as the truth, because the human

mind can only contemplate that which it has been exposed to. When objects are viewed

without understanding, the mind will try to reach for something that it already recognizes, in

order to process what it is viewing. That which most closely relates to the unfamiliar from

our past experiences, makes up what we see when we look at things that we dont

comprehend.

This confusing ambiguity of perception is exploited in human technologies such as

camouflage, and also in biological mimicry, for example by Peacock butterflies, whose wings

bear eye markings that birds respond to as though they were the eyes of a dangerous predator.

Perceptual ambiguity is not restricted to vision. For example, recent touch perception

research Robles-De-La-Torre& Hayward 2001 found that kinesthesia based hapticperception

strongly relies on the forces experienced during touch.

Cognitive theories of perception assume there is a poverty of stimulus. This (with reference

to perception) is the claim that sensation are, by themselves, unable to provide a unique

description of the world. Sensations require 'enriching', which is the role of the mental model.

A different type of theory is the perceptual ecology approach of James J. Gibson. Gibson

rejected the assumption of a poverty of stimulus by rejecting the notion that perception is

based in sensations. Instead, he investigated what information is actually presented to the
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perceptual systems. He and the psychologists who work within this paradigm detailed how

the world could be specified to a mobile, exploring organism via the lawful projection of

information about the world into energy arrays. Specification is a 1:1 mapping of some aspect

of the world into a perceptual array; given such a mapping, no enrichment is required and

perception is direct perception.

The brain, with which you perceive the world, is made up of neurons buzzing at 50 cycles a

second, while the world as it exists in reality, is made up of electro-magnetic radiation

oscillating at 500 trillion cycles a second. This means that the human brain cannot nearly

keep up with the realness of reality. To compensate, the brain takes a preconceived idea about

the object, then uses those preconceived ideas to see whether or not they are there. The

problem with attaining an accurate perception of reality stems from the fact that humans are

unable to understand new information, without the inherent bias of their previous knowledge.

The extent of a person's knowledge creates their reality as much as the truth, because the

human mind can only contemplate that which it has been exposed to. When objects are

viewed without understanding, the mind will try to reach for something that it already

recognizes, in order to process what it is viewing. That which most closely relates to the

unfamiliar from our past experiences, makes up what we see when we look at things that we

don't comprehend.

3. Perception-in-action

The ecological understanding of perception go forward from Gibson's early work is

perception-in-action, the notion that perception is a requisite property of animate action;

without perception action would not be guided and without action perception would be

pointless. Animate actions require perceiving and moving together. In a sense, "perception

and movement are two sides of the same coin, the coin is action." One aspect of Gibson's

approach has been questioned however: it is his unargued belief that singular entities, which

he calls 'invariants', already exist in the real and that all that the perception process does is to

home in upon 'them'. A view known as social constructionism (see Ernst von Glasersfeld)

regards the continual adjustment of percept and action to the external input as precisely what

constitutes the 'entity', which is therefore far from being 'invariant'. In human communication,

according to the theory, a running hypothesis that there is an 'invariant', a target to be homed

in upon, is a pragmatic necessity to allow an initial measure of understanding to be

established prior to the updating a statement aims to achieve, but it does not and need not
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represent an actuality. It is added that, after all, it is extremely unlikely that what is desired or

feared by an organism will never suffer change -- indeed, radical change -- as time goes on;

the social constructionist theory thus allows for the needful evolutionary adjustment.

A mathematical theory of perception-in-action has been devised and investigated in many

forms of controlled movement by many different species of organism, General Tau Theory.

According to this theory, tau information, or time-to-goal information is the fundamental

'percept' in perception.

4. Decision Making

Human performance in decision making terms has been the subject of active research from

several perspectives. From a psychological perspective, it is necessary to examine individual

decisions in the context of a set of needs, preferences an individual has and values they seek.

From a cognitive perspective, the decision making process must be regarded as a continuous

process integrated in the interaction with the environment. From a normative perspective, the

analysis of individual decisions is concerned with the logic of decision making and rationality

and the invariant choice it leads to.

Yet, at another level, it might be regarded as a problem solving activity which is terminated

when a satisfactory solution is found. Therefore, decision making is a reasoning or emotional

process which can be rational or irrational, can be based on explicit assumptions or tacit

assumptions.

4.1.Logical decision making

Logical decision making is an important part of all science-based professions, where

specialists apply their knowledge in a given area to making informed decisions. For

example, medical decision making often involves making a diagnosis and selecting an

appropriate treatment. Some research using naturalistic methods shows, however, that in

situations with higher time pressure, higher stakes, or increased ambiguities, experts use

intuitive decision making rather than structured approaches, following a recognition

primed decision approach to fit a set of indicators into the expert's experience and

immediately arrive at a satisfactory course of action without weighing alternatives.

Recent robust decision efforts have formally integrated uncertainty into the decision
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making process. However, Decision Analysis, recognized and included uncertainties with

a structured and rationally justifiable method of decision making since its conception in

1964.

5. Decision Making Processes

According to behavioralistIsabel Briggs Myers, a person's decision making process depends

on a significant degree on their cognitive style. Myers developed a set of four bi-polar

dimensions, called the Myers-Briggs Type Indicator (MBTI). The terminal points on these

dimensions are: thinking and feeling; extroversion and introversion; judgment and

perception; and sensing and intuition. She claimed that a person's decision making style is

based largely on how they score on these four dimensions. For example, someone who scored

near the thinking, extroversion, sensing, and judgment ends of the dimensions would tend to

have a logical, analytical, objective, critical, and empirical decision making style.

Other studies suggest that these national or cross-cultural differences exist across entire

societies. For example, Maris Martinsonshas found that American, Japanese and Chinese

business leaders each exhibit a distinctive national style of decision making.

5.1.Cognitive and personal biases

Biases can creep into our decision making processes. Many different people have made a

decision about the same question (e.g. "Should I have a doctor look at this troubling

breast cancer symptom I've discovered?" "Why did I ignore the evidence that the project

was going over budget?") andthen craft potential cognitive interventions aimed at

improving decision making outcomes. Below is a list of some of the more commonly

debated cognitive biases.

 Selective search for evidence (a.k.a. Confirmation bias in psychology) - We tend to be

willing to gather facts that support certain conclusions but disregard other facts that support

different conclusions.

 Premature termination of search for evidence - We tend to accept the first alternative that

looks like it might work.

 Inertia - Unwillingness to change thought patterns that we have used in the past in the face of

new circumstances.

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

14
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



 Selective perception - We actively screen-out information that we do not think is salient. (See

prejudice.)

 Wishful thinking or optimism bias - We tend to want to see things in a positive light and this

can distort our perception and thinking.

 Choice-supportive bias occurs when we distort our memories of chosen and rejected options

to make the chosen options seem relatively more attractive.

 Recency - We tend to place more attention on more recent information and either ignore or

forget more distant information. (See semantic priming.) The opposite effect in the first set of

data or other information is termed Primacy effect.

 Repetition bias - A willingness to believe what we have been told most often and by the

greatest number of different of sources.

 Anchoring and adjustment - Decisions are unduly influenced by initial information that

shapes our view of subsequent information.

 Group think - Peer pressure to conform to the opinions held by the group.

 Source credibility bias - We reject something if we have a bias against the person,

organization, or group to which the person belongs: We are inclined to accept a statement by

someone we like. (See prejudice.)

 Incremental decision making and escalating commitment - We look at a decision as a small

step in a process and this tends to perpetuate a series of similar decisions. This can be

contrasted with zero-based decision making. (See slippery slope.)

 Attribution asymmetry - We tend to attribute our success to our abilities and talents, but we

attribute our failures to bad luck and external factors. We attribute other's success to good

luck, and their failures to their mistakes.

 Role fulfillment (Self Fulfilling Prophecy) - We conform to the decision making expectations

that others have of someone in our position.

 Underestimating uncertainty and the illusion of control - We tend to underestimate future

uncertainty because we tend to believe we have more control over events than we really do.

We believe we have control to minimize potential problems in our decisions.

5.2.Neuroscience perspective

The anterior cingulate cortex (ACC), orbitofrontalcortex (and the overlapping

ventromedial prefrontal cortex) are brain regions involved in decision making processes.

A recent neuroimaging study, found distinctive patterns of neural activation in these
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regions depending on whether decisions were made on the basis of personal volition or

following directions from someone else. Patients with damage to the

ventromedialprefrontal cortex have difficulty making decisions.

Another recent study found that lesions to the ACC in the macaque resulted in impaired

decision making in the long run of reinforcement guided tasks suggesting that the ACC is

responsible for evaluating past reinforcement information and guiding future action.

Emotion appears to aid the decision making process: Decision making often occurs in the

face of uncertainty about whether one's choices will lead to benefit or harm (see also

Risk). The somatic-marker hypothesis is a neurobiological theory of how decisions are

made in the face of uncertain outcome. This theory holds that such decisions are aided by

emotions, in the form of bodily states, that are elicited during the deliberation of future

consequences and that mark different options for behavior as being advantageous or

disadvantageous. This process involves an interplay between neural systems that elicit

emotional/bodily states and neural systems that map these emotional/bodily states.

6. Styles And Methods Of Decision Making

Styles and methods of decision making were elaborated by the founder of

PredispositioningTheory, Aron Katsenelinboigen. In his analysis on styles and methods

Katsenelinboigenreferred to the game of chess, saying that chess does disclose various

methods of operation, notably the creation of predispositionmethods which may be applicable

to other, more complex systems.

In his book Katsenelinboigenstates that apart from the methods (reactive and selective) and

sub-methods (randomization, predispositioning, programming), there are two major styles

positional and combinational. Both styles are utilized in the game of chess. According to

Katsenelinboigen, the two styles reflect two basic approaches to the uncertainty: deterministic

(combinational style) and indeterministic (positional style). Katsenelinboigens definition of

the two styles are the following.
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6.1.Combinational style

The combinational style is characterized by

 A very narrow, clearly defined, primarily material goal, and

 A program that links the initial position with the final outcome.

In defining the combinational style in chess, Katsenelinboigenwrites:

The combinational style features a clearly formulated limited objective, namely the

capture of material (the main constituent element of a chess position). The objective is

implemented via a well defined and in some cases in a unique sequence of moves aimed

at reaching the set goal. As a rule, this sequence leaves no options for the opponent.

Finding a combinational objective allows the player to focus all his energies on efficient

execution, that is, the players analysis may be limited to the pieces directly partaking in

the combination. This approach is the crux of the combination and the combinational

style of play.

6.2.Positional Style

The positional style is distinguished by

 A positional goal and

 A formation of semi-complete linkages between the initial step and final outcome.

Unlike the combinational player, the positional player is occupied, first and foremost,

with the elaboration of the position that will allow him to develop in the unknown future.

In playing the positional style, the player must evaluate relational and material parameters

as independent variables. ( ) The positional style gives the player the opportunity to

develop a position until it becomes pregnant with a combination. However, the

combination is not the final goal of the positional playerit helps him to achieve the

desirable, keeping in mind a predisposition for the future development. The Pyrrhic

victory is the best example of ones inability to think positionally.
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Topic : Primary Communications

Topic Objective:

At the end of this topic student will able to:

 Diagram and explain the basic communication model

 List and explain the five message channels

 List the three components of a message and the contribution each makes to the total message

 Describe the role words play in communicating

 Define and give examples of nonverbal communications

 Describe the six functions of nonverbal communications

 Describe, give examples of, and explain the role of the eight types of nonverbal symbols

 Differentiate between formal and informal communications

 Define and explain the role of upward, downward, and horizontal communications, spoken

and written communications, and electronic communications

 Describe and differentiate between male and female communications

Definition/Overview:

Communication: Communication is defined as a two-way process in which there is an

exchange and progression of thoughts, feelings or ideas towards a mutually accepted goal or

direction. Communication as an academic discipline relates to all the ways we communicate,

so it embraces a large body of study and knowledge.

This topic contains

Key Points:

1. Communication

Communication is the process whereby information is imparted by a sender to a receiver via

a medium. Communication requires that all parties have an area of communicative

commonality. There are auditory means, such as speaking, singing and sometimes tone of

voice, and nonverbal, physical means, such as body language, sign language, paralanguage,

touch, eye contact, by using writing. Communication is defined as a process by which we

assign and convey meaning in an attempt to create shared understanding. This process
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requires a vast repertoire of skills in intrapersonal and interpersonal processing, listening,

observing, speaking, questioning, analyzing, and evaluating. If you use these processes it is

developmental and transfers to all areas of life: home, school, community, work, and beyond.

It is through communication that collaboration and cooperation occur.

Communication is the articulation of sending a message through different media, whether it

beverbal or nonverbal, so long as a being transmits a thought provoking idea, gesture, action,

etc. Communication is a learned skill. Most babies are born with the physical ability to make

sounds, but must learn to speak and communicate effectively. Speaking, listening, and our

ability to understand verbal and nonverbal meanings are skills we develop in various ways.

We learn basic communication skills by observing other people and modeling our behaviors

based on what we see. We also are taught some communication skills directly through

education, and by practicing those skills and having them evaluated.

Communication as an academic discipline relates to all the ways we communicate, so it

embraces a large body of study and knowledge. The communication discipline includes both

verbal and nonverbal messages. A body of scholarship all about communication is presented

and explained in textbooks, electronic publications, and academic journals. In the journals,

researchers report the results of studies that are the basis for an ever-expanding understanding

of how we all communicate. Communication happens at many levels (even for one single

action), in many different ways, and for most beings, as well as certain machines. Several, if

not all, fields of study dedicate a portion of attention to communication, so when speaking

about communication it is very important to be sure about what aspects of communication

one is speaking about. Definitions of communication range widely, some recognizing that

animals can communicate with each other as well as human beings, and some are more

narrow, only including human beings within the parameters of human symbolic interaction.

Nonetheless, communication is usually described along a few major dimensions: Content

(what type of things are communicated), source, emisor, sender or encoder (by whom), form

(in which form), channel (through which medium), destination, receiver, target or decoder (to

whom), and the purpose or pragmatic aspect. Between parties, communication includes acts

that confer knowledge and experiences, give advice and commands, and ask questions. These

acts may take many forms, in one of the various manners of communication. The form

depends on the abilities of the group communicating. Together, communication content and
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form make messages that are sent towards a destination. The target can be oneself, another

person or being, another entity (such as a corporation or group of beings).

2. Communication Theory

There is much discussion in the academic world of communication as to what actually

constitutes communication. Currently, many definitions of communication are used in order

to conceptualize the processes by which people navigate and assign meaning.

Communication is also understood as the exchanging of understanding. Additionally the

biocommunication theory investigates communicative processes within and among non-

humans such as bacteria, animals, fungi and plants. We might say that communication

consists of transmitting information from one person to another. In fact, many scholars of

communication take this as a working definition, and use Lasswell's maxim, "who says what

to whom in what channel with what effect," as a means of circumscribing the field of

communication theory.

People in their daily lives rely on (untested) explanations of reality lay theories. Theories that

scholars use are tested for their truthfulness with rigorous investigation. A concept is some

characteristic or quality shared by the elements in some category. Propositions refer to

statements of relationship between concepts. These can be related to time order (temporal), to

co-occurrence (correlational), or to cause-and-effect relationships.

3. Types of communication

There are three major parts in any communication which are body language, voice tonality,

and words. Although the exact percentage of influence may differ from variables such as the

listener and the speaker, communication as a whole strives for the same goal and thus, in

some cases, can be universal. System of signals, such as voice sounds, intonations or pitch,

gestures or written symbols which communicate thoughts or feelings. If a language is about

communicating with signals, voice, sounds, gestures, or written symbols, can animal

communications be considered as a language? Animals do not have a written form of a

language, but use a language to communicate with each another. In that sense, an animal

communication can be considered as a separate language.
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Human spoken and written languages can be described as a system of symbols (sometimes

known as lexemes) and the grammars (rules) by which the symbols are manipulated. The

word "language" is also used to refer to common properties of languages. Language learning

is normal in human childhood. Most human languages use patterns of sound or gesture for

symbols which enable communication with others around them. There are thousands of

human languages, and these seem to share certain properties, even though many shared

properties have exceptions.

There is no defined line between a language and a dialect, but the linguist Max Weinreich is

credited as saying that "a language is a dialect with an army and a navy". Constructed

languages such as Esperanto, programming languages, and various mathematical formalisms

are not necessarily restricted to the properties shared by human languages.

3.1.Dialogue or verbal communication

A dialogue is a reciprocal conversation between two or more entities. The etymological

origins of the word (in Greek διά(di,through) + λόγος(logos,word,speech) concepts like

flowing-through meaning) do not necessarily convey the way in which people have come

to use the word, with some confusion between the prefix διά-(di-,through) and the prefix

δι-(di-, two) leading to the assumption that a dialogue is necessarily between only two

parties.

3.2.Nonverbal communication

Nonverbal communication is the process of communicating through sending and

receiving wordless messages. Such messages can be communicated through gesture, body

language or posture; facial expression and eye contact, object communication such as

clothing, hairstyles or even architecture, or symbols and infographics, as well as through

an aggregate of the above, such as behavioral communication.

Speech may also contain nonverbal elements known as paralanguage, including voice

quality, emotion and speaking style, as well as prosodic features such as rhythm,

intonation and stress. Likewise, written texts have nonverbal elements such as

handwriting style, spatial arrangement of words, or the use of emoticons.A portmanteau
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of the English words emotion (or emote) and icon, an emoticon is a symbol or

combination of symbols used to convey emotional content in written or message form.

3.3.Visual communication

Visual communication as the name suggests is communication through visual aid. It is the

conveyance of ideas and information in forms that can be read or looked upon. Primarily

associated with two dimensional images, it includes: signs, typography, drawing, graphic

design, illustration, colour and electronic resources. It solely relies on vision. It is form of

communication with visual effect. It explores the idea that a visual message with text has

a greater power to inform, educate or persuade a person. It is communication by

presenting information through Visual form.

The evaluation of a good visual design is based on measuring comprehension by the

audience, not on aesthetic or artistic preference. There are no universally agreed-upon

principles of beauty and ugliness. There exists a variety of ways to present information

visually, like gestures, body languages, video and TV. Here, focus is on the presentation

of text, pictures, diagrams, photos, et cetera, integrated on a computer display. The term

visual presentation is used to refer to the actual presentation of information. Recent

research in the field has focused on web design and graphically oriented usability.

Graphic designers use methods of visual communication in their professional practice.

4. Communication modelling

Communication is usually described along a few major dimensions: Content (what type of

things are communicated), source, emisor, sender or encoder (by whom), form (in which

form), channel (through which medium), destination, receiver, target or decoder (to whom),

and the purpose or pragmatic aspect. Between parties, communication includes acts that

confer knowledge and experiences, give advice and commands, and ask questions. These acts

may take many forms, in one of the various manners of communication. The form depends

on the abilities of the group communicating. Together, communication content and form

make messages that are sent towards a destination. The target can be oneself, another person

or being, another entity (such as a corporation or group of beings). Communication can be

seen as processes of information transmission governed by three levels of semiotic rules:
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 Syntactic (formal properties of signs and symbols),

 Pragmatic (concerned with the relations between signs/expressions and their users) and

 Semantic (study of relationships between signs and symbols and what they represent).

Therefore, communication is social interaction where at least two interacting agents share a

common set of signs and a common set of semiotic rules. This commonly held rules in some

sense ignores autocommunication, including intrapersonal communication via diaries or self-

talk, both secondary phenomena that followed the primary acquisition of communicative

competences within social interactions.

In a simple model, information or content (e.g. a message in natural language) is sent in some

form (as spoken language) from an emisor/ sender/ encoder to a destination/ receiver/

decoder. In a slightly more complex form a sender and a receiver are linked reciprocally. A

particular instance of communication is called a speech act. In the presence of

"communication noise" on the transmission channel (air, in this case), reception and decoding

of content may be faulty, and thus the speech act may not achieve the desired effect. One

problem with this encode-transmit-receive-decode model is that the processes of encoding

and decoding imply that the sender and receiver each possess something that functions as a

code book, and that these two code books are, at the very least, similar if not identical.

Although something like code books is implied by the model, they are nowhere represented

in the model, which creates many conceptual difficulties.

5. Theories of coregulation

Theories ofcoregulation describe communication as a creative and dynamic continuous

process, rather than a discrete exchange of information. Canadian media scholar Harold Innis

had the theory that people use different types of media to communicate and which one they

choose to use will offer different possiblities for the shape and durablility of society . His

famous example of this is using ancient Egypt and looking at the ways they built themselves

out of media with very different properties stone and papyrus. Papyrus is what he called

'Space Binding'. it made possible the trasnsmission of written orders across space, empires

and enables the waging of distant military campaigns and colonial administration. The other

is stone and 'Time Binding', through the construction of temples and the pyramids can sustain

their authority generation to generation, through this media they can change and shape

communciationin their society .
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Topic : Improving Communications And Managing Conflict

Topic Objective:

At the end of this topic student will able to:

 Explain the importance of listening, and identify methods to improve listening

 Describe methods to break down communication barriers

 Describe methods to improve communication

 Identify positive and negative conflicts

 Identify eight methods for managing conflict

Definition/Overview:

Communication: Communication is a process whereby information is encoded and imparted

by a sender to a receiver via a channel/medium. The receiver then decodes the message and

gives the sender a feedback. Communication requires that all parties have an area of

communicative commonality. There are auditory means, such as speaking, singing and

sometimes tone of voice, and nonverbal, physical means, such as body language, sign

language, paralanguage, touch, eye contact, by using writing.

Listening: Active listening is a structured way of listening and responding to others. It

focuses attention on the speaker. Suspending ones own frame of reference and suspending

judgment are important in order to fully attend to the speaker.

Conflict: Conflict is a part of discord caused by the actual or perceived opposition of needs,

values and interests. A conflict can be internal (within oneself) or external (between two or

more individuals). Conflict as a concept can help explain many aspects of social life such as

social disagreement, conflicts of interests, and fights between individuals, groups, or

organizations. In political terms, "conflict" can refer to wars, revolutions or other struggles,

which may involve the use of force as in the term armed conflict. Without proper social

arrangement or resolution, conflicts in social settings can result in stress or tensions among

stakeholders. When an interpersonal conflict does occur, its effect is often broader than two

individuals involved, and can affect many associate individuals and relationships, in more or

less adverse,and sometimes even humorous way.
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Key Points:

1. Communication

Communication can be defined as "the transfer of meanings between persons and groups."

The purpose of communication may range from completing a task or mission to creating and

maintaining satisfying relationships. "Transfer of meanings" implies more than the simple

process of "packaging" an idea as conceived by a sender and transporting it to the mind of a

receiver, where it is "unpackaged." It implies the creation of meaning in the mind of a sender

followed by a re-creation of the same meaning in the mind of a receiver. If something occurs

along the way to change the sender's original meaning, the communication has failed in its

intent. The survival of an organization depends on individuals and groups who are able to

maintain among themselves effective and continuing relationships. Practicing ethical

leadership will benefit relationships between organizational members. One component of

practicing effective communication is fairness. In order to maintain fairness an organization

must avoid discrimination based on gender, race, religion etc... One theory related to

discrimination and prevention of workers advancing in their organization is called the Glass

ceiling. Communications training will assist in developing and maintaining relations in an

organization.

Communication may be considered a functional part of an organizational system, and it may

be considered in an interpersonal context. The structure of an organization is determined in

part by the network of channels or paths along which information must flow between

members or sub-units.

2. Early organizational communication

Some of the main assumptions underlying much of the early organizational communication

research were:

 Humans act rationally. Sane people behave in rational ways, they generally have access to all

of the information needed to make rational decisions they could articulate, and therefore will

make rational decisions, unless there is some breakdown in the communication process.

 Formal logic and empirically verifiable data ought to be the foundation upon which any

theory should rest. All we really need to understand communication in organizations is (a)
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observable and replicable behaviors that can be transformed into variables by some form of

measurement, and (b) formally replicable syllogisms that can extend theory from observed

data to other groups and settings

 Communication is primarily a mechanical process, in which a message is constructed and

encoded by a sender, transmitted through some channel, then received and decoded by a

receiver. Distortion, represented as any differences between the original and the received

messages, can and ought to be identified and reduced or eliminated.

 Organizations are mechanical things, in which the parts (including employees functioning in

defined roles) are interchangeable. What works in one organization will work in another

similar organization. Individual differences can be minimized or even eliminated with careful

management techniques.

 Organizations function as a container within which communication takes place. Any

differences in form or function of communication between that occurring in an organization

and in another setting can be identified and studied as factors affecting the communicative

activity.

3. Listening

When interacting, people often are not listening attentively to one another. They may be

distracted, thinking about other things, or thinking about what they are going to say next, (the

latter case is particularly true in conflict situations or disagreements). Active listening is a

structured way of listening and responding to others. It focuses attention on the speaker.

Suspending ones own frame of reference and suspending judgment are important in order to

fully attend to the speaker. It is important to observe the other person's behavior and body

language. Having heard, the listener may then paraphrase the speakers words. It is important

to note that the listener is not necessarily agreeing with the speakersimply stating what was

said. In emotionally charged communications, the listener may listen for feelings. Thus,

rather than merely repeating what the speaker has said, the active listener might describe the

underlying emotion (you seem to feel angry or you seem to feel frustrated, is that because?).

Individuals in conflict often contradict one another. This has the effect of denying the validity

of the other persons position. Either party may react defensively, and they may lash out or

withdraw. On the other hand, if one finds that the other party understands, an atmosphere of

cooperation can be created. This increases the possibility of collaborating and resolving the

conflict. In the book Leader Effectiveness Training, Thomas Gordon states "Active listening
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is certainly not complex. Listeners need only restate, in their own language, their impression

of the expression of the sender. ... Still, learning to do Active Listening well is a rather

difficult task..." Active listening is used in a wide variety of situations, including tutoring,

medical workers talking to patients, HIV counseling, helping suicidal persons, management,

counseling and journalistic settings. In groups it may aid in reaching consensus. It may also

be used in casual conversation to build understanding, though this can be interpreted as

condescending. The benefits of active listening include getting people to open up, avoiding

misunderstandings, resolving conflict and building trust. In a medical context, benefits may

include increased patient satisfaction, improving cross-cultural communication, improved

outcomes, or decreased litigation.

4. Barriers to Active Listening

All elements of communication, including listening, may be affected by a barrier(s) that can

impede the flow of conversation between individuals. Some of these barriers include

distractions, trigger words, vocabulary, and limited attention span to name a few.

5. Conflict management

Conflict management refers to the long-term management of intractable conflicts. It is the

label for the variety of ways by which people handle grievances standing up for what they

consider to be right and against what they consider to be wrong. Those ways include such

diverse phenomena as gossip, ridicule, lynching, terrorism, warfare, feuding, genocide, law,

mediation, and avoidance. Which forms of conflict management will be used in any given

situation can be somewhat predicted and explained by the social structure or social geometry

of the case.

Conflict management is often considered to be distinct from conflict resolution. In order for

actual conflict to occurr, there should be an expression of exclusive patterns, and tell why the

conflict was expressed the way it was. Conflict is not just about simple inaptness, but is often

connected to a previous issue. The latter refers to resolving the dispute to the approval of one

or both parties, whereas the former concerns an ongoing process that may never have a

resolution. Neither is it considered the same as conflict transformation, which seeks to

reframe the positions of the conflict parties.
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6. Counseling

When personal conflict leads to frustration and loss of efficiency, counseling may prove to be

a helpful antidote. Although few organizations can afford the luxury of having professional

counselors on the staff, given some training, managers may be able to perform this function.

Nondirective counseling, or "listening with understanding", is little more than being a good

listener something every manager should be.

Sometimes the simple process of being able to vent one's feelings that is, to express them to a

concerned and understanding listener, is enough to relieve frustration and make it possible for

the frustrated individual to advance to a problem-solving frame of mind, better able to cope

with a personal difficulty that is affecting his work adversely. The nondirective approach is

one effective way for managers to deal with frustrated subordinates and co-workers.

There areother more direct and more diagnostic ways that might be used in appropriate

circumstances. The great strength of the nondirective approach (nondirective counseling is

based on the client-centered therapy of Carl Rogers), however, lies in its simplicity, its

effectiveness, and the fact that it deliberately avoids the manager-counselor's diagnosing and

interpreting emotional problems, which would call for special psychological training. No one

has ever been harmed by being listened to sympathetically and understandingly. On the

contrary, this approach has helped many people to cope with problems that were interfering

with their effectiveness on the job.

In Section 2 of this course you will cover these topics:
Jobs, From Design To Appraisal

Formal Organizations: How People Organize

Understanding Management

Topic : Jobs, From Design To Appraisal

Topic Objective:

At the end of this topic student will able to:

 Explain what comprises a job

 Differentiate employment-at-will from job contracts
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 List and describe several job trends

 List strategies for career management

 Describe and create strategies for finding a job

 Describe advantages and disadvantages of specialization

 Compare and contrast current trends in job design

 Describe a job analysis

 Differentiate and appraise job descriptions and job specifications

 List and describe the principal types of interviewing styles

 Summarize the suggestions for conducting and participating in interviews

 Appraise performance appraisals

 Describe and identify appraisal threats

 Describe and create appraisal responses

 Create strategies to deal with losing a job

Definition/Overview:

Job: A job is a role served by a person or thing, usually involving productive work. A person

usually begins a job by becoming an employee, volunteering, or starting a business. The

duration of a job may range from an hour (in the case of odd jobs) to a lifetime (in the case of

some judges). If a person favors or is trained for a certain type of job, they may have an

occupation. The series of jobs a person holds in their life is their career.

Key Points:

1. Job

Its important for students to realize our jobs are typically synonymous with our identity. One

of the first things we ask someone when we meet them is what do you do for a living? The

job and career we choose define part of who and what we are. Managers, however, typically

view jobs as a collection of tasks and responsibilities that must be completed if the

organization is going to reach its goals. Employment-at-will, wrongful discharge, lifetime

employment, and the Japanese view of employment should be discussed here. Students need

to realize the jobs in the organization dont belong to them, but rather to the firm. They simply

fill the role of the job in their daily lives.
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Emphasize the importance of the organization attempting to give workers what they want.

Those organizations that do so are typically those that realize the importance of employee

retention.

2. Current Job Trends

Concepts to be discussed include:

 Flexible work hours

 Telecommuting

 Computer usage

 Self-management

 Educational requirements

 Outsourcing, offshoring, downsizing, reengineering

 Hoteling

 Knowledge workers

3. Career Management

While in the past companies took active roles in employee development to both advance the

company and the employee, this is a much less common employment benefit in todays

society. As we move into the future, employees have become more and more responsible for

their own career development and management. It has become imperative for employees to

stay abreast of careers in demand and the skills required, participating in training to maintain

and upgrade skills, to seek employment, etc.

 Technical and business skills

 Interpersonal skills

 Reading, writing, and arithmetic skills

 Listening skills

 Problem-solving skills

 Learning skills

 Self-management skills
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4. Job Design

Job design is a concept often overlooked by students. The concept, however, is critical for

managers of organizations. Before employees can be hired, managers must define the work to

be done, divide the work into jobs, describe the jobs, and describe the person most capable of

performing the job successfully. This is the process of job design.

The text graphically depicts the phases involved in job design, including:

 Job analysis list of tasks.

 Job description tasks that make up one job.

 Job specification person who can perform the job.

 Performance appraisal determines if the person identified in the job specification is actually

able to perform the tasks identified in the job description.

5. Job specification

While it is common for prospective and current employees to view their job descriptions, the

job specifications are less-often seen. Job specifications are used more often by the Human

Resources Department and by managers to recruit workers and to evaluate applicants. Once a

person meeting the specification is hired for the job, there is less need to see the specification.

Job specifications typically address four areas:

 Education: refers to the formal education and any training needed to perform a job, for

example, a high school diploma or G.E.D. and certification as a master mechanic, or a

Bachelors degree in Marketing.

 Experience: refers to the amount of required prior experience performing the same job. For

example, an accounting manager may need to have five years of accounting experience and

two years of supervisory experience. Entry-level (starting) positions are those requiring no

previous experience.

 Skills: are learned or acquired capabilities. Typing is an excellent example of a skill, as no

one is born able to type.

 Abilities; are essentially capabilities people are born with. Abilities would include the use of

both arms or both legs, or the ability to lift 50 pounds from the floor to a shelf four feet up 30
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times an hour for eight hours. After finding a person who meets the job specifications, a

performance appraisal is needed to measure the work output against the job description.

6. Job Characteristics Model

Hackmanand Oldman created the Job Characteristics Model, which has become widely used

for designing jobs. The model includes five factors in designing jobs:

 Task variety the assortment of skills needed to perform tasks in a job.

 Task identity reveals how closely the work is to the final product.

 Task significance refers to the effect one persons work has on others.

 Autonomy the freedom workers have to perform tasks and control their work.

 Feedback information provided to the individual related to the quantity and quality of work

they have completed.

 The CPOS model for job design is also widely used and explores job components in greater

detail by focusing more attention on the psychological aspects of the work. Factors include:

 Cognitive demands the C in the models name refers to the mental requirements of a job.

 Production responsibility the P in the models name involves the responsibility the worker has

for expensive equipment and increased productivity.

 Operator control the O in the models name the autonomy and level of control a worker has in

his or her job.

 Social interaction the S in the models names the amount of social contacts and support

involved in a job.

7. Task difficulty fit into job design

In addition to these five factors, a job designer must also consider the difficulty level

involved in performing tasks. Considering these six factors may make job design seem like

an extremely difficult task, which it sometimes is. However, sometimes a factor or factors

may be fixed and beyond the control of the designer. For example, a task may be so difficult

that only a highly skilled person can perform that task and only that task. This effectively

limits task variety. A professional photographer, for instance, needs a high level of skills, but

there is not a wide variety of those skills. A manager of front-line workers needs planning,

organizing, motivating, budgeting, hiring, conflict resolving, and other skills, including

technical knowledge related to the work his or her people are performing.
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8. Three-factor model of job design

Developed by Dean and Snell, the three-factor model of job design examines three elements

of a job: task variety, task complexity, and task interdependence. In this model, task variety is

used in virtually the same way as it is in the job characteristics model. When a job involves

solving problems, the application of alternatives, or the use of extensive technical knowledge,

it is seen as having a large amount of task complexity. The third factor, task interdependence,

refers to the lack of barriers between departments or between tasks that were previously

distinct. In applying this model, the advanced manufacturing environments of today are seen

as having high task variety, because many jobs include the performance of a large number of

tasks with a large amount of problem solving. Increased demand for problem solving, plus an

increase in the use of technical knowledge, conceptual skills, and analytical skills, places

advanced manufacturing jobs high on the scale for task complexity as well. The integrated

nature of these systems and the collaboration required of the workers means that these jobs

also have a high level of task interdependence.

9. CPOS model of job design

This model includes cognitive demand, production responsibility, operator control, and social

interaction (CPOS).

9.1.Cognitive demand

Cognitive demand refers to the mental requirements of a job, like the number of systems a

person must know how to operate or the number of problems a person must solve. An

increase in cognitive demands is similar in effect to increases in task significance and

variety in the job characteristics model.

9.2.Production responsibility

Production responsibility (which is similar to task significance in the job characteristics

model) involves the responsibility a worker has for expensive equipment and increased

productivity. Production responsibility increases if an error made by a worker would be

costly in terms of time, money, or quality. Too great of an increase in production

responsibility may increase stress levels and decrease job satisfaction.
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9.3.Operator control

Operator control is similar to autonomy in the job characteristic model. Advanced

technology may lead to less control on the part of the workers, as these systems dictate

procedures. Operator control in the CPOS model differs from autonomy in that it

specifies three sub-types of control. Here, control consists of the workers ability to vary

the timing of work, the methods used, and the boundaries. Timing and methods are

frequently beyond the control of workers as they are dictated by the manufacturing

process. This decreases operator control. Boundary control involves workers being

responsible for primary and secondary tasks needed to complete work, rather than just

primary tasks. For example, if you have to acquire materials, assemble a unit, test a unit,

and then clean the work area, the boundaries around these four jobs have been blurred.

You have less boundary control than if your job only involved assembling the unit.

9.4.Social interaction

Social interaction is last in the CPOS model, and refers to the social contacts and support

involved in a job. Social contacts are the quantity of interactions a person has with others

while on the job. Social support refers to the quality of those interactions. Higher levels of

equipment monitoring can reduce the social contacts of a job. Advanced technology does

not appear to affect the social support aspect of these jobs. All of these factors have been

found to affect job satisfaction, and increased social supports have been found to decrease

the adverse effects of high levels of equipment monitoring and production responsibility.

In other words, support from coworkers and work friends can offset some of the ill effects

higher job demands can make on you.

10. Job Description

Work effectiveness in a job is also a critical component in job design. It involves the

integration of tasks and jobs in order to carry out the mission of the company to meet the

needs of customers.

Specialization in a job involves the separation of tasks. Classical managers believed a worker

trained to perform one job and one job only would lead to an increase in the workers

productivity. Behavioral mangers see the potential for boredom as a disadvantage to
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specialization. These managers are more apt to incorporate job enlargement or job

enrichmentinto their job design.

Once the job has been analyzed, a job description and job specialization should be prepared.

This process involves formally outlining the job and the requirements for those individuals

most capable of performing the job.

A job description outlines the work and related items that constitute a job it describes the job:

 Responsibilities duties to be completed without supervision

 Duties tasks in a job

 Tools and equipment

 Working conditions

 The job specification provides a written description of the type of person most able to

perform the job it describes the persons:

 Education

 Experience

 Skills learned capabilities

 Abilities inherent aptitudes

11. Obtaining a Job

11.1. The Interview

Interviewing is the act of consultation between a manager and an individual seeking

employment with the organization. Common types of interviews include:

 Employment to observe applicants for job openings.

 Appraisal to review a current employees performance.

 Counseling to aid current employees with personal problems.

 Disciplinary to discuss a current employees substandard behavior or performance.

 Grievance to discuss a current employees complaints.

 Morale surveys to discover employee attitudes.

 Exit to assess reasons for an employees termination or attrition from the firm.

 The most commonly used styles of interviews include:

 Structured/directive utilizing a predetermined pattern.
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 Unstructured/nondirective attempts to avoid influencing the interviewees remarks and

comments.

 Group a committee conducts the interview.

 Stress/situational placing high levels of tension or abuse on the interviewee.

12. Types of interviewers

 The investigator searches for clues to the interviewees past, personality, or feelings. The

investigator wants to probe beneath the surface, and may try to twist what the interviewee

says in order to see what is there or to see the interviewees reaction. The investigator is not

only listening but also is watching closely, so an interviewee must watch what he or she says

and try to control nonverbal communication.

 The shopper is out in the marketplace looking for the best product. The shopper will often

come right out and tell the interviewee what the company is looking for and then spend the

rest of the interview determining how well he or she meets those needs. The shopper

essentially follows a consumer buying pattern: the shopper lists what is wanted, then seeks

the features each interviewee has, and finally finds the person who best matches what the

company wants.

 The adjudicator seeks the worthy, passing judgment over interviewees and their fitness to join

the company.

 The talker reverses the typical interview situation, doing the vast majority of the talking.

Talkers may discuss themselves or the company, which is not, by itself, bad, but it does not

allow the interviewee the chance to make his or her points.

 The skeptic is suspicious of all applicants, and the better an applicant looks the more

suspicious the skeptic becomes. Some skeptics wonder why anyone would want to work at

their company; others have been burned before by people who looked good but didnt work

out or left quickly for something better. Skeptical interviewers may appear not only doubtful,

but also uninterested or even hostile.

13. Performance Appraisals

Performance appraisals are used to determine if the person hired is performing the job as

analyzed and outlined. It is extremely important for all workers to have a thorough

understanding of how they will be evaluated/rated in their jobs.
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Common criteria in performance appraisals include:

 Attitude

 Compatibility

 Dependability

 Job knowledge

 Efficiency

 Organization

Both the manager and employee should prepare for a performance appraisal interview.

Employees should conduct a self-evaluation of their performance and identify areas where

they have strengths and weaknesses. Often companies have formal paperwork for just this

purpose, and the employee is expected to bring his or her completed paperwork to the

interview. Other times the manager may ask for the employees input prior to the performance

appraisal interview.

14. Appraisal threats

Appraisal threats may arise and are conscious or subconscious biases on the part of the

manager/rater. Typical appraisal threats include:

 The halo effect because the employee is good at one thing, the assumption is that he or she

will automatically be good at other things.

 The Hawthorne effect when employees know they are being watched by management, they

may perform their job differently.

 Recency though the rating period may be for an extended period of time, the managers focus

for performance appraisal is only two or three weeks.

 Uniformity all employees are rated the same regardless of actual performance level,

experiences, and job assignments.

 Vagueness the manager is not specific in defining how the employee has performed.

 Conflict avoidance the manager consciously prepares a higher evaluation than is warranted

just to avoid the potential conflict that the truth may bring.

 Distance having a manager other than one the employee directly reports to complete the

performance appraisal.

 Trait measurement the employees work is not evaluated, but his or her personality is.
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 Personal bias the managers personal feelings come into the appraisal and taint the results.

 Cost concerns giving the employee lower ratings than they deserve in order to save money on

merit raises.

15. Losing a Job

The loss of a job is a major concern for workers today. The advent of downsizing,

outsourcing, and offshoring is a major cause of this concern. Not every time an employee

loses a job is it due to negative reasons. Before leaving, employees should attempt to

negotiate a severance package, make use of outplacement services the company may offer,

and attempt to move from one job directly into another. Doing so would eliminate gaps in

employment times that may cause concern for future interviewers.

Topic : Formal Organizations: How People Organize

Topic Objective:

At the end of this topic student will able to:

 Define the hierarchical structure principle

 Define the unity of command principle

 Differentiate between line and staff departments

 Explain the division of labor principle as it applies to formal organizations

 Describe the span of control principle

 Define the positional power principle

 Define the rules principle

 Identify the features and functions of an organization chart

Definition/Overview:

Formal organization: Formal organization is a fixed set of rules of intra-organization

procedures and structures. As such, it is usually set out in writing, with a language of rules

that ostensibly leave little discretion for interpretation. In some societies and in some

organization, such rules may be strictly followed; in others, they may be little more than an

empty formalism.
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Key Points:

1. Functional organizations

Functional organizations form departments by grouping similar activities and those

performing similar jobs. Often the departments are formed along professional or occupational

lines. Departmentalization by geography means facilities are located physically close to

customers.

When customers need the utmost in service, or when they have different needs,

departmentalization by customer can be used. Organization by product means departments

are formed around each product. One of the more recent developments in organizational

design is the matrix organization. Matrix organizations violate the unity of command

principle by assigning people to functional departments and to projects. Workers report to the

functional department head and the project manager. This unique aspect of matrix

organizations holds the potential for great conflict, so it is virtually required that everyone in

the organization accepts this structure and agrees to work together.

2. Horizontal organizations

Horizontal organizations are quite different from the organizations described thus far, as

those are essentially hierarchies or are at least based on functional departments. Horizontal

organizations, by contrast, are virtually flat, and departmentalization is centered around the

core processes needed to meet the needs of the customer. In all, there are seven key

characteristics that differentiate horizontal organizations from other types of organizations.

First, the organization is divided into core processes, and each process has a manager or team

leader. This person essentially takes ownership for the accomplishment of this process.

Second, the organization is flat because tasks that do not add value for the customer have

been eliminated. Third, teams are used almost exclusively. This tends to eliminate the

practice of identifying people by a traditional functional area, and it provides further impetus

for flattening the organization. Fourth, performance is measured and rewarded by customer

satisfaction, rather than stock price or completion of some narrow functional task. Fifth, team

effort and success earns team rewards. Sixth, the customer, rather than the internal workings

of the functional departments, is the central focus for everyone. Seventh, an open book
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management system is used so that all emmployees have access to all the information the

firm has in order to enable them to complete their process and serve the customer.

3. Learningorganizations

Essentially, a learning organization is a philosophy, a way to operate an organization, rather

than a structure or a design. In learning organizations the central focus is on improving

learning and the way knowledge is disseminated throughout the organization. Notice that the

focus is on improving learning and improving the way knowledge is spread. In a sense, all

organizations are learning organizations; however, some are much better at learning and

sharing knowledge than others. Three concepts in learning organization theory are key to

improving learning and the sharing of knowledge. The first is that the whole organization is

more important than the parts, because the parts are interrelated in comprising the whole.

Second, all people are interrelated and are defined by those people they are around. Third,

language describes reality, but it is not actually reality. This means that we can have different

descriptions of the same reality, and none of them are ultimately or inherently correct.

Learning organizations use the act of learning to reach company goals and objectives, to

avoid failure, to learn from what goes wrong as well as what goes right, and to share

information. In so doing, learning organizations are equally concerned with how learning

occurs as they are with what is learned.

4. Virtual Corporation

A virtual corporation is an organization structure comprised of highly specialized firms or

pieces of firms that join to form a new entity in order to complete a specific task. Virtual

corporations may consist of a venture capital firm, an entrepreneur, a manufacturer, a

distributor, and a retail store chain that form what appears to be a new company in order to

bring to market a new product. The characteristic that differentiates virtual corporations from

joint ventures or alliances is the degree of sharing involved. Virtual corporations are held

together by information, which is shared more openly than in other forms of business

cooperation. The ultimate form of the virtual organization is the hollow organization. Hollow

organizations consist of a core of what would be top-level business officers who contract,

outsource, and create virtual organizations for everything.
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Liberation management organizations are small, about 50 people, or comprised of clusters of

small, autonomous units. Each unit or each team within a unit is entirely self-sufficient. The

50-person units or teams hire and fire people, complete performance appraisals, and even

perform accounting, budgeting, and planning functions. The units or teams are highly

focused. They often do only one thing, but they do it very, very well. Liberation management

organizations follow some of the precepts of learning organizations in that learning is seen as

vital in the rapidly changing markets in which they are found. Information is vital also. The

better the information, the faster liberation management organizations can respond, and the

better they can serve their customers. In order to trust people to get the job done, to quickly

serve customer needs, and to respond rapidly, the people must be truly empowered. People

have to be given the power to do whatever is needed and, because of the fast-moving

environment, they must be trusted to make a few mistakes (from which they must then learn).

5. Egalitarian Designs

Egalitarian designs include molecular organizations and pizza-shaped organizations that are

still in the developmental stages. Both attempt to depict a linked, nonhierarchical structure in

which functions are related, but none is more important than the other. These completely flat

organizations deemphasize power and control and attempt to show that organizations are one

system of connected, interdependent units. The move toward classlessness harkens back to a

sole proprietorship where one person does everything, and everything is geared toward

satisfying the customers. When the job grows, more people may be needed, but they are all

vital in order to serve the one goal customer satisfaction. These forms recognize that someone

(like a president or board) needs to set priorities, and that there are decision makers, but they

are all on the same level. In a way these organizations strive for a more rational environment,

as decisions are made for logical reasons and not for the personal goals or on personal whims

of a particular person who just happens to have the title of manager.

6. Departmentalization

One of the common methods of departmentalization, especially among the more traditional

forms, is the functional method. Functional organizations form departments by grouping

similar activities and those performing similar jobs. Often the departments are formed along

professional or occupational lines. Other departments might include Finance, Bookkeeping,

Accounts Receivable, Accounts Payable, Payroll, Billing, Training, Marketing, Advertising,
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Public Relations, Legal Affairs, Mergers and Acquisitions, Quality Control, Shipping, and

Receiving. Small and medium-size organizations are often functional organizations, as this

method of departmentalization is sufficient when the firm is highly specialized and has

relatively few products. Functional designs are often useful when control and uniformity are

required, as they are typically centralized, with decision making located at the top of the

organization.

When facilities located physically close to customers would be beneficial,

departmentalization by geography may be advantageous. The departmentalization depends on

the company, but could be by city, county, state, region, or country. Coordinated activities

within a region are a major benefit for geographic organizations. Imagine a department store

with outlets in the Midwest, in the West, and in Hawaii. Clothing purchases would vary

greatly in the Midwest and West as seasons change, whereas those in Hawaii would not vary

by season. The major disadvantage to a geographic organization is duplication of effort. For

example, a firm might need one person to manage payroll in one location, 1-1/2 in another,

and 1/2 of a person in a third. If organized by function, they could hire three full-time people.

When organized by geography they might need four full-time people one, two, and one.

7. Functional Design Advantage

The major advantages of a functional design include efficiency; centralized control; minimal

duplication of effort; more uniform policy administration within functions and job types; and

maintenance of the power, status, and communications of the major functions. Retaining the

power and status of the functions can be important, as many people identify themselves by

profession (I am a corporate trainer) rather than by the company or project they are currently

working for or on (I work for Prentice-Hall or I write drill-and-practice lessons for customer

relations trainees). Maintaining functional communications can be important for problem

solving within a function. A few accountants might meet informally at the water cooler and

end up solving a problem.

8. Functional Design Disadvantage

Disadvantages of functional organizations include functional managers with limited views of

how the total business operates. This limits the managers ability to be promoted to the higher

levels, because they only know how one area operates. To counteract this, some organizations
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play musical chairs with the managers, constantly rotating them into positions they know

little about. Also, success is often measured by accomplishing one small function, no matter

how the rest of the organization does or how satisfied the customers are. Coordination of all

the functions can be difficult, especially as the organization grows. Finally, people may be

more loyal to their functions than to the firm, and may be more concerned with territorial

disputes (turf fights) with other departments than with satisfying customer needs. Although

functional organizations work well when matched to the right situation, special situations

may benefit from other methods of departmentalization.

9. Customer organizations

When customers need the utmost in service, or when they have different needs,

departmentalization by customer can be used. Customer organizations can be seen in service

industries, as when a bank has groups working with individual, corporate, and governmental

accounts. The primary advantages to organization by customer include a close relationship

with the customer, attention to the needs of the customer, and the assignment of specific

people to work with each customer. The disadvantages include duplication of effort and

difficulties with product knowledge, as each customer representative or groups of customer

representatives must be familiar with all of the firms products and services.

When product knowledge is vital, or when products are widely varied, firms may organize

around each product. The major advantage to product organizations is that each unit or

department is focused on a particular product. Disadvantages include duplication of effort

and the possibility that one customer may be serviced by more than one department with

representatives from each. When customers have needs, they may not take the time to

differentiate between the responsibilities of the representatives. Because of the duplication of

effort, providing a uniform appearance and a consistent effort to customers may be difficult.

10. Matrix Organization

One of the more recent developments in organizational design is the matrix organization.

Matrix organizations violate the unity of command principle by assigning people to

functional departments and to projects. Workers report to the functional department head and

the project manager. This unique aspect of matrix organizations holds the potential for great

conflict, so it is virtually required that everyone in the organization accepts this structure and
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agrees to work together. For technologically oriented firms, and those in highly competitive,

rapidly changing markets, matrix organizations provide advantages in speed and the ability to

handle complex issues. With the many different viewpoints brought to a project by the people

from the various departments, problems can be identified and dealt with earlier. One

additional feature of matrix organizations can be an advantage or disadvantage depending on

your point of view. Project assignments are for a limited time. For some people, the change

of work and thechance to meet and work with different people is considered an advantage.

For others, the change can be seen as disruptive.

11. Reengineering

Reengineering is a well-established method for redesigning not only organization structures,

but also jobs and management operations. The very basics of reengineering include

redesigning work to focus on processes rather than pigeonholing work into numerous,

restrictive job descriptions based on functional areas. In redesigning work every activity is

questioned, and if an activity is not adding value to the product or the service, it is eliminated.

While the main goal of reengineering is not to reduce the size of the workforce, this does

sometimes happen. A redesign around core competencies, on the other hand, frequently leads

to a smaller workforce.

12. Core Competency Design

A core competency design concentrates on what an organization does best and eliminates the

rest. Many of the eliminated functions still need to be performed, but they are done by

resources outside of the organization. In other words, core competency firms concentrate

expertise in what they do best, and eliminate distractions from the pursuit of core success.

They then engage other firms with expertise in their areas to complete their work. The

advantage of both of these methods is a more efficient organization that delivers greater

customer satisfaction. Applying them often leads to downsizing and, for core competency

firms, there can be an increase in risk if the competencies are so narrowly defined that the

result is a placement of all the eggs into one basket.
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Topic : Understanding Management

Topic Objective:

At the end of this topic student will able to:

 Describe managements role in an organization

 List and define the four functions of management

 List and define the four resources of management

 Describe the managerial working environment

 List and describe the types of decisions managers make

 Define management principles and describe their effect on the working environment

Definition/Overview:

Management: Management in business and human organization activity is simply the act of

getting people together to accomplish desired goals. Management comprises planning,

organizing, staffing, leading or directing, and controlling an organization (a group of one or

more people or entities) or effort for the purpose of accomplishing a goal.

Resourcingencompasses the deployment and manipulation of human resources, financial

resources, technological resources, and natural resources.

Decision Making: Decision making can be regarded as an outcome of mental processes

(cognitive process) leading to the selection of a course of action among several alternatives.

Every decision making process produces a final choice.The output can be an action or an

opinion of choice.

Key Points:

1. Management Role

The relationship between manager and employee/subordinate is often considered adverse.

Students are most likely willing to share stories and experiences of bad management. The

topic is important to the study of organizational behavior as its focus is on acquainting

students with the job of management a job they may find themselves holding in their futures.

Having this understanding of management should be beneficial to their anticipation of and
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coping with behavior in their workplace. It is often through this topic that students realize

management does have a plan and vision for the organization and its workers. Management

can be defined in a multitude of ways, including this common definition: working with and

through others to achieve goals.

2. Management Functions

Management is also defined by the functionsmanagers perform, including:

 Planning

 Organizing

 Leading or directing

 Controlling

3. Managerial Working Environment

Managers must contend with two different environments. One is the internal environment of

the organization; the other is the world outside of the organization, which is referred to as the

external environment.

3.1.External managerial environment

The external management environment is comprised of entities having direct contact with

the company combined with the major forces of the population and society. Entities that

have regular contact with the organization include governments (local, state, federal, and

foreign), competitors, suppliers, financial institutions, and, of course, customers. The

major forces of the population and society include demographic changes, environmental

concerns, concerns of the public, social trends, concerns of special interest groups,

technological change, legal and political trends, and the press or the media. These forces

and trends must be taken into account by managers as they oversee operations in the

internal environment.

3.2.Internal managerial environment

The internal environment consists of the company or organization itself. It is comprised

of the mental and physical working environments, in addition to the overall social and
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political forces in the firm. A particular manager, therefore, when considering a decision,

must be concerned with its effect on the workers, higher managers, and managers of other

departments that are at the same level. The manager must consider effects on the social

and political relations among those above, below, and at the same level as his or her

position.

4. Decision Making

Human performance in decision making terms has been the subject of active research from

several perspectives. From a psychological perspective, it is necessary to examine individual

decisions in the context of a set of needs, preferences an individual has and values they seek.

From a cognitive perspective, the decision making process must be regarded as a continuous

process integrated in the interaction with the environment. From a normative perspective, the

analysis of individual decisions is concerned with the logic of decision making and rationality

and the invariant choice it leads to. Yet, at another level, it might be regarded as a problem

solving activity which is terminated when a satisfactory solution is found. Therefore, decision

making is a reasoning or emotional process which can be rational or irrational, can be based

on explicit assumptions or tacit assumptions.

4.1.Logical decision making

Logical decision making is an important part of all science-based professions, where

specialists apply their knowledge in a given area to making informed decisions. For

example, medical decision making often involves making a diagnosis and selecting an

appropriate treatment. Some research using naturalistic methods shows, however, that in

situations with higher time pressure, higher stakes, or increased ambiguities, experts use

intuitive decision making rather than structured approaches, following a recognition

primed decision approach to fit a set of indicators into the expert's experience and

immediately arrive at a satisfactory course of action without weighing alternatives.

Recent robust decision efforts have formally integrated uncertainty into the decision

making process. However, Decision Analysis, recognized and included uncertainties with

a structured and rationally justifiable method of decision making since its conception in

1964.

5. Decision Making Processes
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According to behavioralistIsabel Briggs Myers, a person's decision making process depends

on a significant degree on their cognitive style. Myers developed a set of four bi-polar

dimensions, called the Myers-Briggs Type Indicator (MBTI). The terminal points on these

dimensions are: thinking and feeling; extroversion and introversion; judgment and

perception; and sensing and intuition. She claimed that a person's decision making style is

based largely on how they score on these four dimensions. For example, someone who scored

near the thinking, extroversion, sensing, and judgment ends of the dimensions would tend to

have a logical, analytical, objective, critical, and empirical decision making style.

Other studies suggest that these national or cross-cultural differences exist across entire

societies. For example, Maris Martinsonshas found that American, Japanese and Chinese

business leaders each exhibit a distinctive national style of decision making.

6. Cognitive and personal biases

Biases can creep into our decision making processes. Many different people have made a

decision about the same question (e.g. "Should I have a doctor look at this troubling breast

cancer symptom I've discovered?" "Why did I ignore the evidence that the project was going

over budget?") and then craft potential cognitive interventions aimed at improving decision

making outcomes. Below is a list of some of the more commonly debated cognitive biases.

 Selective search for evidence (a.k.a. Confirmation bias in psychology) - We tend to be

willing to gather facts that support certain conclusions but disregard other facts that support

different conclusions.

 Premature termination of search for evidence - We tend to accept the first alternative that

looks like it might work.

 Inertia - Unwillingness to change thought patterns that we have used in the past in the face of

new circumstances.

 Selective perception - We actively screen-out information that we do not think is salient. (See

prejudice.)

 Wishful thinking or optimism bias - We tend to want to see things in a positive light and this

can distort our perception and thinking.

 Choice-supportive bias occurs when we distort our memories of chosen and rejected options

to make the chosen options seem relatively more attractive.
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 Recency - We tend to place more attention on more recent information and either ignore or

forget more distant information. (See semantic priming.) The opposite effect in the first set of

data or other information is termed Primacy effect.

 Repetition bias - A willingness to believe what we have been told most often and by the

greatest number of different of sources.

 Anchoring and adjustment - Decisions are unduly influenced by initial information that

shapes our view of subsequent information.

 Group think - Peer pressure to conform to the opinions held by the group.

 Source credibility bias - We reject something if we have a bias against the person,

organization, or group to which the person belongs: We are inclined to accept a statement by

someone we like. (See prejudice.)

 Incremental decision making and escalating commitment - We look at a decision as a small

step in a process and this tends to perpetuate a series of similar decisions. This can be

contrasted with zero-based decision making. (See slippery slope.)

 Attribution asymmetry - We tend to attribute our success to our abilities and talents, but we

attribute our failures to bad luck and external factors. We attribute other's success to good

luck, and their failures to their mistakes.

 Role fulfillment (Self Fulfilling Prophecy) - We conform to the decision making expectations

that others have of someone in our position.

 Underestimating uncertainty and the illusion of control - We tend to underestimate future

uncertainty because we tend to believe we have more control over events than we really do.

We believe we have control to minimize potential problems in our decisions.

7. Neuroscience perspective

The anterior cingulatecortex (ACC), orbitofrontal cortex (and the overlapping ventromedial

prefrontal cortex) are brain regions involved in decision making processes. A recent

neuroimaging study, found distinctive patterns of neural activation in these regions depending

on whether decisions were made on the basis of personal volition or following directions

from someone else.Patients with damage to the ventromedial prefrontal cortex have difficulty

making decisions.

Another recent study found that lesions to the ACC in the macaque resulted in impaired

decision making in the long run of reinforcement guided tasks suggesting that the ACC is

responsible for evaluating past reinforcement information and guiding future action.
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Emotion appears to aid the decision making process: Decision making often occurs in the

face of uncertainty about whether one's choices will lead to benefit or harm (see also Risk).

The somatic-marker hypothesis is a neurobiological theory of how decisions are made in the

face of uncertain outcome. This theory holds that such decisions are aided by emotions, in the

form of bodily states, that are elicited during the deliberation of future consequences and that

mark different options for behavior as being advantageous or disadvantageous. This process

involves an interplay between neural systems that elicit emotional/bodily states and neural

systems that map these emotional/bodily states.

8. Styles And Methods Of Decision Making

Styles and methods of decision making were elaborated by the founder of

PredispositioningTheory, Aron Katsenelinboigen. In his analysis on styles and methods

Katsenelinboigenreferred to the game of chess, saying that chess does disclose various

methods of operation, notably the creation of predispositionmethods which may be applicable

to other, more complex systems.

In his book Katsenelinboigenstates that apart from the methods (reactive and selective) and

sub-methods (randomization, predispositioning, programming), there are two major styles

positional and combinational. Both styles are utilized in the game of chess. According to

Katsenelinboigen, the two styles reflect two basic approaches to the uncertainty: deterministic

(combinational style) and indeterministic (positional style). Katsenelinboigens definition of

the two styles are the following.

8.1.Combinational style

The combinational style is characterized by

o A very narrow, clearly defined, primarily material goal, and

o A program that links the initial position with the final outcome.

In defining the combinational style in chess, Katsenelinboigenwrites:

The combinational style features a clearly formulated limited objective, namely the

capture of material (the main constituent element of a chess position). The objective is
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implemented via a well defined and in some cases in a unique sequence of moves aimed

at reaching the set goal. As a rule, this sequence leaves no options for the opponent.

Finding a combinational objective allows the player to focus all his energies on efficient

execution, that is, the players analysis may be limited to the pieces directly partaking in

the combination. This approach is the crux of the combination and the combinational

style of play.

8.2.Positional Style

The positional style is distinguished by

o A positional goal and

o A formation of semi-complete linkages between the initial step and final

outcome.

Unlike the combinational player, the positional player is occupied, first and foremost,

with the elaboration of the position that will allow him to develop in the unknown future.

In playing the positional style, the player must evaluate relational and material parameters

as independent variables. ( ) The positional style gives the player the opportunity to

develop a position until it becomes pregnant with a combination. However, the

combination is not the final goal of the positional playerit helps him to achieve the

desirable, keeping in mind a predisposition for the future development. The Pyrrhic

victory is the best example of ones inability to think positionally.

9. Management Principles

Several key and common principles for managers to utilize in their jobs have been developed

over time:

 Division of labor

 Separation

 Technical competence

 Hierarchy

 Authority

 Unity of command
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 Unity of direction

10. Management Styles

Two main theories of management styles are traditionally discussed when studying

management. The two theories are not dichotomous, but rather are actually two ends of a

continuum with multiple variations between them.

 The classical school of management thought was developed around the time of the Industrial

Revolution in the 1700s. It is still used today.

 The behavioral school of management thought evolved around the 1930s, following the

results of the famous Hawthorne studies.

11. Classical Management

Classical management is an example of a command system. It is autocratic. Classical

management often uses motion studies and time-motion studies. Classical managers believed

that their methods produced the single most productive way to complete tasks. Once this was

done, all workers were to use the one best way. Authority is not delegated to workers. In part

this is due to managers believing they act for the owner, and partly because workers are

assumed to be lazy and not wanting responsibility. This assumption encourages tight controls

and close supervision, the belief being that, left on their own, workers will find a shady tree

and sit under it. The assumption that people do not want to work also affected classical

motivation theories. Classical managers motivate through two main mechanisms fear and

money. Threatening workers with the loss of their jobs is fairly common and is used because

workers are assumed to not like work. People are assumed to be lazy and to dislike work;

therefore, there is no sense in managers worrying about worker attitudes or morale. Classical

mangers believe that attitudes and morale will be poor anyway, because people really dont

want to work, and that the money should make up for it. Classical management is manager-

centric. In other words, success is derived from the skill of the manager in getting the mostly

expendable workers to do the work as fast as possible. Social interactions among workers

interfere with work and managers should not permit them. The managers have the authority

and tightly control it through a chain of command that emphasizes downward communication

(one doesnt need upward communication because, presumably, the workers do not want to be

involved anyway).
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12. Behavioral Management

Behavioral management is concerned with the economic and the social aspects of work;

acknowledges the workers ability to contribute ideas and labor to the organization; allows

worker autonomy; tries to make work more interesting; tries to make work a learning

experience; emphasizes upward and downward communication; recognizes the formal and

the informal (social) organization; views the manager as a leader of a team, rather than as a

boss; views workers as wanting to work and capable of liking work; and sees many

motivators other than money.

Behavioral managers are more likely to listen to and act on worker concerns, and there is a

greater emphasis on communication and on participation. In cases where a classical manager

would make a decision alone, a totally behavioral manager would allow the workers to make

the decision. Behavioral management is focused on the worker. A behavioral manager feels

that his or her job is to lead and to ensure that workers have everything they need to do a

good job. All of this does not mean that behavioral managers are not involved or not

concerned with getting the job done.

13. Management Continuum

Some managers strictly follow the extreme classical view of management, while other

managers are firm believers in a totally behavioral approach. These are really just extremes

along a continuum. Most managers fall somewhere between the two extremes. Why are some

managers at one end, some at the other, and many in between? One reason is that there is no

one best way to manage. Situations and people vary. The choice of a method varies with the

manager, the managers training, the organization, the situation, and the workers. Some

managers seem capable of being only classical or only behavioral managers. It seems to be

part of their personal nature to be one or the other, and they probably couldnt switch even if

they wanted to. Other managers have never been trained or educated in management, so they

really have no choice but to stay with what they have. As with the earliest managers, this

usually means being a classical manager. At times, managers must use behavioral techniques

because the organization does. It is almost impossible to be the only behavioral manager in a

classically run organization. Other organizations may be predominantly behavioral, but

certain departments or situations require classical management.
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14. Workers Role

Without workers there would be no need for managers. There would be no need to study

organizational behavior without an organization made up of people. Frontline workersare

those in the organization who do not manage others. Without them an organization would not

meet its long-term goals. Workers are hired into organizations to perform to the best of their

abilities. We are expected to perform our job as requested, to have a solid work ethic, and to

realize hard work is how people get ahead within companies. Part of the role of a worker is to

perform the technical aspects of his or her job. The other part of the role is to cope with

managers.

15. Total Quality Management

An ongoing, continuous improvement process focused on meeting the needs of the

TQMsaims/goals include:

 Increasing ROI

 Increasing competitiveness

 Enhancing effectiveness in resource utilization

 Improving customer satisfaction

 Improving employee morale and quality of work life

16. Coping With Management

Managers can be good, and they can be poor. The discussion here is on poor management and

ways to cope with those who deliberately or negligently harm others and their organizations.

Two general types of poor managers are incompetent managers and malicious managers.

16.1. Incompetent managers

Incompetent managers are unable to fulfill their duties due to a lack of ability or a

psychological deficiency. Warning signs of a managers psychological deficiency include:

o Denial

o Playing it by the numbers

o Buck passing
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o Abdication

o Obfuscation

o Delaying tactics

o Escaping

16.2. Malicious managers

Malicious managers may work to actively cause harm or distress to others. Common

types of malicious managers are:

o Clueless

o Split-personality

o Grumps

o Hoarders

o Spineless

o Workaholic

o Players of mind games

o Perfectionists

17. Good Managers

Good managers today know how to probe for occasions to help the organization succeed.

They have learned from examples of previous management, and realize styles and methods of

the past may not be applicable today. Characteristics of good managers include:

 A concern for job basics

 Workplace assessment and a concern for worker attitudes

 Problem detection and correction

 An environment of trust

 Concern for social interactions

 Value of diversity

 Empowerment

 An offering of recognition

 Clear communications

 A clear overview of the business
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18. Good Management and Poor Management

Good managers get the job done and constantly work to improve productivity and ensure

profitability. Management cannot be considered good when the only focus is on productivity

and profits. Good management must go beyond profits to service three main groups

stockholders, customers, and employees. To focus only on the bottom line often means

placing stockholders far above customers and employees. When management is concerned

for all three, success follows, which benefits all three groups. Also, good management

consists of a concern for job basics; workplace assessment and a concern for worker attitudes;

problem detection and correction; an environment of trust; a concern for social interactions;

valuing diversity; empowerment; and providing recognition, clear communications, and a

clear overview of the business. While an organization may not have all of these factors

present, it could still be regarded as having good management if most of these are present.

The incompetent manager is a victim of the Peter Principle or a psychological deficiency.

The Peter Principle states that people are promoted to their level of incompetence. In other

words, if someone is given a job and does well at it, he or she is rewarded with a promotion.

If this person does well in the next job, he or she is promoted again. The cycle repeats itself

until the person is placed in a job that he or she cant perform. Then the person is demoted,

moved laterally, or fired. The level at which the Peter Principle applies is different for each

person. Some people reach competence with an entry-level position, while for others it may

be after one promotion or ten promotions.

Managers can be considered poor due to the Peter Principle or a psychological defect. The

only result of their actions that they foresee is failure. They are unable to decide because they

are convinced that whatever they choose will be wrong. There are several warning signs that

can identify the psychologically impaired incompetent manager. They include denial, playing

it by the numbers, buck passing, obfuscation, and abdication, delaying tactics, and escaping.

19. Strategies for coping with being managed

When a clueless manager steps out of the Stone Age with an out-of-line remark or action, you

must establish the limits of this behavior that you will tolerate. These managers need to be

politely, yet firmly, educated on behavior at the turn of the century. Janus-type managers

should be confronted about the bad side when the good side is facing you, as they will be

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

56
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



more likely to listen when not in psycho mode. You need to take control calmly when the

good side is showing, just as you need to take control with a grump. With a grump youneed to

develop and present the answers. A grump wont act without insistence from others, because

grumps have given up remember,they feel that things are going to fail before they start, so

they feel no need to act. The paranoid Fred C. Dobbs-types might need to be dealt with in two

stages. With the first stage you question the boss and address basic trust. Going to HR is your

second choice; however, as directly confronting any person you have conflict with is almost

always the best choice.

With a spineless boss you must offer specific options. The important part is to offer more

than one option. Offering one option lets the spineless boss just say no; giving the spineless

boss forced options makes him or her choose. Another option for dealing with the spineless

boss is to give him or her a deadline for making a decision. It cannot be an ordinary deadline,

though. With the spineless boss you must give a deadline with a default option. The boss

either selects an option by a certain date or you will enact a default option.

When faced with a FILO, you must set limits or boundaries between work and the rest of

your life. Mind gamers, perfectionists, and intimidators are all handled in a similar fashion.

Often these types make unreasonable and even impossible demands. If this is the case,

remember that often they are playing a game one that requires two players. Avoiding play can

be difficult, but you can try to minimize contact with them and try to get specific objectives

that can be completed from them. Also, stay calm. Some of these types seem to engage in

behavior designed to upset you. To get upset is to play their game. When dealing with the

malicious or incompetent, keep in mind that they are the problem, not you.

If these suggestions fail, general actions include trying to accept the situation the way it is,

talking to the boss, talking to the Human Resources Department, talking to the bosss boss,

and leaving.

In Section 3 of this course you will cover these topics:
Small Groups And The Informal Organization

Individuals And Self-Management

Motivation And Morale
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Topic : Small Groups And The Informal Organization

Topic Objective:

At the end of this topic student will able to:

 Describe the purpose and nature of formal and informal groups

 Describe group member characteristics

 List and describe factors affecting group attractiveness and cohesiveness

 Identify the types of group member behavior associated with small groups

 Explain how informal groups utilize the grapevine

 Summarize the advantages and deficiencies of group decision making

 Describe methods for conducting effective meetings

 List, describe, and differentiate between two group-formation models

 List and describe methods for maximizing team efforts

Definition/Overview:

Group : A true group exhibits some degree of social cohesion and is more than a simple

collection or aggregate of individuals, such as people waiting at a bus stop. Characteristics

shared by members of a group may include interests, values, ethnic or social background, and

kinship ties. According to Paul Hare, the defining characteristic of a group is social

interaction.

Key Points:

1. Group

A true group exhibits some degree of social cohesion and is more than a simple collection or

aggregate of individuals, such as people waiting at a bus stop. Characteristics shared by

members of a group may include interests, values, ethnic or social background, and kinship

ties. According to Paul Hare, the defining characteristic of a group is social interaction.
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2. Types of groups

2.1. Primary groups

Primary groups are small groups with intimate, kin-based relationships: families, for

example. They commonly last for years. They are small and display face to face

interaction.

2.2.Secondary groups

Secondary groups, in contrast to primary groups, are large groups whose relationships are

formal and institutional. They may last for years or may disband after a short time. The

formation of primary groups happens within secondary groups.

3. Other types of groups

Other types of groups include the following:

 Peer group - A peer group is a group of approximately the same age, social status, and

interests. Generally, people are relatively equal in terms of power when they interact with

peers.

 Clique - An informal, tight-knit group, usually in a High School/College setting, that shares

common interests. There is an established yet shifting power structure in most Cliques.

 Club - A club is a group, which usually requires one to apply to become a member. Such

clubs may be dedicated to particular activities, such as sporting clubs.

 Household - all individuals who live in the same home, there are various models in

anglophone culture including the family, blended families, share housing, and group homes.

 Community - A community is a group of people with a commonality or sometimes a complex

net of overlapping commonalities, often - but not always - in proximity with one another with

some degree of continuity over time. They often have some organization and leaders.

 Franchise- this is an organization which runs several instances of a business in many

locations.

 Gang - A gang is usually an urban group that gathers in a particular area. It is a group of

people that often hang around each other. They can be like some clubs, but much less formal.

 Mob - A mob is usually a group of people that has taken the law into their own hands. Mobs

are usually a group which gather temporarily for a particular reason.
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 Posse - A posse was initially an American term for a group of citizens that had banded

together to enforce the law. However, it can also refer to a street group.

 Squad - This is usually a small group, of around 3-8 people, that would work as a team to

accomplish their goals.

 Team - similar to a squad, though a team may contain many more members. A team works in

a similar way to a squad.

4. Development of a group

If one brings a small collection of strangers together in a restricted space and environment,

provide a common goal, and maybe a few ground rules, a highly probable course of events

will follow. Interaction between individuals is the basic requirement. At first, individuals will

differentially interact in sets of twos or threes while seeking to interact with those with whom

they share something in common: i.e., interests, skills, and cultural background.

Relationships will develop some stability in these small sets, in that individuals may

temporarily change from one set to another, but will return to the same pairs or trios rather

consistently and resist change. Particular twosomes and threesomes will stake out their

special spots within the overall space.

Again depending on the common goal, eventually there will be integration of twosomes and

threesomes into larger sets of six or eight, and corresponding revisions of territory,

dominance ranking, and further differentiation of roles. All of this seldom takes place without

some conflict or disagreement: for example, fighting over the distribution of resources, the

choices of means and different subgoals, the development of what are appropriate norms,

rewards and punishments. Some of these conflicts will be territorial in nature: i.e., jealousy

over roles, or locations, or favored relationships. But most will be involved with struggles for

status, ranging from mild protests to serious verbal conflicts and even dangerous violence.

By analogy to animal behavior, these behaviors can be termed territorial behaviors and

dominance behaviors. Depending on the pressure of the common goal and on the various

skills of individuals, differentiations of leadership, dominance, or authority will develop.

Once these relationships solidify, with their defined roles, norms, and sanctions, a productive

group will have been established.
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Aggression is the mark of unsettled dominance order. Productive group cooperation requires

that both dominance order and territorial arrangements (identity, self concept) be settled with

respect to the common goal and with respect to the particular group. Often some individuals

will withdraw from interaction or be excluded from the developing group. Depending on the

number of individuals in the original collection of strangers, and the number of hangers-on

that are tolerated, one or more competing groups of ten or less may be formed, and the

competition for territory and dominance will then also be manifested in the

intergrouptransactions.

5. Dispersal and transformation of groups

Two or more people in interacting situations will over time develop stable territorial

relationships. As described above, these may or may not develop into groups. But stable

groups can also break up in to several sets of territorial relationships. There are numerous

reasons for stable groups to malfunction or to disperse, but essentially this is because of loss

of compliance with one or more elements of the definition of group provided by Sherif. The

two most common causes of a malfunctioning group are the addition of too many individuals,

and the failure of the leader to enforce a common purpose, though malfunctions may occur

due to a failure of any of the other elements (i.e., confusions status or of norms).

In a society, there is obvious need for more people to participate in cooperative endeavors

than can be accommodated by a few separate groups. The military has been the best example

as to how this is done in its hierarchical array of squads, platoons, companies, battalions,

regiments, and divisions. Private companies, corporations, government agencies, clubs, and

so on have all developed comparable (if less formal and standardized) systems when the

number of members or employees exceeds the number that can be accommodated in an

effective group. Not all larger social structures require the cohesion that may be found in the

small group. Consider the neighborhood, country club, or the megachurch, which are

basically territorial organizations who support large social purposes. Any such large

organizations may need only islands of cohesive leadership.

For a functioning group to attempt to add new members in a casual way is a certain

prescription for failure, loss of efficiency, or disorganization. The number of functioning

members in a group can be reasonably flexible between five and ten, and a long-standing

cohesive group may be able to tolerate a few hangers on. The key concept is that the value
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and success of a group is obtained by each member maintaining a distinct, functioning

identity in the minds of each of the members. The cognitive limit to this span of attention in

individuals is often set at seven. Rapid shifting of attention can push the limit to about ten.

After ten, subgroups will inevitably start to form with the attendant loss of purpose,

dominance order, and individuality, with confusion of roles and rules. The standard

classroom with twenty to forty pupils and one teacher is a rueful example of one supposed

leader juggling a number of subgroups.

Weakening of the common purpose once a group is well established can be attributed to:

adding new members; unsettled conflicts of identities (i.e., territorial problems in

individuals); weakening of a settled dominance order; and weakening or failure of the leader

to tend to the group. The actual loss of a leader is frequently fatal to a group, unless there was

lengthy preparation for the transition. The loss of the leader tends to dissolve all dominance

relationships, as well as weakening dedication to common purpose, differentiation of roles,

and maintenance of norms. The most common symptoms of a troubled group are loss of

efficiency, diminished participation, or weakening of purpose, as well as an increase in verbal

aggression. Often, if a strong common purpose is still present, a simple reorganization with a

new leader and a few new members will be sufficient to re-establish the group, which is

somewhat easier than forming an entirely new group.

6. Group Behavior

The attention of those who use, participate in, or study groups has been focused on

functioning groups, with larger organizations, or with the decisions made in these

organizations. Much less attention has been paid to the more ubiquitous and universal social

behaviors that do not clearly demonstrate one or more of the five necessary elements

described by Sherif.

Perhaps the earliest efforts to understand these social units has been the extensive

descriptions of urban street gangs in the 1920s and 1930s, continuing through the 1950s,

which understood them to be largely reactions to the established authority. The primary goal

of gang members was to defend gang territory, and to define and maintain the dominance

structure within the gang. There remains in the popular media and urban law enforcement

agencies an avid interest in gangs, reflected in daily headlines which emphasize the criminal
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aspects of gang behavior. However, these studies and the continued interest have not

improved the capacity to influence gang behavior or to reduce gang related violence.

The relevant literature on animal social behaviors, such as work on territory and dominance,

has been available since the 1950s. However, they have been largely neglected by policy

makers, sociologists and anthropologists. Indeed, vast literature on organization, property,

law enforcement, ownership, religion, warfare, values, conflict resolution, authority, rights,

and families have grown and evolved without any reference to any analogous social

behaviors in animals. This disconnect may be the result of the belief that social behavior in

humankind is radically different from the social behavior in animals because of the human

capacity for language use and rationality. And of course, while this is true, it is equally likely

that the study of the social (group) behaviors of other animals might shed light on the

evolutionary roots of social behavior in humans.

Territorial and dominance behaviors in humans are so universal and commonplace that they

are simply taken for granted (though sometimes admired, as in home ownership, or deplored,

as in violence). But these social behaviors and interactions between human individuals play a

special role in the study of groups: they are necessarily prior to the formation of groups. The

psychological internalization of territorial and dominance experiences in conscious and

unconscious memory are established through the formation of personal identity, body

concept, or self concept. An adequately functioning individual identity is necessary before an

individual can function in a division of labor (role), and hence, within a cohesive group.

Coming to understand territorial and dominance behaviors may thus help to clarify the

development, functioning, and productivity of groups.

7. Group Member Characteristics

Someone, and sometimes more than one person, leads the group. Some people are followers,

some contribute, and some just seem to watch. Often there is a secretary, or recorder. Some

people play devils advocate, meaning they argue against their own beliefs or against the

group consensus in order to probe for holes in the logic. They do this so that any holes can be

filled or corrected, so a devils advocate is actually trying to help the group. However, certain

people will argue against what everyone else thinks simply because they like to argue or

because they wish to delay the process. Because such people have their own reasons, which

typically have little or nothing to do with helping the group, they often succeed in simply
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blocking the groups efforts. If blockers do not cause trouble for the group, sometimes the

roles themselves cause problems.

8. Differentiate Between Two Group Formation Models

One of the characteristics teams share with groups are the stages each passes through on the

way to productivity. There are at least two models of group or team development, one

involving less management than the other. In the somewhat more traditional model of group

development, the group or team is less managed and passes through four stages: forming,

storming, norming, and performing. Forming is basically members meeting and greeting. To

work well there should be clarification of goals and setting of rules for how the team will

function. This phase can be shorter if a clear purpose is provided to the team. In the storming

phase there is conflict over the direction the team will take and over leadership. Some

organization occurs, although if the team is big, there can be a massive turf fight as different

cliques jockey for power and influence. One way to try to reduce storming is for management

to assign a leader to the team. If the team survives storming, then cohesion and

communication can take over in the norming phase. Finally, the team begins to work in

earnest in the performing stage. This is one popular model, but there is at least one

alternative.

9. Social Norms

Group standards, known as social norms, have a powerful influence over the group member

who wants to be accepted by peers. The shy, quiet office worker, for example, who seldom

asserts him or herself when alone in an unfamiliar crowd, may suddenly become boisterous

and obnoxious when with friends.Most of us have read about or observed the antisocial

activities of youth gangs who, as individuals, would seldom behave in such a manner.

Some years ago, Professor Solomon Asch conducted an experiment now referred to as the

Asch conformity studies that helps to illustrate how people tend to conform to group

standards as a means of being accepted. Asch gathered several groups of eight persons to

participate in the experiment. The eight persons sat in a row and were asked to judge the

length of various lines. However, only one person out of each group of eight was ignorant of

the fact that the others had been told by Aschto conspire against the one. They were told to

state the wrong answers in a confident manner two-thirds of the time. The innocent victims in
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each group had to make their choices last. About 40% of the time, the unknowing individuals

went along with the incorrect decisions of the group, admittedly because they didnt want to

look silly in front of their peers, and not because they truly believed the groups answers.

10. Methods for Maximizing Team Efforts

Team members must be carefully selected to ensure compatibility and to ensure that each

person is bringing something to the party. Teams are also not naturally self-directing. Teams

need to be given a charge a mission, or goal and this charge needs to be well-defined, or the

team should be directed to define it as soon as possible. An explicit and narrowed mission

will help to eliminate or reduce disagreements (the storming phase of the traditional model).

Establishing a leader or leaders is also important. The role exists and will be filled by

someone; the decision is to let the team argue about leadership, to appoint a leader, or to

provide an orderly and quick method for deciding on leadership. The establishment of leaders

by appointing someone places this stem in the forming stage, otherwise leadership

establishment resides in the focusing stage.

In the focusing stage the criteria for success must be established, and the time horizon, or

duration of the teams existence, should be determined. A clear method for making decisions

must be established. This could mean that the leader decides, or that the members vote, or

that consensus must be reached. The decision-making process should be defined and be clear

as another stem toward eliminating storming. Further defining of the work to be completed

(the objectives) and divisions of work are also needed in focusing, along with the

establishment of accountability. It must be remembered that people cannot be allowed to hide

behind the team or behind other members. Individuals are accountable even when they are

members of a team. Once the tasks to be performed have been decided or established, and

once the team members have been given their assignments, the group can move to

performing.

To gain the maximum benefit from the team, an agenda of when tasks will be performed is

needed. To enable the members to perform their tasks to the fullest extent, the team members

should be located in close proximity to each other. Some companies physically relocate

people for team assignments, while at least one firm uses portable equipment that people

wheel to the team location every day. Members need to communicate with each other in

person and on a regular basis. In addition to individual and spontaneous conversations, team
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meetings are needed. To maximize team performance, the meetings need to be organized and

well-managed, as discussed earlier in this topic.

Topic : Individuals And Self-Management

Topic Objective:

At the end of this topic student will able to:

 Explain why a certain degree of conformity among organizational members is desirable

 Explain conformity as it relates to privacy, company resources, off-the-job activities,

workplace affairs, attire, and smoking

 Evaluate the three general areas in which many employers believe that they have the right to

know

 Describe sound concepts for disciplining employees

 Summarize some typical challenges that individuals may have with themselves in

organizations

 Describe the nature and purpose of organizational politics

 List, define, and explain the concepts and components of self-management

 List, define, and explain time-management techniques

Definition/Overview:

Management: Management in business and human organization activity is simply the act of

getting people together to accomplish desired goals. Management comprises planning,

organizing, staffing, leading or directing, and controlling an organization (a group of one or

more people or entities) or effort for the purpose of accomplishing a goal. Resourcing

encompasses the deployment and manipulation of human resources, financial resources,

technological resources, and natural resources.

Key Points:

1. Self-Management

Worker self-management (or autogestion) is a form of workplace decision-making in which

the workers themselves agree on choices (for issues like customer care, general production
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methods, scheduling, division of labour etc.) instead of an owner or traditional supervisor

telling workers what to do, how to do it and where to do it. Examples of such self-

management include the Spanish Revolution during the Spanish Civil War,

TitoistYugoslavia, the "recovered factories" movement in Argentina (in Spanish, fbrica

recuperada), the LIP factory in France in the 1970s, the MondragnCooperative Corporation

which is the Basque Country's largest corporation, AK Press in the United States, etc.

2. Individual Employees

Some companies have purchased expensive monitoring systems that enable them to know

which employees are misusing computers and telephones. Unfortunately, such activities

smack of BigBrotherism to some observers who feel it is an invasion of employees privacy, a

topic we will discuss later. Nonetheless, courts have usually ruled in favor of employers,

since the employees activities involved the misuse of company property. Alan Westin, a

professor at Columbia University, is opposed to strong controls in these areas, stating, A

company that treats people like prisoners subject to strip searches wont get excellence. Some

companies, apparently concerned with the privacy issue, attempt to give employees advance

notice of a computer audit, while other realize that it can be very disruptive to work and the

working environment.

3. Workplace affairs between consenting adults

In general, two types of affairs can exist in the workplace, each of which may have adverse

effects on productivity and morale. One type of workplace affair occurs when either one or

both persons is married to someone else. The two individuals discover a mutual attraction and

begin dating. The second type exists when two unmarried individuals working in the same

department share common interests and begin dating. A recent survey found that almost 75%

of CEOs felt that companies should not become involved with departmental liaisons. Some

have found that office romances are less troublesome than parent-offspring working

relationships. Still, some believe that the

supervisordoes have an obligation to become involved when workplace affairs cause

productivity to decline or morale of other employees to suffer.
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Supervisors whose departments experience workplace affairs should remember that their

major concern should be with job performance, not personal lives. Prior to any interviews

with the participants, the supervisor should carefully document any adverse job-related

effects the romance has caused. If performance or morale has deteriorated, the supervisor

should hold separate interviews with each party and concentrate on performance, not on the

affair. The supervisor should stress that the affair is the business of the participants, but that

productivity and morale are the responsibilities of everyone in the department. The

participants should be given ample time to clear up productivity problems on their own.

Previously announced disciplinary action may have to be taken if improvement is not

forthcoming.

4. Purpose and nature of the progressive disciplinary process

Today, many managers employ a form of progressive discipline, an approach that follows the

philosophy that the severity of disciplinary measures requiring some degree of punishment

should increase each time an employee must be disciplined. Typically, the first stage of

progressive discipline is an oral warning, followed by a written warning for the next

infraction. The third step may be a disciplinary layoff. The ultimate in discipline the last step

is discharge, which should only be considered after all reasonable efforts at correcting the

employees behavior have failed. Some authorities contend that discharge should not be

considered a part of the disciplinary process but instead the result of the failure to have

disciplined in an effective manner.

5. Significance of the red-hot stove rule

In these modern times when microwave ovens are so common, there may be some

individuals who arent familiar with stoves. Nonetheless, as a further means of reducing

troubles associated with disciplinary action, it is sometimes recommended that managers

employ what has been termed the red-hot stove rule, a concept that equates disciplinary

action with touching a hot stove. Think of what happens when a person touches a red-hot

stove. The person near the object receives ample warning (the redness of the stove). The

discipline is immediate (the person receives immediate feedback!). The discipline is

consistent (everyone who touches it is treated equally they get burned!). The discipline is

unemotional (a stove doesnt lose its temper). And finally, the discipline is impersonal (the
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severity of the discipline depends on how much or how long the person touched the stove, not

on the personality or characteristics of the person who touched it).

6. Organizational politics

Organizational politics is the manner in which individuals obtain and hold onto power, which

enables them to influence events and other people. Each organization has its own political

philosophy. Political activities arent necessarily complex or abstract, nor should they be

dysfunctional for the organization. They include such behavior as not embarrassing the boss;

willingly accepting certain assignments and invitations; compromising and trading off during

decision-making activities and with resources where necessary; and having close

relationships with others who have power in the organization. A certain degree of political

astuteness is essential for those who aspire to rise in many organizations.

One must guard against allowing support for the boss to get out of control. Unqualified,

unswerving support could turn someone into a yes person. A yes person is someone who is

willing to tell the boss whatever it is that she or he likes to hear.

7. Rational influencers

Rational influencers have, in studies, typically more success and earn more money, plus it is

more difficult to argue with logic, so this should be ones first choice. Those using the never-

ending approach are the opposite less successful and they often earn less during their careers.

They are quite annoying to others, seemingly never having learned when to accept no as an

answer.

8. Components of self-management

There are five main components to self-management. To be self-managing you must be self-

directing; you must apply job redesign to your work; and you must be self-controlling; self-

monitoring and reporting; and self-rewarding. Although your work must still be integrated

with the mission of the company and the products and services of your coworkers, the

application of self-management techniques can make you as self-sufficient as is feasible. The

five components of self-management must also be integrated with one another, but they are

also described here in roughly the same order in which they would be performed.
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9. Time-Management

First, find a calendar and time schedule that works and doesnt take more time than it is worth

to use. Second, schedule recurring events at the start of a time period.The third technique

works with recurring and other types of appointments. If you have to prepare for a deadline or

a meeting, work backwardsfrom the due date and give yourself plenty of warning to begin the

task. Fourth, look forward in order to plan for upcoming events.

The fifth technique involves creating blocks of time for different activities. Create a call-back

hour, open-door times, or times for yourself and for family and vacations if you must. Then,

stick to this schedule.

Number six on this list is a major concern for those of us who are professional

procrastinators. Dont do it. Technique seven is concerned with having to meet with one other

person. Whenever possible, go to the other persons office as opposed to having them come to

you. This way you can leave when you are finished. When people come to your office they

may linger, and it is difficult to find a polite way to ask them to leave.

Technique eight is concerned with formal meetings. If you have a choice, attend only those

meetings that affect or interest you. Few things are more frustrating than having work to do

while being stuck in a meeting that doesnt affect you or one with business that could have

been handled in a memo or e-mail. The ninth time technique can apply to meetings, when you

go to someones office, when someone walks in to see you, or when you are on the phone. In

any of these situations, set a time limit just as you would for any other task. If you only have

5 minutes and some issue requires 25 minutes, then inform the person or persons and

reschedule for when you do have time. Number ten is related to number nine do not let

people make their emergencies your emergencies. If someone procrastinated or forgot to talk

to you earlier, dont let them destroy your schedule because of it. Protect your work blocks

and your lunch blocks, breaking them only for true emergencies, not for those caused

unnecessarily by others with poor time-management skills or laziness. If they must wait then

they must failure to plan on their part does not constitute an emergency on your part.

Time management technique eleven is to take periodic breaks. This may seem

counterintuitive: How can you get more done by taking some time to not do anything? The

answer is found in the difference between the quantity of time dedicated to a project and the
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quality of that time. The quantity of time spent on a task increases as the quality decreases. If

your quality of work is declining, take a break. When you do, you should contrast your

activities. If you are sitting at a desk, your break should not be spent at the desk or even

sitting down. It is better to spend the break walking around, as this is often more effective

than caffeine at reawakening your brain cells.

The twelfth and last time technique on this list concerns priorities. Not all tasks are created

equal. You will need to set priorities according to some system. Some people assign tasks

priorities of 1, 2, 3, or A, B, C, or some other method.

Topic : Motivation And Morale

Topic Objective:

At the end of this topic student would be able to:

 Understanding Motivation

 Learn about the Understanding of Emotions

 Learn about the Motivational Concepts

Definition/Overview:

Motivation: Motivationis the reason or reasons for engaging in a particular behavior,

especially human behavior as studied in psychology and neuropsychology. These reasons

may include basic needs such as food or a desired object, hobbies, goal, state of being, or

ideal. The motivation for a behavior may also be attributed to less-apparent reasons such as

altruism or morality. According to Geen, motivation refers to the initiation, direction,

intensity and persistence of human behavior.

Morale: Morale, also known as esprit de corps when discussing the morale of a group, is an

intangible term used for the capacity of people to maintain belief in an institution or a goal, or

even in oneself and others. The second term applies particularly to military personnel and to

members of sports teams, but is also applicable in business and in any other organizational

context, particularly in times of stress or controversy.
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Key Points:

1. Motivational Concepts

Motivation is the set of reasons that determines one to engage in a particular behavior.

1.1.Incentive Theory of Motivation

A reward, tangible or intangible, is presented after the occurrence of an action (i.e.

behavior) with the intent to cause the behavior to occur again. This is done by associating

positive meaning to the behavior. Studies show that if the person receives the reward

immediately, the effect would be greater, and decreases as duration lengthens. Repetitive

action-reward combination can cause the action to become habit. Motivation comes from

two things: you, and other people. There is extrinsic motivation, which comes from

others, and intrinsic motivation, which comes from within you.

Rewards can also be organized as extrinsic or intrinsic. Extrinsic rewards are external to

the person; for example, praise or money. Intrinsic rewards are internal to the person; for

example, satisfaction or a feeling of accomplishment.

Some authors distinguish between two forms of intrinsic motivation: one based on

enjoyment, the other on obligation. In this context, obligation refers to motivation based

on what an individual thinks ought to be done. For instance, a feeling of responsibility for

a mission may lead to helping others beyond what is easily observable, rewarded, or fun.

A reinforcer is different from reward, in that reinforcement is intended to create a

measured increase in the rate of a desirable behavior following the addition of something

to the environment.

2. Intrinsic and extrinsic motivation

2.1.Intrinsic motivation

Intrinsic motivation occurs when people engage in an activity, such as a hobby, without

obvious external incentives. This form of motivation has been studied by social and

educational psychologists since the early 1970s. Research has found that it is usually

associated with high educational achievement and enjoyment by students. Intrinsic

motivation has been explained by Fritz Heider'sattribution theory, Bandura's work on

self-efficacy, and Ryan and Deci's cognitive evaluation theory. Students are likely to be

intrinsically motivated if they:

 Attribute their educational results to internal factors that they can control (e.g. the amount of

effort they put in),
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 Believe they can be effective agents in reaching desired goals (i.e. the results are not

determined by luck),

 Are interested in mastering a topic, rather than just rote-learning to achieve good grades.

In knowledge-sharing communities and organizations, people often cite altruistic reasons

for their participation, including contributing to a common good, a moral obligation to the

group, mentorship or 'giving back'. In work environments, money may provide a more

powerful extrinsic factor than the intrinsic motivation provided by an enjoyable

workplace. In terms of sports, intrinsic motivation is the motivation that comes from

inside the performer. That is, the athlete competes for the love of the sport.

2.2.Extrinsic motivation

Extrinsic motivation comes from outside of the performer. Money is the most obvious

example, but coercion and threat of punishment are also common extrinsic motivations.

In sports, the crowd may cheer the performer on, and this motivates him or her to do well.

Trophies are also extrinsic incentives. Competition is often extrinsic because it

encourages the performer to win and beat others, not to enjoy the intrinsic rewards of the

activity. Social psychological research has indicated that extrinsic rewards can lead to

overjustification and a subsequent reduction in intrinsic motivation.

3. Self-control

The self-control of motivation is increasingly understood as a subset of emotional

intelligence; a person may be highly intelligent according to a more conservative definition

(as measured by many intelligence tests), yet unmotivated to dedicate this intelligence to

certain tasks. Yale School of Management Professor Victor Vroom's"expectancy theory"

provides an account of when people will decide whether to exert self control to pursue a

particular goal.

Drives and desires can be described as a deficiency or need that activates behaviourthat is

aimed at a goal or an incentive. These are thought to originate within the individual and may

not require external stimuli to encourage the behaviour. Basic drives could be sparked by

deficiencies such as hunger, which motivates a person to seek food; whereas more subtle

drives might be the desire for praise and approval, which motivates a person to behave in a

manner pleasing to others.

By contrast, the role of extrinsic rewards and stimuli can be seen in the example of training

animals by giving them treats when they perform a trick correctly. The treat motivates the

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

73
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



animals to perform the trick consistently, even later when the treat is removed from the

process.

4. Morale in the workplace

Workplace events play a large part in changing employee morale, such as heavy layoffs, the

cancellation of overtime, cancelling benefits programs, and the lack of union representation.

Other events can also influence workplace morale, such as sick building syndrome, low

wages, and employees being mistreated.

5. Morale within workplace

Factors influencing morale within the workplace include:

 Job security.

 Management style.

 Staff feeling that their contribution is valued by their employer.

 Realistic opportunities for merit-based promotion.

 The perceived social or economic value of the work being done by the organization as a

whole.

 The perceived status of the work being done by the organization as a whole.

 Team composition.

 The work culture

 In Section 4 of this course you will cover these topics:
Job Satisfaction And The Quality Of Work Life

The Dynamics Of Change

Leadership

Topic : Job Satisfaction And The Quality Of Work Life

Topic Objective:

At the end of this topic student will able to:

 Define and describe quality of work life

 List and explain the common features of quality of work life

 List and describe the 14 factors that can impact and improve the quality of work life

 Explain the effects the work and social environments can have on the quality of work life
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 Describe innovative ways to work

 Explain work trends that can affect the quality of work life

 List and explain the external factors affecting job satisfaction

 List and explain the internal factors affecting job satisfaction

 List and explain the individual factors affecting job satisfaction

Definition/Overview:

Job Satisfaction: Job satisfaction describes how content an individual is with his or her job.

Quality of work life: Quality of work life refers to how effectively the job environment

meets the personal needs and values of employees.

Key Points:

1. Job satisfaction

The happier people are within their job, the more satisfied they are said to be. Job satisfaction

is not the same as motivation, although it is clearly linked. Job design aims to enhance job

satisfaction and performance, methods include job rotation, job enlargement and job

enrichment. Other influences on satisfaction include the management style and culture,

employee involvement, empowerment and autonomous work groups. Job satisfaction is a

very important attribute which is frequently measured by organizations. The most common

way of measurement is the use of rating scales where employees report their reactions to their

jobs. Questions relate to rate of pay, work responsibilities, variety of tasks, promotional

opportunities the work itself and co-workers. Some questioners ask yes or no questions while

others ask to rate satisfaction on 1-5 scale (where 1 represents "not at all satisfied" and 5

represents "extremely satisfied").

Job satisfaction has been defined as a pleasurable emotional state resulting from the appraisal

of ones job; an affective reaction to ones job; and an attitude towards ones job.

Jobsatisfaction is an attitude but points out that researchers should clearly distinguish the

objects of cognitive evaluation which are affect (emotion), beliefs and behaviours. This

definition suggests that we form attitudes towards our jobs by taking into account our

feelings, our beliefs, and our behaviors.
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2. Models of job satisfaction

2.1. Affect Theory

Edwin A. Lockes Range of Affect Theory (1976) is arguably the most famous job

satisfaction model. The main premise of this theory is that satisfaction is determined by a

discrepancy between what one wants in a job and what one has in a job. Further, the

theory states that how much one values a given facet of work (e.g. the degree of

autonomy in a position) moderates how satisfied/dissatisfied one becomes when

expectations are/arent met. When a person values a particular facet of a job, his

satisfaction is more greatly impacted both positively (when expectations are met) and

negatively (when expectations are not met), compared to one who doesnt value that facet.

To illustrate, if Employee A values autonomy in the workplace and Employee B is

indifferent about autonomy, then Employee A would be more satisfied in a position that

offers a high degree of autonomy and less satisfied in a position with little or no

autonomy compared to Employee B. This theory also states that too much of a particular

facet will produce stronger feelings of dissatisfaction the more a worker values that facet.

2.2. Dispositional Theory

Another well-known job satisfaction theory is the Dispositional Theory. It is a very

general theory that suggests that people have innate dispositions that cause them to have

tendencies toward a certain level of satisfaction, regardless of ones job. This approach

became a notable explanation of job satisfaction in light of evidence that job satisfaction

tends to be stable over time and across careers and jobs. Research also indicates that

identical twins have similar levels of job satisfaction.

A significant model that narrowed the scope of the Dispositional Theory was the Core

Self-evaluations Model, proposed by Timothy A. Judge in 1998. Judge argued that there

are four Core Self-evaluations that determine ones disposition towards job satisfaction:

self-esteem, general self-efficacy, locus of control, and neuroticism. This model states

that higher levels of self-esteem (the value one places on his/her self) and general self-

efficacy (the belief in ones own competence) lead to higher work satisfaction. Having an

internal locus of control (believing one has control over her\his own life, as opposed to
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outside forces having control) leads to higher job satisfaction.Finally, lower levels of

neuroticism lead to higher job satisfaction.

2.3. Two-Factor Theory (Motivator-Hygiene Theory)

Frederick Herzbergs Two factor theory (also known as Motivator Hygiene Theory)

attempts to explain satisfaction and motivation in the workplace This theory states that

satisfaction and dissatisfaction are driven by different factors motivation and hygiene

factors, respectively. Motivating factors are those aspects of the job that make people

want to perform, and provide people with satisfaction, for example achievement in work,

recognition, promotion opportunities. These motivating factors are considered to be

intrinsic to the job, or the work carried out. Hygiene factors include aspects of the

working environment such as pay, company policies, supervisory practices, and other

working conditions.

While Hertzberg's model has stimulated much research, researchers have been unable to

reliably empirically prove the model, with Hackman & Oldham suggesting that

Hertzberg's original formulation of the model may have been a methodological artifact.

Furthermore, the theory does not consider individual differences, conversely predicting

all employees will react in an identical manner to changes in motivating/hygiene factors.

Finally, the model has been criticised in that it does not specify how motivating/hygiene

factors are to be measured.

3. Job Characteristics Model

Hackman& Oldham proposed the Job Characteristics Model, which is widely used as a

framework to study how particular job characteristics impact on job outcomes, including job

satisfaction. The model states that there are five core job characteristics (skill variety, task

identity, task significance, autonomy, and feedback) which impact three critical

psychological states (experienced meaningfulness, experienced responsibility for outcomes,

and knowledge of the actual results), in turn influencing work outcomes (job satisfaction,

absenteeism, work motivation, etc.). The five core job characteristics can be combined to

form a motivating potential score (MPS) for a job, which can be used as an index of how

likely a job is to affect an employee's attitudes and behaviors----. A meta-analysis of studies

that assess the framework of the model provides some support for the validity of the JCM.
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4. Measuring job satisfaction

There are many methods for measuring job satisfaction. By far, the most common method for

collecting data regarding job satisfaction is the Likert scale (named after Rensis Likert).

Other less common methods of for gauging job satisfaction include: Yes/No questions,

True/False questions, point systems, checklists, and forced choice answers. This data is

typically collected using an Enterprise Feedback Management (EFM) system.

The Job Descriptive Index (JDI), created by Smith, Kendall, & Hulin (1969), is a specific

questionnaire of job satisfaction that has been widely used. It measures ones satisfaction in

five facets: pay, promotions and promotion opportunities, coworkers, supervision, and the

work itself. The scale is simple, participants answer either yes, no, or cant decide (indicated

by ?) in response to whether given statements accurately describe ones job.

The Job in General Index is an overall measurement of job satisfaction. It is an improvement

to the Job Descriptive Index because the JDI focuses too much on individual facets and not

enough on work satisfaction in general.

Other job satisfaction questionnaires include: the Minnesota Satisfaction Questionnaire

(MSQ), the Job Satisfaction Survey (JSS), and the Faces Scale. The MSQ measures job

satisfaction in 20 facets and has a long form with 100 questions (five items from each facet)

and a short form with 20 questions (one item from each facet). The JSS is a 36 item

questionnaire that measures nine facets of job satisfaction. Finally, the Faces Scale of job

satisfaction, one of the first scales used widely, measured overall job satisfaction with just

one item which participants respond to by choosing a face.

5. Job satisfaction and emotions

Mood and emotions while working are the raw materials which cumulate to form the

affective element of job satisfaction. Moods tend to be longer lasting but often weaker states

of uncertain origin, while emotions are often more intense, short-lived and have a clear object

or cause. There is some evidence in the literature that state moods are related to overall job

satisfaction. Positive and negative emotions were also found to be significantly related to

overall job satisfaction
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Frequency of experiencing net positive emotion will be a better predictor of overall job

satisfaction than will intensity of positive emotion when it is experienced.

Emotion regulation and emotion labor are also related to job satisfaction. Emotion work (or

emotion management) refers to various efforts to manage emotional states and displays.

Emotion regulation includes all of the conscious and unconscious efforts to increase,

maintain, or decrease one or more components of an emotion. Although early studies of the

consequences of emotional labor emphasized its harmful effects on workers, studies of

workers in a variety of occupations suggest that the consequences of emotional labor are not

uniformly negative.

6. Relationships and practical implications

Job Satisfaction can be an important indicator of how employees feel about their jobs and a

predictor of work behaviours such as organizational citizenship, absenteeism, and turnover.

Further, job satisfaction can partially mediate the relationship of personality variables and

deviant work behaviors.

One common research finding is that job satisfaction is correlated with life satisfaction. This

correlation is reciprocal, meaning people who are satisfied with life tend to be satisfied with

their job and people who are satisfied with their job tend to be satisfied with life. However,

some research has found that job satisfaction is not significantly related to life satisfaction

when other variables such as nonworksatisfaction and core self-evaluations are taken into

account.

An important finding for organizations to note is that job satisfaction has a rather tenuous

correlation to productivity on the job. This is a vital piece of information to researchers and

businesses, as the idea that satisfaction and job performance are directly related to one

another is often cited in the media and in some non-academic management literature. A

recent meta-analysis found an average uncorrected correlation between job satisfaction and

productivity to be r=.18; the average true correlation, corrected for research artifacts and

unreliability, was r=.30. Further, the meta-analysis found that the relationship between

satisfaction and performance can be moderated by job complexity, such that for high-

complexity jobs the correlation between satisfaction and performance is higher (ρ=.52) than

for jobs of low to moderate complexity (ρ=.29). In short, the relationship of satisfaction to
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productivity is not necessarily straightforward and can be influenced by a number of other

work-related constructs, and the notion that "a happy worker is a productive worker" should

not be the foundation of organizational decision-making.

With regard to job performance, employee personality may be more important than job

satisfaction. The link between job satisfaction and performance is thought to be a spurious

relationship; instead, both satisfaction and performance are the result of personality.

7. Quality of work life

Quality of work life refers to how effectively the job environment meets the personal needs

and values of employees.

8. Common features of quality of work life

Common features include adequate and fair compensation; safe and healthy working

conditions; opportunity for developing and using human capacity; opportunity for continued

growth and security; a feeling of belonging; employee rights; work and total life space; social

relevance of work life; trusting the people in the organization; being able to take pride in the

work being done; and having coworkers who are enjoyable to work with.

9. Work Environment Effects

Changes in the existing work environment can often be made to improve the quality of work

life. Changing colors, saturation of color, color coding, and the addition of decoration and art

can all be used to improve the aesthetic quality of the physical environment.

Color has been shown to influence people. Color can be used in the work environment to

send a message or simply to act as a background. Using dark red around fire alarms and

equipment is an example of using color to send a message, as is using yellow to alert people

that an area is dangerous. Color can also be used as background, as when pastels are selected

for walls to de-emphasize an area. To improve quality of work life, certain colors, like red

and yellow, may be reserved for special areas. Other colors may be assigned to specific

departments. Here the change in color would support signage informing customers, clients,

and workers that they have entered a different area.
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Personalization may be allowed to enhance a work area, independent of color usage and

aesthetics. Some companies rigidly control the amount of personalization permitted, with

some allowing none at all, and it is sometimes difficult to understand the reasoning. As noted

earlier in this topic, people want to take pride in their work, and people will often take a

certain amount of ownership for their work. Allowing personalization is one way for people

to say, essentially, This is my work area, Im proud of my work, and I am declaring my pride

to everyone by bringing in personal items and pictures. Controlling everything, from the

pictures on the wall, to the color of the wall, to the style of the furniture, is often an example

of micromanagement. The message in this over-control is that individuals do not matter. To

avoid sending a wrong message, managers should carefully consider the reasons for limiting

personalization. Is there a good, solid, safety, productivity, or customer communication

reason for limiting personalization? If so, explain to everyone how limiting personalization is

necessary. If a manager is just trying to exercise his or her power and control over people, the

price in terms of lower morale and lower QWL may well be too high to justify the action.

10. Social Environment Effect

Workers generally prefer some degree of social contact with other employees. Sometimes

work is the main source of social interactions for people. When the social interactions are not

as desired, job satisfaction can decrease. These social interactions are complex entities, and

the value to the individual is affected by the quantity of interactions, physical and mental

isolation, and the quality of the interactions.

As the quantity of social interactions increases, job satisfaction may increase. The quantity of

social interactions is affected by physical and mental isolation. Physical isolation means that

the work site is so remote that there are few other workers in the area, or that the workers in

the area are isolated by the working conditions. Working conditions that prevent

communication due to the equipment separating workers or the noise level can create

conditions of physical isolation. The very nature of the work may prevent social interaction,

thereby creating mental isolation. This may occur when the concentration level required to

perform the work is so high that it prevents communication. When physical and mental

isolation increase, the quantity of social interactions decrease and job satisfaction may

decrease.
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The quality of social interactions also affects job satisfaction. This quality factor is more

subjective, yet it is very powerful. People have stayed at jobs they might otherwise have left

because they felt the quality of the social interactions was so high that this outweighed

numerous other negative aspects of the job. Conversely, some people have left jobs when

they liked the work but disliked the quality of their social contacts on the job. Although

volumes could be written about improving social interactions, there are two things in

particular that can be done that might improve the quality of social interactions.

The quality of social interactions can be affected by the respect you earn from coworkers and

by your treatment of coworkers. The best way to earn the respect of your coworkers is

through job knowledge and performance. Both job knowledge and performance are required,

however. There are some people who know how to perform a job but are too lazy to actually

do it. When coworkers respect you because of your job knowledge and performance, they

will want to interact with you, thus increasing the quantity of social interactions. You will

also attract the best coworkers, and interactions with them can increase the quality of your

social interactions as well. In addition to earning respect, social interactions are affected by

your treatment of others. The opportunity for conversation, therefore, tends to enhance

morale, especially at repetitive jobs that dont require much mental concentration. Wherever

possible, teams or work groups should be used, and smaller groups tend to be more cohesive

than larger ones. Team members are usually more productive when they can participate in

choosing compatible workmates for their groups. With effective leadership, teams tend to

improve work standards and accept new processes more readily. Further, many employees

like teamwork since it provides for more variety of tasks as compared to repetitive jobs on

typical assembly lines.

11. Gain-Sharing

A rapidly expanding technique for improving the quality of work life of employees is gain-

sharing. Also termed production-based compensation plans, gain-sharing plans are defined as

organizational change programs of employee involvement, with an organization-wide

financial formula. Gain-sharing involves providing employees with periodic cash bonuses for

developing ways in which the organization can enjoy cost savings. The payouts are related to

financial cost savings formulas and vary widely among organizations, ranging from 20% to

as high as 100% of the value of the cost savings. Payout typically is made to employees on a

monthly basis. In a gain-sharing plan the employer attempts to communicate clearly to
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employees the state of the business, asks for employee ideas, and seeks to jointly solve

problems related to such factors as product quality and productivity.

12. Flextime

Flextime or flexibility scheduling eliminates the 9-to-5 syndrome faced by many employees

and enables them to enjoy hours that more closely match their personal lifestyles. Workers

must still work a preestablishednumber of hours, say, 40 hours per week or 80 hours over a

two-week period. But the major difference between flextime and a conventional system of

work hours is that flextime gives employees the freedom to choose, within certain limitations

and usually with advance notice given to their supervisors, what times they begin and end

their jobs each day.

Flextime is not feasible for all workers, however. If, for example, all the workers on an

assembly line are required to run the line, then it would not be feasible to have some start at

8AM and leave at 4:30 PM, while others start at 10 AM and leave at 6:30 PM. It may not be

feasible for workers to arrive at one time if their supervisor arrives at a much different time.

In general, it is impractical to allow flextime in any situation where other people are

depending on workers to be on the job at a certain time, as in opening a store or any of the

numerous other service facilities in our modern economy.

13. Flextime

Flexplace allows employees to work at home instead of in an office or plant. It is also

referred to as telecommuting. A growing number of organizations now offer employees a

cafeteria-style benefit program (also termed a flexible-benefit plan), in which employees can

pick and choose a combination of insurance and other options best suited to their personal

desires and individual and family situations. In a flexible-benefit plan, typically there is a

core range of benefits in addition to salary, including a contribution to a retirement plan.

Employees can then select options up to the value of a set allowance.
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The compressed workweek allows employees to work four ten-hour days.

14. Contingent workers

Contingent workers, or temps, are a growing trend. In the past, temporary work was

uncommon for executives. However, the organizational trend toward downsizing and

restructuring during the late 1980s and early 1990s resulted in an increasing number of

managers who had been laid off and were able to acquire only part-time work. In fact, a new

breed of temporary employment agency for flexecutives managers and professionals now

exists.

15. Individual factors affecting job satisfaction

 Commitment The more carefully someone has researched, selected, and prepared for a job,

the more likely that person is to be satisfied with the job. If the actions of researching,

selecting, and preparing for the job are highly visible to friends and family, the person is

more likely to be satisfied with the job and less likely to admit to any dissatisfaction. The

more the person has invested into a job, the bigger the mistake would appear to be if the

person said he or she was wrong in selecting it.

 Expectations People believe that their jobs should fulfill certain needs. These beliefs, or

expectations, concerning a jobs ability to fulfill needs may be realistic or unrealistic. People

who expect work to fulfill all of their needs are probably being unrealistic.

 Job involvement Job involvement refers to how important a persons job is in his or her life.

The more involved a person is in their job, the more satisfaction he or she generally feels. It is

possible, however, to become overinvolved in a job. Overinvolvement (becoming a

workaholic) can be identified when work becomes so pervasive as to negatively affect ones

personal life.

 Effort/reward ratio People compare the rewards they receive from work to the effort they put

into work to partially determine job satisfaction. If the ratio between the two is heavy on the

effort side, people generally feel less satisfied because they feel they are putting more into

their work than they are getting out of it. People will also compare their effort/reward ratios

to the ratio of others. If they believe their ratio is less than their coworkers ratios, they will

feel less satisfied because they will feel that they are getting less out of their jobs for the

effort they put in than their coworkers are. In all of this analysis people look at total rewards

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

84
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



from work, not just monetary compensation. Also, we are once again dealing with peoples

perceptions of effort and reward, which may be real or imaginary.

 Influence of coworkers The importance coworkers place on certain issues affects the

importance an individual places on those issues, which in turn may affect job satisfaction. For

instance, if coworkers are constantly grumbling about the state of the equipment, some

individuals will also feel that this is important and will tend to agree that the equipment is

substandard. Or, if coworkers constantly talk about what a great place they work in,

individuals will also tend to think that the place is good, and their job satisfaction will

increase.

 Comparisons People compare their jobs and how satisfied they are with them to the jobs of

friends, relatives, and neighbors. A person who is a middle manager may feel quite satisfied

if his or her family members and neighbors all have lower-status, lower-paying jobs.

 Opinions of others The opinions of others concerning your job also affect your job

satisfaction. If other people, especially people you admire and respect, believe that you have

a good job, you will typically feel more satisfied than if the people around you think you have

a lousy job. This also applies to the way society views entire professions. If society generally

regards your profession to be valuable and of higher status, then you will be more satisfied

than if society feels your job is of low status and worth.

 Personal outlook A persons general outlook on life is another factor that influences job

satisfaction. A person with high self-esteem, with confidence in his or her abilities, and with a

positive outlook on life is more likely to have high job satisfaction than someone with a

negative attitude.

 Age Job satisfaction typically increases with age. Older workers have more work experience,

they understand better what needs work can and cannot satisfy, and overall they have a more

realistic view of work and life. Younger workers have comparatively few or no job

experiences with which to compare their current jobs. Because of this, they are more likely to

substitute the opinions of other people, their own beliefs about other peoples jobs, and their

own idealistic views of what work should be for their lack of experience. These opinions and

beliefs are less applicable than their own experiences and can cause younger workers to feel

less satisfaction than they would if they had their own experiences to draw on
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Topic : The Dynamics Of Change

Topic Objective:

At the end of this topic student will able to:

 Explain the importance of anticipating the need for change

 List and describe the major causes of employee resistance to change

 List and describe how resistance to change is shown

 Explain the three-step process for change

 Describe the benefits of participating in change

 Explain the methods for accomplishing change

 List and explain six methods for coping with change

Definition/Overview:

Change: Changes within an organization impact not only those individuals who are obligated

to change but also those who are introducing or implementing the change.

The fact is, things will change. How we as workers within the organization welcome,

embrace, resist, and cope with the change is the very reason this topic is covered in an

organizational behavior text and course. Employees typically see changes implemented in a

state or time of crisis. A more rational and far less costly approach would be for leaders of

organizations to work at anticipating the need for a change and work toward developing

innovative means for implementation.

Key Points:

1. Change management

Change management is a structured approach to transitioning individuals, teams, and

organizations from a current state to a desired future state. The current definition of Change

Management includes both organizational change management processes and individual

change management models, which together are used to manage the people side of change.
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2. Social change

Social change (that is not quite an equivalent of Social development) is a general term which

refers change in the nature, the social institutions, the social behavior or the social relations of

a society, community of people, or other social structures. The term is used in the study of

history, economies, and politics, and includes topics such as the success or failure of different

political systems, globalization, democratization, development and economic growth. The

term can encompass concepts as broad as revolution and paradigm shift, to narrow changes

such as a particular cause within small town government. The concept of social change

implies measurement of some characteristics of this group of individuals. While the term is

usually applied to changes that are beneficial to society, it may result in negative side-effects

or consequences that undermine or eliminate existing ways of life that are considered

positive. Social change is a topic in sociology and social work, but also involves political

science, economics, history, anthropology, and many other social sciences. Among many

forms of creating social change are theater for social change, direct action, protesting,

advocacy, community organizing, community practice, revolution, and political activism.

3. Models of Change

 Hegelian-- The classic Hegelian dialectic model of change is based on the interaction of

opposing forces. Starting from a point of momentary stasis, Thesis countered by Antithesis

first yields conflict but subsequently results in a new Synthesis.

 Kuhnian-- Thomas Kuhn in The Structure of Scientific Revolutions argued with respect to

the Copernican Revolution that people are unlikey to jettison an unworkable paradigm,

despite many indications that the paradigm is not functioning properly, until a better

paradigm can be presented.

 Heraclitan-- The Greek philosopher Heraclitus used the metaphor of a river to speak of

change thus, "On those stepping into rivers staying the same other and other waters flow."

(DK22B12) What Heraclitus seems to be suggesting here, later interpretations

notwithstanding, is that in order for the river to remain the river change must constantly be

taking place. Thus one may think of the Heraclitan model as parallel to that of a living

Daoist-- The Chinese philosophical work Dao De Jing, I.8 and II.78 uses the metaphor of

water as the ideal agent of change. Water, though soft and yielding, will eventually wear

away stone. Change in this model is to be natural, harmonius, and steady, though

imperceptible.
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4. Erikson social change

Developing trust is the first task of the ego, and it is never complete. The child will let its

mother out of sight without anxiety and rage because she has become an inner certainty as

well as an outer predictability. But when a mother is not present, the father becomes the inner

certainty along with other relatives usually surrounding the child daily. The balance of trust

with mistrust depends largely on the quality of the maternal relationship.

 Main question asked: Is my environment trustworthy or not?

 Central Task: Receiving care

 Positive Outcome: Trust in people and the environment

 Ego Quality: Hope

 Definition: Enduring belief that one can attain ones deep and essential wishes

 Developmental Task: Social attachment; Maturation of sensory, perceptual, and motor

functions; Primitive causality.

 Significant Relations: Maternal parent

Erikson proposed that the concept of trust versus mistrust is present throughout an individuals

entire life. Therefore if the concept is not addressed, taught and handled properly during

infancy (when it is first introduced), the individual may be negatively affected and never fully

immerse themselves in the world. For example, a person may hide themselves from the

outside world and be unable to form healthy and long-lasting relationships with others, or

even themselves. If an individual does not learn to trust themselves, others and the world

around them then they may lose the virtue of hope, which is directly linked to this concept. If

a person loses their belief in hope they will struggle with overcoming hard times and failures

in their lives, and may never fully recover from them. This would prevent them from learning

and maturing into a fully-developed person if the concept of trust versus mistrust was

improperly learned, understood and used in all aspects of their lives.

If denied independence, the child will turn against his/her urges to manipulate and

discriminate. Shame develops with the child's self-consciousness. Doubt has to do with

having a front and back -- a "behind" subject to its own rules. Left over doubt may become

paranoia. The sense of autonomy fostered in the child and modified as life progresses serves

the preservation in economic and political life of a sense of justice.

When a child reaches the age of one to the age of three, Erikson explains, the child is

developing a sense of autonomy. During this age, the toddler discovers he/she is no longer

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

88
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



attached to the primary caregiver but is a separate individual. Autonomy is the independence

a toddler strives for from caregivers. Toddlers autonomous behavior is a way of forming their

own identity away from their caregivers. This stage is a time where a toddler has the will to

become independent. Shame and doubt is likely to occur when the toddler is not given any

choices or boundaries because the toddler is determined to become independent. The strong

will of a toddler may cause conflict between child and caregiver. Many parents are unaware

of how to properly handle difficult situations in which they find themselves. Parents who are

assertive and too demanding may find themselves in a power struggle with their toddler. In

addition, parents may be too demanding for only good behavior from their toddler.

Demanding good behavior will only cause frustration for the toddler; instead, "it is far better

for the child to see you as a support and an aid rather as an obstacle to his or her own

developing capabilities and independence." Autonomy can be gained for the toddler when

given reasonable choices and proper guidance from the caregiver. Parents can give healthy

and wise choices to assist their child to succeed at this stage.

5. Organizational change management

Organizational change management includes processes and tools for managing the people

side of the change at an organizational level. These tools include a structured approach that

can be used to effectively transition groups or organizations through change. When combined

with an understanding of individual change management, these tools provide a framework for

managing the people side of change. Organizational change management processes include

techniques for creating a change management strategy (readiness assessments), engaging

senior managers as change leaders (sponsorship), building awareness of the need for change

(communications), developing skills and knowledge to support the change(education and

training), helping employees move through the transition (coaching by managers and

supervisors), and methods to sustain the change (measurement systems, rewards and

reinforcement).

6. Dynamic conservatism

This model by Donald Schn explores the inherent nature of organizations to be conservative

and protect themselves from constant change. Schn recognisesthe increasing need, due to the

increasing pace of change for this process to become far more flexible. This process being

one of 'learning'. Very early on Schn recognised the need for what is now termed the 'learning
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organization'. These ideas are further expanded on within his frame work of 'reflection-in-

action' , the mapping of a process by which this constant change could be coped with.

7. The role of the management

Management's responsibility (and that of administration in case of political changes) is to

detect trends in the macro environment as well as in the micro environment so as to be able to

identify changes and initiate programs. It is also important to estimate what impact a change

will likely have on employee behavior patterns, work processes, technological requirements,

and motivation. Management must assess what employee reactions will be and craft a change

program that will provide support as workers go through the process of accepting change.

The program must then be implemented, disseminated throughout the organization,

monitored for effectiveness, and adjusted where necessary. Organizations exist within a

dynamic environment that is subject to change due to the impact of various change "triggers",

such as evolving technologies. To continue to operate effectively within this environmental

turbulence, organizations must be able to change themselves in response to internally and

externally initiated change. However, change will also impact upon the individuals within the

organization. Effective change management requires an understanding of the possible effects

of change upon people, and how to manage potential sources of resistance to that change.

Change can be said to occur where there is an imbalance between the current state and the

environment.

8. Other approaches to managing change

 Appreciative Inquiry, a collaborative approach to organizational change, is partly based on

the assumption that change in a system is instantaneous ('Change at the Speed of

Imagination')

 Scenario Planning: Scenario planning provides a platform for doing so by asking

management and employees to consider different future market possibilities in which their

organizations might find themselves.

 Organize with Chaos of Rowley and Roevens, who describe Change as a process where

certain events need to be managed whereas others need to be 'under'managed, left alone to

self-organize and improve the business naturally.

 Theory U of Otto Scharmer who describes a process in which change strategies are based on

the emerging future rather than on lesson from the past
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 The Solution focused brief therapy approach to change, developed to assist individuals, is

equally useful for organizations.

 The Closework theory of intervention says change is driven by the champions, be they

internal project teams or consultants, working alongside the delivery team, individuals and

management in the places where the work gets done. Champions should get involved rather

than instruct and bring practical and implementable ideas.

Topic : Leadership

Topic Objective:

At the end of this topic student will able to:

 Define leadership

 Differentiate among authority, responsibility, and accountability

 Differentiate between leadership and management

 List the traits and behavior sets of leaders

 Differentiate between Theory X and Theory Y leaders

 Compare the three major styles of leadership

 Describe the Vroom-Yetton continuum of manager-subordinate involvement

 Identify the skills that are fundamental for effective management

 Summarize four ways in which managers can improve their leadership skills

Definition/Overview:

Leadership: is commonly defined as the ability to influence others. Communication is

involved since direction takes place through communication, and leadership requires you to

provide others with direction.

Key Points:

1. Leadership

Leadership is commonly defined as the ability to influence others. Communication is

involved since direction takes place through communication, and leadership requires you to

provide others with direction.
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2. Theories of leadership

Leadership has been described as the process of social influence in which one person is able

to enlist the aid and support of others in the accomplishment of a common task . A definition

more inclusive of followers comes from Alan Keith of Genentech who said "Leadership is

ultimately about creating a way for people to contribute to making something extraordinary

happen."Students of leadership have produced theories involving traits , situational

interaction, function, behavior, power, vision and values , charisma, and intelligence among

others.

2.1.Trait theory

Trait theory tries to describe the types of behavior and personality tendencies associated

with effective leadership. This is probably the first academic theory of leadership.

Thomas Carlyle can be considered one of the pioneers of the trait theory, using such

approach to identify the talents, skills and physical characteristics of men who arose to

power. Ronald Heifetztraces the trait theory approach back to the nineteenth-century

tradition of associating the history of society to the history of great men.

Proponents of the trait approach usually list leadership qualities, assuming certain traits or

characteristics will tend to lead to effective leadership. Shelley Kirkpatrick and Edwin A.

Locke (1991) exemplify the trait theory. They argue that "key leader traits include: drive

(a broad term which includes achievement, motivation, ambition, energy, tenacity, and

initiative), leadership motivation (the desire to lead but not to seek power as an end in

itself), honesty, integrity, self-confidence (which is associated with emotional stability),

cognitive ability, and knowledge of the business. According to their research, "there is

less clear evidence for traits such as charisma, creativity and flexibility".

2.1.1.Criticism to trait theory

Although trait theory has an intuitive appeal, difficulties may arise in proving its

tenets, and opponents frequently challenge this approach. The "strongest" versions of

trait theory see these "leadership characteristics" as innate, and accordingly labels

some people as "born leaders" due to their psychological makeup. On this reading of

the theory, leadership development involves identifying and measuring leadership
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qualities, screening potential leaders from non-leaders, then training those with

potential.

2.2.Behavioral and style theories

In response to the criticism of the trait approach, theorists began to research leadership as

a set of behaviors, evaluating the behavior of 'successful' leaders, determining a behavior

taxonomy and identifying broad leadership styles. David McClelland, for example, saw

leadership skills, not so much as a set of traits, but as a pattern of motives. He claimed

that successful leaders will tend to have a high need for power, a low need for affiliation,

and a high level of what he called activity inhibition (one might call it self-control).

A graphical representation of the managerial grid model

Kurt Lewin, Ronald Lipitt, and Ralph White developed in 1939 the seminal work on the

influence of leadership styles and performance. The researchers evaluated the

performance of groups of eleven-year-old boys under different types of work climate. In

each, the leader exercised his influence regarding the type of group decision making,

praise and criticism (feedback), and the management of the group tasks (project

management) according to three styles: (1) authoritarian, (2) democratic and (3) laissez-

faire. Authoritarian climates were characterized by leaders who make decisions alone,

demand strict compliance to his orders, and dictate each step taken; future steps were

uncertain to a large degree. The leader is not necessarily hostile but is aloof from

participation in work and commonly offers personal praise and criticism for the work

done. Democratic climates were characterized by collective decision processes, assisted

by the leader. Before accomplishing tasks, perspectives are gained from group discussion

and technical advice from a leader. Members are given choices and collectively decide

the division of labor. Praise and criticism in such an environment are objective, fact

minded and given by a group member without necessarily having participated extensively

in the actual work. Laissez faire climates gave freedom to the group for policy

determination without any participation from the leader. The leader remains uninvolved

in work decisions unless asked, does not participate in the division of labor, and very

infrequently gives praise. The results seemed to confirm that the democratic climate was

preferred.
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3. Managerial Grid Model

The managerial grid model is also based on a behavioral theory. The model was developed by

Robert Blake and Jane Mouton in 1964 and suggests five different leadership styles, based on

the leaders' concern for people and their concern for goal achievement.

4. Situational and contingency theories

Situational theory also appeared as a reaction to the trait theory of leadership. Social

scientists argued that history was more than the result of intervention of great men as Carlyle

suggested. Herbert Spencer said that the times produce the person and not the other way

around. This theory assumes that different situations call for different characteristics;

according to this group of theories, no single optimal psychographic profile of a leader exists.

According to the theory, "what an individual actually does when acting as a leader is in large

part dependent upon characteristics of the situation in which he functions."

Some theorists started to synthesize the trait and situational approaches. Building upon the

research of Lewin et al., academics began to normatizethe descriptive models of leadership

climates, defining three leadership styles and identifying in which situations each style works

better. The authoritarian leadership style, for example, is approved in periods of crisis but

fails to win the "hearts and minds" of their followers in the day-to-day management; the

democratic leadership style is more adequate in situations that require consensus building;

finally, the laissez faire leadership style is appreciated by the degree of freedom it provides,

but as the leader does not "take charge", he can be perceived as a failure in protracted or

thorny organizational problems. This theorists defined the style of leadership as contingent to

the situation, which is sometimes classified as contingency theory. Four contingency

leadership theories appear more prominently in the recent years: Fiedler contingency model,

Vroom-Yetton decision model, the path-goal theory, and the Hersey-Blanchard situational

theory.

The Fiedler contingency model bases the leaders effectiveness on what Fred Fiedler called

situational contingency. This results from the interaction of leadership style and situational

favorableness (later called "situational control"). The theory defined two types of leader:

those who tend to accomplish the task by developing good-relationships with the group

(relationship-oriented), and those who have as their prime concern carrying out the task itself
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(task-oriented). According to Fiedler, there is no ideal leader. Both task-oriented and

relationship-oriented leaders can be effective if their leadership orientation fits the situation.

When there is a good leader-member relation, a highly structured task, and high leader

position power, the situation is considered a "favorable situation". Fiedler found that task-

oriented leaders are more effective in extremely favourable orunfavourable situations,

whereas relationship-oriented leaders perform best in situations with intermediate

favourability.

Victor Vroom, in collaboration with Phillip Yetton and later with Arthur Jago, developed a

taxonomy for describing leadership situations, taxonomy that was used in a normative

decision model where leadership styles where connected to situational variables, defining

which approach was more suitable to which situation. This approach was novel because it

supported the idea that the same manager could rely on different group decision making

approaches depending on the attributes of each situation. This model was later referred as

situational contingency theory.

5. Path-Goal Theory

The path-goal theory of leadership was developed by Robert House (1971) and was based on

the expectancy theory of Victor Vroom. According to House, the essence of the theory is "the

meta proposition that leaders, to be effective, engage in behaviors that complement

subordinates' environments and abilities in a manner that compensates for deficiencies and is

instrumental to subordinate satisfaction and individual and work unit performance. The

theory identifies four leader behaviors, achievement-oriented, directive, participative, and

supportive, that are contingent to the environment factors and follower characteristics. In

contrast to the Fiedler contingency model, the path-goal model states that the four leadership

behaviors are fluid, and that leaders can adopt any of the four depending on what the situation

demands. The path-goal model can be classified both as a contingency theory, as it depends

on the circumstances, but also as a transactional leadership theory, as the theory emphasizes

the reciprocity behavior between the leader and the followers.

The situational leadership model proposed by Hersey and Blanchard suggest four leadership-

styles and four levels of follower-development. For effectiveness, the model posits that the

leadership-style must match the appropriate level of followership-development. In this model,
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leadership behavior becomes a function not only of the characteristics of the leader, but of the

characteristics of followers as well.

6. Functional theory

Functional leadership theory is a particularly useful theory for addressing specific leader

behaviors expected to contribute to organizational or unit effectiveness. This theory argues

that the leaders main job is to see that whatever is necessary to group needs is taken care of;

thus, a leader can be said to have done their job well when they have contributed to group

effectiveness and cohesion . While functional leadership theory has most often been applied

to team leadership, it has also been effectively applied to broader organizational leadership as

well.

A variety of leadership behaviors are expected to facilitate these functions. In initial work

identifying leader behavior, Fleishman observed that subordinates perceived their supervisors

behavior in terms of two broad categories referred to as consideration and initiating structure.

Consideration includes behavior involved in fostering effective relationships. Examples of

such behavior would include showing concern for a subordinate or acting in a supportive

manner towards others. Initiating structure involves the actions of the leader focused

specifically on task accomplishment. This could include role clarification, setting

performance standards, and holding subordinates accountable to those standards.

7. Transactional and transformational theories

The transactional leaderis given power to perform certain tasks and reward or punish for the

teams performance. It gives the opportunity to the manager to lead the group and the group

agrees to follow his lead to accomplish a predetermined goal in exchange for something else.

Power is given to the leader to evaluate, correct and train subordinates when productivity is

not up to the desired level and reward effectiveness when expected outcome is reached.

The transformational motivates its team to be effective and efficient. Communication is the

base for goal achievement focusing the group on the final desired outcome or goal

attainment. This leader is highly visible and uses chain of command to get the job done.

Transformational leaders focus on the big picture, needing to be surrounded by people who
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take care of the details. The leader is always looking for ideas that move the organization to

reach the companys vision.

8. Leadership and emotions

Leadership can be perceived as a particularly emotion-laden process, with emotions entwined

with the social influence process. In an organization, the leaders mood has some effects on

his group. These effects can be described in 3 levels:

 The mood of individual group members. Group members with leaders in a positive mood

experience more positive mood than do group members with leaders in a negative mood.The

leaders transmit their moods to other group members through the mechanism of mood

contagion.Mood contagion may be one of the psychological mechanisms by which

charismatic leaders influence followers.

 The affective tone of the group. Group affective tone represents the consistent or

homogeneous affective reactions within a group. Group affective tone is an aggregate of the

moods of the individual members of the group and refers to mood at the group level of

analysis. Groups with leaders in a positive mood have a more positive affective tone than do

groups with leaders in a negative mood .

 Group processes like coordination, effort expenditure, and task strategy.Public expressions of

mood impact how group members think and act. When people experience and express mood,

they send signals to others. Leaders signal their goals, intentions, and attitudes through their

expressions of moods. For example, expressions of positive moods by leaders signal that

leaders deem progress toward goals to be good.The group members respond to those signals

cognitively and behaviorally in ways that are reflected in the group processes .

In research about client service it was found that expressions of positive mood by the leader

improve the performance of the group, although in other sectors there were another findings.

Beyond the leaders mood, his behavior is a source for employee positive and negative

emotions at work. The leader creates situations and events that lead to emotional response.

Certain leader behaviors displayed during interactions with their employees are the sources of

these affective events. Leaders shape workplace affective events. Examples feedback giving,

allocating tasks, resource distribution. Since employee behavior and productivity are directly

affected by their emotional states, it is imperative to consider employee emotional responses

to organizational leaders. Emotional intelligence, the ability to understand and manage moods
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and emotions in the self and others, contributes to effective leadership in organizations.

Leadership is about being responsible.

9. Leadership performance

In the past, some researchers have argued that the actual influence of leaders on

organizational outcomes is overrated and romanticized as a result of biased attributions about

leaders. Despite these assertions however, it is largely recognized and accepted by

practitioners and researchers that leadership is important, and research supports the notion

that leaders do contribute to key organizational outcomes. In order to facilitate successful

performance it is important to understand and accurately measure leadership performance.

Job performance generally refers to behavior that is expected to contribute to organizational

success. Campbellidentified a number of specific types of performance dimensions;

leadership was one of the dimensions that he identified. There is no consistent, overall

definition of leadership performance. Many distinct conceptualizations are often lumped

together under the umbrella of leadership performance, including outcomes such as leader

effectiveness, leader advancement, and leader emergence. For instance, leadership

performance may be used to refer to the career success of the individual leader, performance

of the group or organization, or even leader emergence. Each of these measures can be

considered conceptually distinct. While these aspects may be related, they are different

outcomes and their inclusion should depend on the applied/research focus.

10. Leadership in organizations

An organization that is established as an instrument or means for achieving defined

objectives has been referred to as a formal organization. Its design specifies how goals are

subdivided and reflected in subdivisions of the organization. Divisions, departments, sections,

positions, jobs, and tasks make up this work structure. Thus, the formal organization is

expected to behave impersonally in regard to relationships with clients or with its members.

According to Weber's definition, entry and subsequent advancement is by merit or seniority.

Each employee receives a salary and enjoys a degree of tenure that safeguards him from the

arbitrary influence of superiors or of powerful clients. The higher his position in the

hierarchy, the greater his presumed expertise in adjudicating problems that may arise in the

course of the work carried out at lower levels of the organization. It is this bureaucratic
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structure that forms the basis for the appointment of heads or chiefs of administrative

subdivisions in the organization and endows them with the authority attached to their

position.

In contrast to the appointed head or chief of an administrative unit, a leader emerges within

the context of the informal organization that underlies the formal structure. The informal

organization expresses the personal objectives and goals of the individual membership. Their

objectives and goals may or may not coincide with those of the formal organization. The

informal organization represents an extension of the social structures that generally

characterize human life the spontaneous emergence of groups and organizations as ends in

themselves.

In prehistoric times, man was preoccupied with his personal security, maintenance,

protection, and survival. Now man spends a major portion of his waking hours working for

organizations. His need to identify with a community that provides security, protection,

maintenance, and a feeling of belonging continues unchanged from prehistoric times. This

need is met by the informal organization and its emergent, or unofficial, leaders.

Leaders emerge from within the structure of the informal organization. Their personal

qualities, the demands of the situation, or a combination of these and other factors attract

followers who accept their leadership within one or several overlay structures. Instead of the

authority of position held by an appointed head or chief, the emergent leader wields influence

or power. Influence is the ability of a person to gain co-operation from others by means of

persuasion or control over rewards. Power is a stronger form of influence because it reflects a

person's ability to enforce action through the control of a means of punishment.

A leader is anyone who influences a group toward obtaining a particular result. It is not

dependant on title or formal authority. (elevos, paraphrased from Leaders, Bennis, and

Leadership Presence, Halpern & Lubar). An individual who is appointed to a managerial

position has the right to command and enforce obedience by virtue of the authority of his

position. However, he must possess adequate personal attributes to match his authority,

because authority is only potentially available to him. In the absence of sufficient personal

competence, a manager may be confronted by an emergent leader who can challenge his role

in the organization and reduce it to that of a figurehead. However, only authority of position

has the backing of formal sanctions. It follows that whoever wields personal influence and
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power can legitimize this only by gaining a formal position in the hierarchy, with

commensurate authority. Leadership can be defined as one's ability to get others to willingly

follow. Every organization needs leaders at every level.

11. Leadership versus management

Any of the bipolar labels traditionally ascribed to management style could also apply to

leadership style. Hersey and Blanchard use this approach: they claim that management

merely consists of leadership applied to business situations; or in other words: management

forms a sub-set of the broader process of leadership. They put it this way: "Leadership occurs

any time one attempts to influence the behavior of an individual or group, regardless of the

reason.Management is a kind of leadership in which the achievement of organizational goals

is paramount."

However, a clear distinction between management and leadership may nevertheless prove

useful. This would allow for a reciprocal relationship between leadership and management,

implying that an effective manager should possess leadership skills, and an effective leader

should demonstrate management skills.

Paul Birch also sees a distinction between leadership and management. He observed that, as a

broad generalization, managers concerned themselves with tasks while leaders concerned

themselves with people. Birch does not suggest that leaders do not focus on "the task."

Indeed, the things that characterisea great leader include the fact that they achieve. Effective

leaders create and sustain competitive advantage through the attainment of cost leadership,

revenue leadership, time leadership, and market value leadership. Managers typically follow

and realize a leader's vision. The difference lies in the leader realising that the achievement of

the task comes about through the goodwill and support of others (influence), while the

manager may not.

This goodwill and support originates in the leader seeing people as people, not as another

resource for deployment in support of "the task". The manager often has the role of

organizing resources to get something done. People form one of these resources, and many of

the worst managers treat people as just another interchangeable item. A leader has the role of

causing others to follow a path he/she has laid out or a vision he/she has articulated in order

to achieve a task. Often, people see the task as subordinate to the vision. For instance, an
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organization might have the overall task of generating profit, but a good leader may see profit

as a by-product that flows from whatever aspect of their vision differentiates their company

from the competition.

Leadership does not only manifest itself as purely a business phenomenon. Many people can

think of an inspiring leader they have encountered who has nothing whatever to do with

business: a politician, an officer in the armed forces, a Scout or Guide leader, a teacher, etc.

Similarly, management does not occur only as a purely business phenomenon. Again, we can

think of examples of people that we have met who fill the management niche in non-business

organisationsNon-business organizations should find it easier to articulate a non-money-

driven inspiring vision that will support true leadership. However, often this does not occur.

Differences in the mix of leadership and management can define various management styles.

Some management styles tend to de-emphasize leadership. Included in this group one could

include participatory management, democratic management, and collaborative management

styles. Other management styles, such as authoritarian management, micro-management, and

top-down management, depend more on a leader to provide direction. Note, however, that

just because an organisationhas no single leader giving it direction, does not mean it

necessarily has weak leadership. In many cases group leadership (multiple leaders) can prove

effective. Having a single leader (as in dictatorship) allows for quick and decisive decision-

making when needed as well as when not needed. Group decision-making sometimes earns

the derisive label "committee-itis" because of the longer times required to make decisions,

but group leadership can bring more expertise, experience, and perspectives through a

democratic process.

Patricia Pitcher has challenged the bifurcation into leaders and managers. She used a factor

analysis (in marketing)factor analysis technique on data collected over 8 years, and

concluded that three types of leaders exist, each with very different psychological

profiles:'Artists' imaginative, inspiring, visionary, entrepreneurial, intuitive, daring, and

emotional Craftsmen: well-balanced, steady, reasonable, sensible, predictable, and

trustworthy Technocrats: cerebral, detail-oriented, fastidious, uncompromising, and hard-

headed She speculates that no one profile offers a preferred leadership style. She claims that

if we want to build, we should find an "artist leader" if we want to solidify our position, we

should find a "craftsman leader" and if we have an ugly job that needs to get done like
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downsizing.we should find a "technocratic leader".Pitcher also observed that a balanced

leader exhibiting all three sets of traits occurs extremely rarely: she found none in her study.

Bruce Lynn postulates a differentiation between 'Leadership' and Management based on

perspectives to risk. Specifically,"A Leader optimises upside opportunity; a Manager

minimisesdownside risk." He argues that successful executives need to apply both disciplines

in a balance appropriate to the enterprise and its context. Leadership without Management

yields steps forward, but as many if not more steps backwards. Management without

Leadership avoids any step backwards, but doesnt move forward.

12. Leadership by a group

In contrast to individual leadership, some organizations have adopted group leadership. In

this situation, more than one person provides direction to the group as a whole. Some

organizations have taken this approach in hopes of increasing creativity, reducing costs, or

downsizing. Others may see the traditional leadership of a boss as costing too much in team

performance. In some situations, the maintenance of the boss becomes too expensive - either

by draining the resources of the group as a whole, or by impeding the creativity within the

team, even unintentionally.

A common example of group leadership involves cross-functional teams. A team of people

with diverse skills and from all parts of an organization assembles to lead a project. A team

structure can involve sharing power equally on all issues, but more commonly uses rotating

leadership. The team member(s) best able to handle any given phase of the project become(s)

the temporary leader(s). According to Ogbonnia (2007), "effective leadership is the ability to

successfully integrate and maximize available resources within the internal and external

environment for the attainment of organizational or societal goals". Ogbonnia defines an

effective leader "as an individual with the capacity to consistently succeed in a given

condition and be recognized as meeting the expectations of an organization or society."

13. Leadership among primates

Richard Wrangham and Dale Peterson, in Demonic Males: Apes and the Origins of Human

Violence present evidence that only humans and chimpanzees, among all the animals living

on earth, share a similar tendency for a cluster of behaviors: violence, territoriality, and
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competition for uniting behind the one chief male of the land. This position is contentious.

Many animals beyond apes are territorial, compete, exhibit violence, and have a social

structure controlled by a dominant male (lions, wolves, etc.), suggesting Wrangham and

Peterson's evidence is not empirical. However, we must examine other species as well,

including elephants (which are undoubtedly matriarchal and follow an alpha female),

meerkats (who are likewise matriarchal), and many others.

It would be beneficial, to examine that most accounts of leadership over the past few

millennia (since the creation of Christian religions) are through the perspective of a

patriarchal society, founded on Christian literature. If one looks before these times, it is

noticed that Pagan and Earth-based tribes in fact had female leaders. It is important also to

note that the peculiarities of one tribe cannot necessarily be ascribed to another, as even our

modern-day customs differ. The current day patrilineal custom is only a recent invention in

human history and our original method of familial practices were matrilineal.

By comparison, bonobos, the second-closest species-relatives of man, do not unite behind the

chief male of the land. The bonobos show deference to an alpha or top-ranking female that,

with the support of her coalition of other females, can prove as strong as the strongest male in

the land. Thus, if leadership amounts to getting the greatest number of followers, then among

the bonobos, a female almost always exerts the strongest and most effective leadership.

However, not all scientists agree on the allegedly "peaceful" nature of the bonobo or its

reputation as a "hippie chimp".

In Section 5 of this course you will cover these topics:
Stress

Ethics And Etiquette

Challenges And Opportunities

Topic : Stress

Topic Objective:

At the end of this topic student would be able to:

 Understanding Stress

 Reactions to Stress
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 Managing Stress

Definition/Overview:

Stress:Stress is a biological term which refers to the consequences of the failure of a human

or animal body to respond appropriately to emotional or physical threats to the organism,

whether actual or imagined. It is "the autonomic response to environmental stimulus.

Key Points:

1. Stress

The term "stress" was first used by the endocrinologist Hans Selye in the 1930s to identify

physiological responses in laboratory animals. He later broadened and popularized the

concept to include the perceptions and responses of humans trying to adapt to the challenges

of everyday life. In Selye'sterminology, "stress" refers to the reaction of the organism, and

"stressor" to the perceived threat. Stress in certain circumstances may be experienced

positively. Eustress, for example, can be an adaptive response prompting the activation of

internal resources to meet challenges and achieve goals.

The term is commonly used by laypersons in a metaphorical rather than literal or biological

sense, as a catch-all for any perceived difficulties in life. It also became a euphemism, a way

of referring to problems and eliciting sympathy without being explicitly confessional, just

"stressed out".

It covers a huge range of phenomena from mild irritation to the kind of severe problems that

might result in a real breakdown of health. In popular usage almost any event or situation

between these extremes could be described as stressful.

2. Stress Models

2.1.General Adaptation Syndrome

Hans Selye researched the effects of stress on rats and other animals by exposing them to

unpleasant or harmful stimuli. He found that all animals presented a very similar series of

reactions, broken into three stages. In 1936, he described this universal response to the

stressors as the general adaptation syndrome, or GAS.
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Alarm is the first stage. When the threat or stressor is identified or realized, the body's

stress response is a state of alarm. During this stage adrenaline will be produced in order

to bring about the fight-or-flight response. There is also some activation of the HPA axis,

producing cortisol.

Resistance is the second stage. If the stressor persists, it becomes necessary to attempt

some means of coping with the stress. Although the body begins to try to adapt to the

strains or demands of the environment, the body cannot keep this up indefinitely, so its

resources are gradually depleted.

Exhaustion is the third and final stage in the GAS model. At this point, all of the body's

resources are eventually depleted and the body is unable to maintain normal function. At

this point the initial autonomic nervous system symptoms may reappear (sweating, raised

heart rate etc.). If stage three is extended, long term damage may result as the capacity of

glands, especially the adrenal gland, and the immune system is exhausted and function is

impaired resulting in decompensation.

The result can manifest itself in obvious illnesses such as ulcers, depression, diabetes,

trouble with the digestive system or even cardiovascular problems, along with other

mental illnesses.

2.2.Selye: eustress and distress

Hans Selye published in 1975 a model dividing stress into eustress and distress. Where

stress enhances function (physical or mental, such as through strength training or

challenging work) it may be considered eustress. Persistent stress that is not resolved

through coping or adaptation, deemed distress, may lead to anxiety or withdrawal

(depression) behavior.

The difference between experiences which result in eustress or distress is determined by

the disparity between an experience (real or imagined), personal expectations, and

resources to cope with the stress. Alarming experiences, either real or imagined, can

trigger a stress response.
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2.3.Lazarus: cognitive appraisal model

Lazarus argued that in order for a psychosocial situation to be stressful, it must be

appraised as such. He argued that cognitive processes of appraisal are central in

determining whether a situation is potentially threatening, constitutes a harm/loss, a

challenge, or is benign.

This primary appraisal is influenced by both person and environmental factors, and

triggers the selection of coping processes. Problem-focused coping is directed at

managing the problem, while emotion-focused coping processes are directed at managing

the negative emotions. Secondary appraisal refers to the evaluation of the resources

available to cope with the problem, and may alter the primary appraisal.

In other words, primary appraisal also includes the perception of how stressful the

problem is; realizing that one has more than or less than adequate resources to deal with

the problem affects the appraisal of stressfulness. Further, coping is flexible in that the

individual generally examines the effectiveness of the coping on the situation; if it is not

having the desired effect, s/he will generally try different strategies.

3. Common sources of Stress

Both negative and positive stressors can lead to stress. Some common categories and

examples of stressors include: sensory input such as pain, bright light, or environmental

issues such as a lack of control over environmental circumstances, such as food, housing,

health, freedom, or mobility.

Social issues can also cause stress, such as struggles with conspecific or difficult individuals

and social defeat, or relationship conflict, deception, or break ups, and major events such as

birth and deaths, marriage, and divorce.

Life experiences such as poverty, unemployment, depression, obsessive compulsive disorder,

heavy drinking, or insufficient sleep can also cause stress. Students and workers may face

stress from exams, project deadlines, and group projects.

Adverse experiences during development (e.g. prenatal exposure to maternal stress, poor

attachment histories, sexual abuse)are thought to contribute to deficits in the maturity of an
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individual's stress response systems. One evaluation of the different stresses in people's lives

is the Holmes and Rahe stress scale.

4. Adaptation

Responses to stress include adaptation, psychological coping such as stress management,

anxiety, and depression. Over the long term, distress can lead to diminished health or illness;

to avoid this, stress must be managed.

Stress management encompasses techniques intended to equip a person with effective coping

mechanisms for dealing with psychological stress, with stress defined as a person's

physiological response to an internal or external stimulus that triggers the fight-or-flight

response. Stress management is effective when a person utilizes strategies to cope with or

alter stressful situations. There are several ways of coping with stress, such as controlling the

source of stress or learning to set limits and to say "No" to some demands that bosses or

family members may make.

5. Stress Management

Stress management is the amelioration of stress, especially chronic stress.

5.1.Models of stress management

5.1.1.Transactional model

Richard Lazarus and Susan Folkman suggested in 1984 that stress can be thought of

as resulting from an imbalance between demands and resources or as occurring when

pressure exceeds one's perceived ability to cope. Stress management was developed

and premised on the idea that stress is not a direct response to a stressor but rather

one's resources and ability to cope mediate the stress response and are amenable to

change, thus allowing stress to be controllable.

In order to develop an effective stress management programme it is first necessary to

identify the factors that are central to a person controlling his/her stress, and to

identify the intervention methods which effectively target these factors. Lazarus and

Folkman'sinterpretation of stress focuses on the transaction between people and their
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external environment (known as the Transactional Model). The model conceptualizes

stress as a result of how a stressor is appraised and how a person appraises his/her

resources to cope with the stressor. The model breaks the stressor-stress link by

proposing that if stressors are perceived as positive or challenging rather than a threat,

and if the stressed person is confident that he/she possesses adequate rather than

deficient coping strategies, stress may not necessarily follow the presence of a

potential stressor. The model proposes that stress can be reduced by helping stressed

people change their perceptions of stressors, providing them with strategies to help

them cope and improving their confidence in their ability to do so.

5.1.2.Health realization/innate health model

The health realization/innate health model of stress is also founded on the idea that

stress does not necessarily follow the presence of a potential stressor. Instead of

focusing on the individual's appraisal of so-called stressors in relation to his or her

own coping skills (as the transactional model does), the health realization model

focuses on the nature of thought, stating that it is ultimately a person's thought

processes that determine the response to potentially stressful external circumstances.

In this model, stress results from appraising oneself and one's circumstances through a

mental filter of insecurity and negativity, whereas a feeling of well-being results from

approaching the world with a "quiet mind," "inner wisdom," and "common sense".

This model proposes that helping stressed individuals understand the nature of

thought--especially providing them with the ability to recognize when they are in the

grip of insecure thinking, disengage from it, and access natural positive feelings--will

reduce their stress.

Topic : Ethics And Etiquette

Topic Objective:

At the end of this topic student will able to:

 Explain the advantages and disadvantages of casual business attire

 Describe the etiquette of coming and going

 Define ethics, etiquette, and morality
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 Differentiate between ethics and etiquette

 List and explain ethical challenges to business

 Define and differentiate profit-quest versus social-accountability philosophies toward

business profits

 Explain the ethical concerns for business social responsibility as it concerns employees,

consumers, the environment, providing information, assisting special employment groups,

and helping small businesses

Definition/Overview:

Ethics: Ethics is the major branch of philosophy that encompasses proper conduct and good

living. It is significantly broader than the common conception of ethics as the analyzing of

right and wrong. A central aspect of ethics is "the good life", the life worth living or that is

simply satisfying, which is held by many philosophers to be more important than moral

conduct.

Key Points:

1. Business ethics

Business ethics is a form of applied ethics that examines ethical principles and moral or

ethical problems that arise in a business environment. In the increasingly conscience-focused

marketplaces of the 21st century, the demand for more ethical business processes and actions

(known as ethicism) is increasing. Simultaneously, pressure is applied on industry to improve

business ethics through new public initiatives and laws (e.g. higher UK road tax for higher-

emission vehicles).

Business ethics can be both a normative and a descriptive discipline. As a corporate practice

and a career specialization, the field is primarily normative. In academia descriptive

approaches are also taken. The range and quantity of business ethical issues reflects the

degree to which business is perceived to be at odds with non-economic social values.

Historically, interest in business ethics accelerated dramatically during the 1980s and 1990s,

both within major corporations and within academia. For example, today most major

corporate websites lay emphasis on commitment to promoting non-economic social values

under a variety of headings (e.g. ethics codes, social responsibility charters). In some cases,
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corporations have redefined their core values in the light of business ethical considerations

(e.g. BP's "beyond petroleum" environmental tilt).

2. Five ethical pressures face managers

The pressures are from customers, employees, creditors, competitors, and owners. Customers

exert pressure on businesses to produce good products and services at the lowest prices

possible. Employees expect fair treatment and a fair wage for the work they perform.

Creditors expect their bills to be paid on time. Competitors pressure a business with new or

improved products and through their prices. Owners or shareholders, and the related

investment industries, expect the maximum return on their money.

3. Forces come together at the time of the ethics gap

Managers, especially top managers, start to look inward, into their companies, and begin to

insulate themselves from customers and, in most cases, the mass of the middle class. Teams

and team members are increasingly rewarded not so much for the contribution they make, but

more for their loyalty to the leader. The age of the share arrives, and with it the philosophy

that a corporation is there to maximize the price of the shares. The baby boom generation

getting closer to retirement was an incidental factor; as baby boomers started to put some

money away, they wanted that money to grow. Many invested in the stock market, either

directly or through retirement accounts, and this increased investment led to a desire for

investing advice, including expectations, which led to pressure to meet those expectations.

Summarizing this and putting it differently, in the 1990s and into this century, there was not

only massive pressure to constantly deliver corporate results that exceeded expectations (due

to the age of the share and the boomers investing large amounts of money), there was also the

means to make a company look like it reached expectations even if it didnt (through pro-

forma-type statements). There were also personal reputations, careers, and fortunes at stake

(the CEOs), a mind set that a large compensation package was a right of being a top manager,

and a team mentality to support whatever the top managers proposed. This caused a situation

where CEOs and top managers felt the need to perform or be replaced, and they each had

money of their own at stake.
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4. Manage and improve business ethics

First, there must be a reason to be ethical, and a definition of ethics must be devised. Second,

there must be communication and training. Third, there are ongoing activities that should be

undertaken, such as conducting ongoing activities like demanding the truth, discovering

where the ethical risks are in the organization, and publicizing examples of ethical (and

unethical) behavior. Fourth, ensuring there is follow-up that prevents people from working

around the ethics policy, holds people accountable for unethical behavior, and asks the type

of questions that can be answered with a simple yes or no when there is a violation.

5. Managers responsibilities

Managers are concerned with their responsibilities:

 To employees

 To consumers

 To the environment

 To provide information

 To assist special employment groups

 To help small businesses

6. Long-Run Consequences

The long-run effects of such actions not only could be disastrous but also could ultimately

sound the death knell for American private enterprise. In the long run, companies cannot

expect to make profits or have any meaningful use for profits if our society is wracked by

tensions related to businesses ignoring their responsibilities.

7. Office Phone, Cellular Phone, Pager, Fax Machine, Copier And E-Mail Etiquette

The office phone is one of the most commonly used pieces of office equipment and one of

the most vital. Often it is the first contact a customer, or potential customer, has with an

organization. That first impression, whether it is of the organization or of you, sends a

powerful message and image to the caller. Answering the phone should always be done in a

professional manner. You should never answer with just Hello, or by simply stating your

phone or extension number. You should not answer the phone with a nickname either, as this
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is unprofessional and lacks authority. Nor should you immediately place the caller on hold. If

you must place someone on hold, ask his or her permission and wait for an answer. They may

not be able to wait, or there may be an emergency.

Try never to leave someone on hold for more than 30 or 40 seconds, but if this becomes

necessary, be sure to apologize when you return to the call. If you think someone will be on

hold for more than a minute, then offer to call him or her back with the information they

requested. When you answer a phone and the caller is unknown to you, immediately write

down his or her name. This allows you to call them by name later in the call, which is far

more impressive than having to ask them what their name is.

Whether you receive or make a call, never eat while on the phone. Try not to talk to others

when you or they are on the phone. If your phone system has call waiting, then it is better to

finish the first call and then answer the second rather than interrupting the first to answer the

second, and then returning to the first. Finish one call, and then move on to the next. If you

make a call and you get a wrong number, always apologize. If you make a conference call,

immediately tell the other parties that you are not the only person on the line. Always ask

permission before using a speakerphone, and use it only when necessary, as they can be quite

annoying to those not on the speaker. And, to facilitate all your calls, create a call-back hour.

A call-back hour is a time for you to return and receive calls without interruption. Ideally, it

is the same hour every day, when people know that they can call and that you will be in.

When you or the person you called is not in, you should follow the etiquette rules for voice

mail and answering machines.

Most businesses have a voice mail system or individual answering machines. There are

guidelines for proper usage for both. For your own system you should have a brief, but

informative, outgoing message (the message someone calling you will hear).

Long outgoing messages, or greetings, are irritating. Likewise, greetings like, Im not in, leave

a message, are irritating and convey a sense of arrogance I want to know who you are but Im

not telling you who I am. The greeting should identify you and your company, it and should

invite the person to leave a message. If you have a call-back hour, you might include this as a

time when you would definitely be in. If you do not have a call-back hour, you may wish to

change your greeting frequently so you can include call-back times. You may also need to
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change your message if you travel and are frequently unable to return calls within 24 hours.

You should check your messages at least twice a day.

When leaving a message on another persons voice mail or answering machine, be brief while

including your name, your phone number, and a time when you can be reached. If your

message must be longer, then make sure it is concise and organized. It is often a good idea to

plan out a message for every call, just in case the person does not answer. Be sure you

include the reason for your call in the message, as the receiver may not know or remember

business phones and voice mail should not be used to play guessing games. Use your best

business voice, speak slowly, especially when saying numbers, and get to the point quickly.

Do not use voice mail for bad news, sensitive information, confidential information, or

complicated information or instructions. Never whine, complain, or leave an angry message it

sounds worse when played back, and it can be replayed for the entertainment of others.

Finally, dont leave the same message over and over; if one or two fail, then try some other

method of contacting the person.

Technology has extended the power of the phone through cellular phones,pagers (or beepers),

and fax machines. While useful, these devices can also be unreasonably intrusive. To

minimize the disturbance to others in the business and work world, all pagers should be the

vibrating type rather than the audible type. Even with a vibrating pager, you should not allow

meetings or other activities to be interrupted with false emergencies. Pagers, unlike cellular

phones, are relatively inexpensive. The cost of airtime for cellular phones dictates that the

first rule of etiquette for them is that their use should be limited. When calling someone on a

cellular phone, be as brief as possible, even if this means calling back later on a wired phone.

If you have a cellular phone provided by your company, it becomes your ethical

responsibility to minimize your time using it by restricting calls to only those for clients and

company business. In any event, you should not talk on a cell phone while walking down the

street or while in a public place like a theater, a restaurant, a classroom, or in a meeting.

Remove yourself from thepresence of others to make a cellular phone call and, for your own

safety and that of others, make sure you can drive and talk on the phone before placing a call

from your car.

Like cellular phones, fax machines also have a cost factor when sending a fax, most of the

cost is paid by the recipient, rather than the sender. Therefore, long documents and

unsolicited documents should not be sent by fax. Use overnight delivery for long, urgent
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documents and third class for junk mail and other unsolicited information. Fax etiquette also

calls for the sender to include his or her name and number with the name and number of the

intended recipient. If you find someone elses fax on the machine, read the cover page only,

place the fax in the recipients mail, and call the person to let him or her know it is there.

Never read another persons fax; it is the same as opening his or her mail.

Copy machine etiquette is concerned with user order and care of the copier itself. If two

people arrive at the copy machine simultaneously, the one with the smaller job should go

first. Someone with a large job should interrupt their copying for those with small jobs (one

copy of a few pages or a few copies of one page). However, if the large job required an

involved setup (special paper, or reductions or enlargements), the large job should not be

interrupted. Anyone changing the normal setting of the copier should return the machine to a

standard configuration white, 8.5 x 11-inch paper, single copy, single sided, normal darkness,

and reduction/enlargement at 100% (no reduction or enlargement). The paper tray should

never be left empty. Low toner should be replaced and jams fixed. If you are unable to do

these things, they should be reported immediately.

The increase in usage of the Internet and of intranets has made e-mailvery popular. E-mail is

best for shorter messages two pages is stretching the limit. If you have a long message, send

it as an attachment. However, be sure your recipients have the software the attachment was

created with.

For example, dont send a Microsoft Word attachment when everyone else is using Corel

WordPerfect, or vice versa. These messages should contain nothing that you wouldnt want

everyone to know, as it is possible for employers to monitor (read) e-mail messages, and it is

sometimes possible to retrieve messages that you have deleted. Do not type your entire

message in capitals, as this makes it appear that you are shouting at the recipients. Not all

recipients are familiar with Internet abbreviations, so do not use them ask to meet with

someone face-to-face rather than saying you want to meet IRL (in real life). Do not assume

that everyone in the organization uses e-mail. If you need to know that someone received

your message, set the Return Receipt function, which will send you a message when the

recipient has accessed your message. Always set the Priority function carefully. If all of your

messages are sent at the highest priority, High Priority will become meaningless for

recipients of your messages. Likewise, do not abuse the broadcast and cc: functions. Do not

broadcast your every thought to all persons in the company, nor should you cc: (carbon copy)
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the CEO or others on every message just to show you are working; this makes it appear like

you are trying to ingratiate yourself to them.

8. Shared Workspaces Etiquette

With the advent of hoteling, cubicles, and other shared workspaces, people often come into

closer contact than before. Etiquette for shared facilities is concerned with sharing space and

sharing computers. In either case, the privacy of others must be respected if you expect others

to respect yours privacy. Never read from the desks or computer screens of others, and do not

interrupt or disturb others as they work. Keep the shared areas clean; do not monopolize the

use of a shared computer or printer. Do not view, change, or delete other peoples files or their

software or computer settings. If there is a shared coffee pot, clean and refill it when it is

empty, and pay your fair share for supplies, if that is the custom. If there is a shared water

cooler, change the bottle when it is empty, or notify the person responsible for changing it,

and, as with the coffee, pay your fair share. If there is a shared refrigerator, label your items

and remove leftover food before it spoils. In general, treat everyone else the way you would

want your mother treated.

9. Meeting etiquette

Most meeting etiquette applies to people managing meetings. If you are simply attending a

meeting, proper etiquette calls for you to arrive prepared and on time. If you are late, you

should apologize, but you should not offer an excuse. Excuses delay the meeting even more,

and they are often not believed anyway. If you are running a meeting, you are responsible for

much more.

Before calling a meeting, you are responsible for determining if the meeting is necessary. The

question to be answered is whether or not your objectives can be achieved through a means

otherthan a meeting. If you must call a meeting, it is your responsibility to prepare and

distribute an agenda, giving everyone sufficient advance notice. The agenda needs to include

the date, time, location, and purpose of the meeting. The number of people may vary

according to the purpose of the meeting. Five or six people is often the effective limit for

problem-solving meetings, while 10 people or fewer may attend a problem-identification

meeting. Adequate facilities must be obtained, including sufficient space, lighting, and

ventilation, with minimum noise and interference. The projected length of the meeting should

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

115
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



be included, and every effort should be made to finish on time or early. Break time is

typically required for meetings lasting longer than 90 minutes.

Prior to a meeting you have called, it is proper for you to arrive first. You should arrive early

enough to review the arrangements, ensuring that everything is prepared, that any food or

equipment has arrived, and that all of the equipment is working properly. The more high-

technology equipment is being used for the meeting, the earlier you should arrive, especially

if you are unfamiliar with the equipments operation. You are responsible for starting the

meeting on time, ensuring that everyone participates, taking minutes or arranging for them to

be taken by someone else, keeping the discussion relevant (according to the agenda), and

ending on time. Meetings should take precedence over phone calls, and if some people need

to be present for only part of the meeting, it is acceptable to allow them to present their

material and leave. After the meeting, you are responsible for returning the room to its pre-

meeting condition or ensuring that this is done by others, and for ensuring that the minutes

are typed and distributed to all those in attendance and all those unable to attend.

10. Attire etiquette for men and women

10.1. Attire for men

Well-dressed men wear suits for business. Everything about the suit is coordinated,

meaning that articles that should match are precisely matched while articles that contrast

do so obviously. For example, all of your leathers (shoes and belts) must match.

However, you do not wear a striped suit with a striped tie and a striped shirt. At most, two

of these three may be striped, and it is safer to have just one of the three striped and the

other two a solid color a navy blue suit with a white shirt and a rep (diagonally striped) tie

is always acceptable. Or, a navy suit with white pinstripes, a white shirt, and a maroon tie

with small white polka dots would be fine for all business occasions. Business suits

should be wool, although a wool-polyester blend that is at least 45% wool can be

acceptable. It may be possible to wear a cotton or linen suit in warm climates, but keep in

mind that these fabrics wrinkle easily. The suit should be blue or gray, and solids,

pinstripes, and chalkstripesare acceptable. Dark plaids may be used, especially plaids that

are nearly invisible. If you ever have the slightest doubt about a color or plaid being too

loud, do not buy it. Your doubt or hesitation is a warning to yourself, one you should

listen to.
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The shirt should be cotton, which is cooler than other materials, but does tend to wrinkle.

A cotton-polyester blend will wrinkle less but is not as cool; the blend should be more

than 50% cotton. Whichever shirt you choose, the collar should, for almost all occasions,

be white. This may be a solid white or a striped shirt. The stripes may range from

pinstripes up to 1/16th-inch wide. Occasionally, a blue or very pale pastel shirt may be

acceptable. All business shirts are long-sleeved.

The selection of a tie can make or break a suit. Business ties are silk, and are worn with

no tie tack or with a simple one. The tie may be a solid color, but more often some design

is included. Initially, select conservative ties, which are accepted everywhere. As with

other aspects of attire, once you have observed the accepted customs of top managers and

clients, you may be able to deviate from the strict conservative look. In any event, you

may safely select a coordinated polka-dot tie (your shirt color should match the color of

the dots). A rep tie (a diagonally striped tie) is another fine choice, as are ties with a

repeating diamond pattern and the extremely versatile paisley.

The remainder of business attire includes some items with choices to be made and some

without. For example, the color of your socks must match the color of your pants, not

your shoes. You may choose between lace-up shoes and a dressy slip-on, as long as they

are conservative, black leather. A freer choice is available when selecting between a belt

and braces (suspenders). Braces are more comfortable for sitting, hold the trousers at a

consistent height, hold pleated trousers better, and allow for personal discretion in

selecting a color or pattern. Belts seem less yuppie-ish, allow men to wear their trousers

under their stomachs easier, and do not have straps to slip off your shoulder or to feel

uncomfortable in hot weather. If a belt is selected, it should have a simple, conservative

buckle.

10.2. Attire for women

Women should follow a similar conservative pattern, at least until becoming more

familiar with the attire of top management. If the top women managers dress a little less

conservatively, then you may also. However, you should start with the basic business

skirted suit a blazer-cut jacket and matching skirt or dress with jacket. The skirt should

reach to just at or below the knee, a length that is always acceptable and shows that you

are not just trying to keep up with the current fashion. Typically there is no vest worn
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with this basic business attire, and a scarf is optional. Ties should be avoided, as they

make you seem as if you are trying to imitate male attire. The first choices for the suit

material are wool or linen. A second choice is any synthetic that imitates wool or linen

well. Solids, tweeds, and plaids are acceptable, but pinstripes should be avoided as they

too can be seen as too great an attempt to imitate male attire.

In general, women have more color choices for businesswear than men, although both

men and women can wear many of the same colors. The most conservative choices,

which are the better ones to start with, include medium gray, dark gray, medium blue,

navy, deep maroon, and camel.

The blouse that accompanies the skirted business suit should be simple free of frills,

patterns, or unusual collars. The collar should be equivalent to that of a mans shirt worn

with the top button open. The first choices for the blouse material are cotton or silk, with

the second choice being any synthetic that successfully imitates cotton or silk. The blouse

should be of a solid color and may be white, any shade range between beige and tan, any

blue, any brown, maroon, light gray, or pink. The blouse must contrast and coordinate

with the color of the suit.

Other items include shoes, which should be plain pumps in blue, black, deep brown, or

gray. The shoes must be coordinated with the suit. Neutral, or skin-tone, panty hose

should be worn with a business suit. Makeup should be subtle to the point that people

think you are wearing none, while any perfume should be light. Whenever feasible a

businesswoman should carry an attach case rather than a purse or handbag. Jewelry

should be simple and tasteful, never overdone.

10.3. Casual attire

Some workplaces have instituted a casual day. This is often Fridays, when the official or

unofficial dress code is relaxed or abandoned. The casual day is not necessarily a

blessing. Even though the standards of attire are supposedly lowered, what you wear will

still be scrutinized. Now, instead of businesswear and casual clothing, you may need to

own attire that falls in between these two something that is now being called business

casual. Also, while the dress restrictions have been eased, this is often done only for those

with no client contact. This means that people must check the calendar (to see if it is a
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casual day) and their schedules (to see if they have outside appointments) before getting

dressed in the morning. While dressing appropriately for appointments is a concern,

casual dress itself also has some problems. For many companies a large problem is that

workers have taken the casual concept too far. Workers have come to work in sweatsuits,

shorts, and spandex. Another drawback to casual dress, say some, is that it also leads to

casual attitudes. One firm found that the sales staff felt that casual day was a no-sales-call

day instead of getting one relaxed-dress day the firm got one less workday. The policy

was soon reversed. If you are permitted and you decide to participate in casual business

dress, it may be best to begin with sport coats, and sweaters and slacks, before trying a T-

shirt and blue jeans. It may also help to consult a local mens or womens business clothes

store or upscale department store like Nordstrom for ideas on appropriate casual

businesswear. As with regular business attire, start conservative,observe what others wear

and their reaction to what you wear, and do not push the casual limits too far.

11. Etiquette of Coming and Going

In the world of business, there is much coming and going, and there is etiquette for doing this

properly. Whether entering or exiting doors, elevators, escalators, or staircases, those in the

business world should follow certain guidelines. In some ways, the etiquette is simpler today

than in the past. For example, when it comes to opening doors, the general rule today is that

whoever reaches the door first should open it for others. It no longer matters whether this is a

man or a woman. There are three main exceptions, however. First, a younger person should

hold the door for a significantly older person. Second, a customer or client should never have

to hold or open a door. Third, anyone needing assistance should have the door held, as a

courtesy. If a group arrives at a revolving door, then the host or first to arrive goes first,

pushing to help the others.Upon reaching automatic doors, the first to arrive goes through,

yielding to the elderly, people with bulky packages, and people with disabilities.

The rules are similar for elevators, stairs, and escalators. Before entering an elevator, allow

those already on to exit. First arrivals enter first, except for a host or the disabled. Those

nearest the door exit first or move to allow others to exit. A host allows a guest or client to

enter and exit first, holding the door open for him or her. The person nearest the controls

should hold the door-open button until all have entered or exited. On stairs and escalators, the

host or first arrivals ascend or descend first.
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12. Business Dining

The first general rule of business dining is to remember that the food is not the central issue.

The whole purpose for the business lunch is business. Second, business is properly discussed

after everyone has placed an order. Dont appear overeager and begin talking shop until

everyone has had a chance to look at the menu and order, otherwise you delay the meal: the

pause after ordering is a natural time to change the subject to business. When you do start to

discuss business, do not speak so loudly that those at other tables hear you.

Ordering a business lunch or dinner has a set of rules all its own. To indicate that you are

ready to order, close your menu and place it on the table. Since the main reason for the meal

is to conduct business, order foods that will not interfere with the discussion and will be easy

to eat. Do not order foods like lobster, clams in the shells, or corn on the cob. Furthermore,

guests should not order the most expensive item on the menu unless invited to do so by the

host. Guests should also not order a first course unless others do. Since alcoholic drinks are

often not part of a business lunch, guests should wait to see what the host does, and if alcohol

is ordered it should be consumed in moderation (one, maybe two, drinks). You should not

drink at all, however, if you are trying to close a sale or deal.

Once the food arrives, the trouble really begins for some people. First, if it is a buffet lunch,

do not pile your plate high with food. Remember, the real purpose is to conduct business, not

to graze like cattle. Buffet or not, the next step is to decide which silverware to use. The first

major point here is to use silverware for virtually everything, even French fries and chicken.

Next, in general, start using the utensils on the outsides of the setting first. For example, if

there is a salad with the meal, the salad fork is typically the leftmost utensil. If you drop a

piece of silverware, leave it on the floor and quietly ask the waiter for a replacement.

Once you have the correct utensil, remember the basic rules. With soup, move the spoon

away from you while in the bowl, then toward you to eat the soup, eating silently from the

side of the spoon. When cutting foods, hold the fork in your left hand at a 45-degree angle

from the plate, cutting one or two pieces of food at a time.Do not hold the fork vertically in

your fist and saw your food like you are playing a bass fiddle. After cutting, there are two

acceptable methods for bringing the food to your mouth. The more common method in the

United Statesis to set the knife down (placing across the top of the plate), switch the fork

from the left hand to the right, and bring the food to the mouth with the right hand. The fork
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must then be switched back to the left hand for additional cutting. The other method is to

leave the fork in the left hand and bring the food to the mouth with it after cutting. Not

everything is cut, however. Do not cut bread or rolls; instead, break off a piece, butter it if

you wish, and eat it. To signal that you are finished eating, place your knife and fork

diagonally across the plate, and if coffee is served do not blow on it; simply let it sit until cool

enough to drink.

There are rules of etiquette for both host and guest during business dining, starting with who

pays. In general, the person issuing the invitation to lunch or dinner (or even breakfast!) pays

the bill. During the ordering, the host should allow the guest to order first by telling the wait

staff to allow my guest to order first. This also signals to the wait staff that you are the one to

receive the bill. An even-more-discrete method is for a host to arrive early enough to sign an

open charge slip, instructing the staff to add a gratuity (possibly even 20% in this case). With

this method, when the meal and business are complete, the entire payment scene is avoided,

and you have given the impression of being important enough to have some type of standing

account with the establishment. Another subtle signal a host can provide is to mention items

that look good on the menu. This gives the guest an indication of what the host is considering

and a price range that is comfortable to all. As a guest, etiquette calls for to wait to eat until

the host begins.

Finally, here are some general guidelines for good manners. Do not place your elbows on the

table while you eat, and say please and thank you often. Do not eat until everyone at your

table has been served. If you must leave during a meal, place your napkin on your chair, and,

because it makes people uncomfortable, do not send food back unless it is completely unfit to

eat. To send something back runs the risk of making you look pretentious or insulting your

host. If the occasion arises for you to reciprocate with an invitation, you must do so at a

restaurant of similar quality.

13. Etiquette of business cordiality

There are times when business dealings seem to cross a line into the social world. At these

times etiquette is important so that the correct mix is maintained. For these occasions, to

promote cordiality, that mix should contain more social content and a little less business.

Three areas appear to need special guidance writing thank you notes, gift giving, and the

office Christmas party.
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13.1. Thank-you notes

Thank-you notes can serve two main purposes either to simply thank someone in general

for what they have done, or to thank someone and send a business message. In either

case, the note also serves to keep your name on the mind of the recipient. Thank-you

notes should be sent:

o When you have received a gift

o After special lunches or dinners (like the first one at which you are a guest or one at

a special restaurant.

o To recognize a special favor or performance above-and-beyond the call of duty

o After the first sale or at the close of large sale or a large deal

Thank-you notes can be especially effective today because they are less common than in

the past, but they must be sent out within 24 hours of the incident that prompts you to

send one. A good thank-you note will also be brief, simple, and personalized. The note

should be handwritten, if you can write legibly, on good-quality 5 x 7-inch paper. The

message should be organized into three parts. The first part should thank the person for

the specific incident. If you need to conduct any business, that should comprise the

second part of the note. The third part, if needed, should promise a specific follow-up a

phone call, information that you are including with the note, or information that you will

send later.

13.2. Gifts

Another way to say thank you or to recognize someone is to give a gift. There are

cautious rules of business etiquette regarding gift-giving, however. A manager may give a

subordinate a gift, but gifts should not travel up the chain of command, as this is viewed

as ingratiation. A clients gift must never be able to be interpreted as an attempt to bribe or

influence decision making. Gifts should cost less than $25 (the limit for deducting for tax

purposes the cost of a business gift). Client gifts should be useful and should take the

receivers personality into account. Gifts to workers should not be related to work. For

example, a compact disc would be suitable for a music lover, or a bookstore gift
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certificate would be appreciated by a reader. Brand-name gifts are best, but no personal

items (perfume, clothes) should be selected as gifts. A carefully selected gift is always

more meaningful than cash.

13.3. Christmas parties

Gifts are often given around the Christmas/New Year holidays, often at the time of the

office Christmas party. The party itself has rules of etiquette to be followed if you wish to

maintain your dignity, respect, and relations with your managers, peers, or subordinates.

o To be safe you should

o Limit your consumption of alcohol for your own safety and to make following the remainder

of these guidelines easier

o Not try to be the life of the party

o Not flirt

o Not divulge secrets or violate confidences

o Remember your position dont be overly familiar with your manager(s) or workers

o Not discuss work; after all, it is a party

14. Rules of Etiquette

When someone breaks a less-important rule of etiquette, like wearing colors that do not

coordinate or eating with the wrong fork, it is often best to ignore the incident. If no real harm

is done, do not embarrass the person. For the breaking of more-important rules or for

blunders that can damage client and other important relations, discreetly mention the situation

to the person in private. In fact, most violations of the rules of etiquette should be handled

directly and in private. For example, if a man calls a woman sweetie or honey, she should tell

him in private that she does not appreciate being referred to in this manner. Never answer an

offensive remark with one of your own. Instead, tell the person who made the joke that such

humor makes you uncomfortable. During a job interview, if the interviewer asks you how

you will get to work or who will care for your children if you get this job (which is an illegal

question), you should answer the hidden question the interviewer is really asking. He or she

doesnt really care how you get to work or who cares for your children, what the interviewer

really wants to know is whether or not you will be at work each day, on time. Assure the

interviewer that you will and, if possible, offer evidence that you have, for instance, never
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missed a day of work for the last three years. To many people, smoking is a sensitive topic.

Only after you have privately approached a person smoking in the no-smoking lounge, to no

avail, should you consider enlisting the help of a manager or others. You should remember

the rules of etiquette even if those around you do not.

Topic : Challenges And Opportunities

Topic Objective:

At the end of this topic student will able to:

 Recognize the increased concern of organizations for global organizational behavior issues

 Explain the need to understand differences in customs among different cultures and list

examples of variations in customs

 List examples of differences in communications, workforces, and labor laws among other

cultures and countries

 Identify methods for reducing the effects of culture shock and repatriation related to foreign

job assignments

 Explain the importance of multicultural issues to organizations

Definition/Overview:

Organizational Behavior: The objectives of this topic are to introduce to the study of

organizational behavior and to describe the elements of the working environment, which is

where organizational behavior occurs. Student should realize the importance of studying

organizational behavior and understand how the physical and mental work environments

affect student as an employee. Student should also begin to understand how you and the way

they influence others.

Key Points:

1. Organizational Culture

As more U.S. firms become global in their operations, more of them will need employees

who are global in their outlook. The concepts that you have already studied in this text will

have to be adapted to what could be termed global organizational behavior. OB concepts such
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as communication, motivation, leadership, morale, and adaptation to change are especially

important to managers of global operations. The ability to apply OB concepts situationally to

cultures that are foreign is becoming increasingly important for American managers.

2. Labor laws are differ among other cultures and countries

Labor laws related to such factors as vacations, family leave, compensation, discharge, and

taxation also differ considerably from country to country. Mangers are expected to conform

to the regulations of the countries in which they operate. Each country varies in the ease or

difficulty with which employees can be lawfully discharged.

The degree of worker participation in managerial decision making also varies among

countries. In some nations codetermination worker representation on the board of directors is

legally required. German firms provide an interesting example of codetermination: German

managers are generally noted for their more authoritarian approach to leadership in

comparison with their American or Japanese counterparts, yet workers are, by law, entitled to

have representatives serve on the executive committees of large corporations. Manager

Representatives are also elected to serve on management committees.

Nonmanagementrepresentatives are expected to make managerial decisions that are in the

best interests of the organizations and the workers. As a result of codetermination, recent

labor strife in Germanyhas typically been substantially less than in the past.

3. Multicultural issues important to organizations

Americans today live and work in a society that is more multiculturalthan ever before. Most

observers of the American scene would agree that progress has been made in the area of civil

rights and in the more equitable treatment of minorities and women groups that have received

unfair treatment, especially in employment, in the past. Although much progress has been

made in recent decades, in our diverse society there still remain considerable prejudice and

discrimination toward these groups. A word seldom used in the past xenophobia has become

commonplace in recent years. Xenophobia is an unreasonable fear or hatred of foreigners or

people who are different.
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4. Prejudice And Discrimination

o Prejudice is related to attitudes. It is basically an internal phenomenon that entails

the act of prejudging, or the making of judgments based on insufficient evidence.

If you understand and are reasonably well-acquainted with something or someone,

in effect you are not prejudging.

o Discrimination is the result of prejudice and is external. It is an action directed

either against or in favor of something or someone. Attitudes can cause prejudice,

which may then lead to discrimination.

5. Discrimination laws

One of the most significant acts of Congress is the Civil Rights Act of 1964, whose Title VII

provides for equal employment opportunities. The act prohibits employers, labor unions, and

employment agencies from discriminating against persons on the basis of color, religion, sex,

or national origin. The act also established the Equal Employment Opportunity Commission.

The EEOC, as it is typically called, has the responsibility for regulating employment

practices of organizations under civil rights acts. Most federal contracts also have clauses

requiring acceptable proportions of minority employees. Many firms are monitored by the

Office of Federal Contract Compliance to ensure that they have adequate minority

representation.

Section 703 of the Civil Rights Act of 1964 exempts certain employment practices from the

scope of Title VII enforcement. The major exceptions are the bona fide occupational

qualification (BFOQ) exception, the testing requirement exception, and the seniority

exception. Well briefly look at each of these.

Another important exception to Title VII is Section 703(h) of the Civil Rights Act of 1964,

which authorizes the use of professionally developed ability tests if they are not designed,

intended, or used to discriminate. For example, a commercially developed typing test or math

ability test can be used, as long as the wording of the materials, or the usage of the results,

does not discriminate against any group.

Another exception to the Civil Rights Act of 1964 can be found in Section 703(h).

Organizations that have seniority systems provide a degree of security to employees who
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have been employed for longer periods of time. A seniority system refers to a set of rules that

ensure workers with longer years of continuous service for an employer a priority claim to a

job over others with fewer years of service.

6. Challenges facing women in todays workplace

Weve already discussed the effect that our past experiences our culturalization have had on

our perception and values. In the same way that we are what we eat, our attitudes are

conditioned psychologically by the nourishment that our minds absorb.

Although there have been substantial changes in the use of sexual stereotypes in grade-school

primers, a large proportion of American adults were raised on a reading diet of little girls

compartmentalized into inferior roles. These stereotypes were perpetuated by high schools

not permitting young women to attend automobile mechanics, wood shop, and other trade

classes. Many young women were instead encouraged to concentrate on courses in home

economics. Years ago, women were also believed not to have a head for science.

The mommy track concept was popularized by Felice Schwartz, a womens rights advocate,

who points out that too many employers give manager-moms only two options: full-time

work or no work at all. Schwartz says that, instead, companies should offer flexible working

hours, part-time jobs, and job sharing for working mothers.

Even with increased awareness and attention to harassment, the problem continues. The safe

path between flirtation and harassment, between welcome and unwelcome attention, is a

rather fuzzy line, one that isnt always easy to pinpoint. As a result, some well-intentioned, but

uncertain, men have taken to bluntly asking women Wheres the line? in an attempt not to be

perceived as intentionally harassing them.

6.1. Sexual harassment

This term was intentionally not defined in the topic in order to allow students to attempt

to write their own definitions. In analyzing or discussing their answers, you will probably

need to focus on the issue of who decides when an action is harassment. Many definitions

essentially state that it is up to the individual. In other words, if some feel they were

harassed, then they were harassed. There can be difficulties, then, in knowing what each

person defines as harassment. An alternative is to follow the example of most tort law.

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

127
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



Here, the reasonable person standard is used. If an action would be considered harassment

by a fictitious reasonable person, then it is harassment. See what your students think, and

discuss the advantages and disadvantages of their definitions.

7. Problems older workers face

There is an expression often uttered by older workers that stresses part of their plight: Too old

to rehire and too young to retire. Once out of work, individuals over 40 are likely to remain

unemployed much longer than their younger coworkers. In fact, the likelihood of long-term

unemployment actually tends to increase with age. From the age of 40, many unemployed

workers often find job hunting a nightmare.

Older women share the same unemployment problems that older men do and then some.

Older women face even greater barriers than men after age 40, their unemployment rates

being one-third higher than mens. Older women remain out of work longer than older men,

and income is also lower for older women.

Another major problem for older persons, especially those over age 50 , is that when they

lose their jobs, they have difficulty finding others. A large proportion of workers not covered

by employer-sponsored retirement plans, or who had pensions in companies that went

bankrupt, face potential financial problems when they retire. They also face personal

problems, including loneliness, loss of purpose, housing difficulties, failing health, and fear

of death.

An attitude toward the aging often expressed by employers is that operating costs rise when

older people are hired because of the increased expense for health and retirement plans. Not

all employers, however, agree that costs necessarily rise; some contend that any increased

cost in benefits is more than offset by savings in turnover and training costs plus not having

to pay retirement costs until later. Another cause of age bias is the assumption that younger

persons potentially have more years remaining with a company; that is, a 25 year-old could

potentially be with an organization for 40 years, while a person age 50 would ordinarily have

only 10 to 15 years remaining.

However, studies have consistently indicated that turnover rates are actually higher among

people 25 to 34 years old than among those over 50 years old. Younger people often feel that
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they have less to lose by changing jobs, or even careers, early in their working years. The

older individual is far more likely to finish out his or her career with a company than a

younger one. Furthermore, the average time that all individuals have held their jobs is only

between three and four years. In light of this information, 10 years is a fairly long time for a

company to have the potential of a mature, trainable person, and that assumes that at 50 the

person becomes unable to work. Usually, such is not the case in the real world.

Another attitude that has worked to the detriment of older employees is the belief that older

workers are physically weaker than younger ones. Although this contention is often true,

exceptions are numerous. Many members of society, including medical doctors, tend to try to

force the aging into a preconceived role. After all, arent old people supposed to be sick much

of the time? On occasions when an older employee has not had sufficient muscular strength

for a specific job, some concerned managers have either reassigned the person to a different

job within the organization or redesigned the job to enable a physically weaker person to

perform it. There is also the belief that older employees have higher rates of absenteeism,

another myth refuted by many managers. Studies have consistently shown that older people

have a substantially lower absenteeism record than younger ones.

8. Disabled Workers Workplace Problems

Many employers, for reasons that we shall examine, are afraid to hire persons with physical

or intellectual disabilities. Many Americans have met with unfortunate accidents and may

have to spend their entire lives in wheelchairs; others have become disfigured as a result of

fires; and some were born with impaired vision or other disabilities. For many challenged

persons, regardless of their condition, entry into the job market has been as difficult as for

minority groups in the past.

People with disabilities continually encounter other forms of discrimination, such as those

caused by architectural, transportation, and communication barriers and overprotective rules

and policies. Unfortunately, people with disabilities, as a group, have long occupied an

inferior status in American society and have been severely disadvantaged vocationally,

economically, and educationally.
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8.1. Affect disabled workers

Two principal laws assist individuals with disabilities. The first, the Rehabilitation Act of

1973 (amended in 1980), is aimed at the public sector and affects all federally assisted

programs and activities. The act introduced a new philosophy of hiring people with

disabilities in the United States, finally extending the concept of affirmative action to

those with disabilities. Section 503 of the law states that firms with government contracts

in excess of $2,500 have significant responsibilities to people with disabilities. The law

requires that efforts be made to select qualified individuals with disabilities, and it also

requires employers to attempt to make sure that people with disabilities will be accepted

by their supervisors and coworkers and receive promotional opportunities. In addition,

accommodations are to be made by employers so that individuals with disabilities will not

face insurmountable obstacles.

Section 504 of the act requires that organizations receiving government grants (as

opposed to contracts in Section 503) must also adopt nondiscrimination policies related to

workers with disabilities. An additional part of the act (originally controversial because of

the cost of implementing it) is the provision that requires providing physical access for

individuals with disabilities to public schools, colleges, community health and welfare

facilities, and public transport and housing. However, it doesnt require that every building

or part of a building be accessible, only the program as a whole. The act allows any

person with physical or intellectual challenges who has been discriminated against to file

a complaint with a regional office for civil rights.

Another significant law, the Americans with Disabilities Act of 1990 (ADA), broadens

the scope of the Rehabilitation Act by requiring that private, as well as public, employers

provide persons with disabilities the same protection against discrimination as provided

by other civil rights legislation. The Equal Employment Opportunity Commission

(EEOC) is responsible for implementing the intent of the ADA. For businesses, the

ADAprovides an area for concern not so much from the intent of the law, but from its

wording. Businesses must make reasonable accommodations in order to employ the

disabled but not so much as to cause undue hardship to the firm. These four words create

vagueness for businesses trying in good faith to implement the law
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