
“Organizational Behavior Management”.

In Section 1 of this course you will cover these topics:
The Field Of Organizational Behavior

Organizational Justice, Ethics, And Corporate Social Responsibility

Individual Processes: Personality, Emotions, Perception And Learning

Topic : The Field Of Organizational Behavior

Topic Objective:

When student finish this topic, they should be 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
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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 nonworklife as they are for their work life. They may have

employee assistance programs to help with work and nonwork problems. 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).

Example Case/Study:

Topic : Organizational Justice, Ethics, And Corporate Social Responsibility

Topic Objective:

 Explain the advantages and disadvantages of casual business attire

 Describe the etiquette of coming and going

 Define ethics, etiquette, and morality

 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
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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,

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.

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

10
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



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.

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.
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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

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.
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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

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
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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

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
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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)

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
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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

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
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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.

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
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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

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.
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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

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
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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.

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
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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

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
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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.

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.
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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

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
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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

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.
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Example Case/Study:

Topic : Individual Processes: Personality, Emotions, Perception And Learning

Topic Objective:

At the end of this topic student will able to learn:

 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

 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

Topic Objectives:

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.

Personality: An individual's personality is an aggregate conglomeration of decisions we've

made throughout our lives (Bradshaw). There are inherent natural, genetic, and

environmental factors that contribute to the development of our personality; however, in the

pursuit of a more defined persona, many individuals enroll in courses offered in colleges to

further or enhance the image they intend to project to others.

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
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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.

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

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

26
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



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

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
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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

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.
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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

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

societies. For example,Maris Martinsons has 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.

5.2.Neuroscience perspective

The anterior cingulate cortex (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.

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.
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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.

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.
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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.

7. Personality Development

These classes assist in identifying your conscious traits and contrasting them with what you

intend to exhibit. According to process of socialization, "personality also colors our values,

beliefs, and expectations...Hereditary factors that contribute to personality development do so

as a result of interactions with the particular social environment in which people live." There

are several personality types as Katharine Cook Briggs and Isabel Briggs Myers illustrated in

several personalities typology tests. These tests only provide enlightenment based on the

preliminary insight scored according to the answers judged by the parameters of the test.

Other theories on personality development are Jean Piaget stages of development, and

personality development in Sigmund Freud 's theory being formed through the interaction of

id, ego and superego.

8. Developmental milestones

Milestones are changes in specific physical and mental abilities (such as walking and

understanding language) that mark the end of one developmental period and the beginning of

another. For stage theories, milestones indicate a stage transition. Studies of the

accomplishment of many developmental tasks have established typical chronological ages

associated with developmental milestones. However, there is considerable variation in the
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achievement of milestones, even between children with developmental trajectories within the

normal range. Some milestones are more variable than others; for example, receptive speech

indicators do not show much variation among children with normal hearing, but expressive

speech milestones can be quite variable.

A common concern in child development is developmental delay involving a delay in an age-

specific ability for important developmental milestones. Prevention of and early intervention

in developmental delay are significant topics in the study of child development.

Developmental delays should be diagnosed by comparison with characteristic variability of a

milestone, not with respect to average age at achievement. An example of a milestone would

be eye-hand coordination, which includes a child's increasing ability to manipulate objects in

a coordinated manner. Increased knowledge of age-specific milestones allows parents and

others to keep track of appropriate development.

Example Case/Study:

In Section 2 of this course you will cover these topics:
Coping With Organizational Life: Stress And Careers

Work-Related Attitudes: Prejudice, Job Satisfaction, And Organizational Commitment

What Motivates People To Work?

Topic : Coping With Organizational Life: Stress And Careers

Topic Objective:

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
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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.

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.
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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.

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

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

35
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



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

individual's stress response systems. One evaluation of the different stresses in people's lives

is the Holmes and Rahestress 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
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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

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
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grip of insecure thinking, disengage from it, and access natural positive feelings--will

reduce their stress.

6. Career

A career is mostly seen as a course of successive situations that make up a person's

occupation. One can have a sporting career or a musical career without being a professional

athlete or musician, but most frequently "career" in the 20th century referenced the series of

jobs or positions by which one earned one's money. It tended to look only at the past.

As the idea of personal choice and self direction picks up in the 21st century, aided by the

power of the Internet and the acceptance of people having multiple kinds of work, the idea of

a career is shifting from a closed set of achievements, like a chronological rsum of past jobs,

to a defined set of pursuits looking forward. In its broadest sense, career refers to an

individuals work and life roles over their lifespan.

In the relatively static societies before modernism, many workers would often inherit or take

up a single lifelong position (a place or role) in the workforce, and the concept of an

unfolding career had little or no meaning. With the spread during the Enlightenment of the

idea of progress and of the habits of individualist self-betterment, careers became possible, if

not expected.

7. Career Assessments

Career Assessments are tests that come in a variety of forms and rely on both quantitative and

qualitative methodologies. Career Assessments can help individuals identify and better

articulate their unique interests, values, and skills. Career counselors, executive coaches,

career development centers, and outplacement companies often administer career assessments

to help individuals focus their search on careers that closely match their unique personal

profile.

8. Career counseling

Career counseling advisors assess people's interests, personality, values and skills, and also

help them explore career options and research graduate and professional schools. Career

counseling provides one-on-one or group professional assistance in exploration and decision
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making tasks related to choosing a major/occupation, transitioning into the world of work or

further professional training. The field is vast and includes career placement, career planning,

learning strategies and student development.

By the late 20th century a plethora of choices (especially in the range of potential

professions) and more widespread education had allowed it to become fashionable to plan (or

design) a career: in this respect the careers of the career counsellor and of the career advisor

have grown up. It is also not uncommon for adults in the late 20th/early 21st centuries to have

dual or multiple careers, either sequentially or concurrently. Thus, professional identities

have become hyphenated or hybridized to reflect this shift in work ethic. Economist Richard

Florida notes this trend generally and more specifically among the "creative class."

9. Personal Development

Personal Development refers to activities that enhance self-knowledge and identity, develop

talents and potential, improve human capital and employability, enhance quality of life and

realize dreams and aspirations. Personal development is not limited to self-development or

self-help; it also includes developing others and by extension refers to the methods,

programs, tools, techniques, and assessment systems used in personal development.

10. Self-improvement

At the level of self-improvement, personal development includes the following:

 Becoming the person one aspires to be; integrating social identity with self-identification

 Increasing awareness or defining of ones priorities, values, chosen way of life or ethics.

 Strategizing and realizing dreams, aspirations, career and lifestyle priorities.

 Developing professional potential and talents; developing individual competencies, learning

on the job

 Improving the quality of lifestyle in such areas as health, wealth, culture, family, friends and

communities.

 Learning techniques or methods to expand awareness, gain control of one's life or achieve

wisdom.
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The personal development of others may be a function within the role of teacher or mentor, a

personal competency such as a manager's ability to develop the potential of employees, or a

professional service such as providing training, assessment or coaching.

Personal development is an industry with two distinct markets, business-to-individual and

business-to-institution. The business-to-individual market includes books, motivational

speaking, e-learning programs, workshops, individual counseling, life coaching and

techniques such as yoga, martial arts, and meditation and fitness programs. Business-to-

institution markets reach tens of millions of students in higher education and hundreds of

millions of employees in companies through training, employee development programs,

development tools, self-assessment, feedback, coaching and mentoring. Some consulting

firms are specialized in personal development but generalist firms in human resources,

recruitment and organizational strategy have recently entered this growing market, not to

mention a large number of smaller firms and self-employed professionals who provide

consulting, training and coaching.

At whatever level of development -- economic, political, biological, organizational or

personal --- a framework is needed in order to know if improvement has actually occurred.

Personal development frameworks consist of goals or benchmarks that define the end-point,

strategies or plans for reaching goals, measurement and assessment of progress, levels or

stages that define milestones along the development path, and a feedback system to support

progress.

Example Case/Study:

Topic : Work-Related Attitudes: Prejudice, Job Satisfaction, And Organizational
Commitment

Topic Objective:

Emotional intelligence: Emotional intelligence is defined as the ability to accurately

perceive emotions, to understand the signals that emotions send about relationships, and to

manage emotions. The key components of emotional intelligence are:

Self-Awareness: The ability to understand moods, emotions, and needs as well as their

impact on others; self-awareness also includes using intuition to make decisions you can live

with happily.
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Self-Management: The ability to control one's emotions and act with honesty and integrity in

a consistent and acceptable manner.

Key Points:

1. Importance of Positive Attitudes

Positive attitudes have always been the foundation of effective human relations.

The assumption is that when employees are in a positive mood, they are typically more

creative, better motivated to perform well, and more helpful toward co-workers.

Workers with genuine positive attitudes will accrue many benefits such as being liked by

customers, closing more sales, receiving good performance reviews, receiving favorable

work assignments, and being promoted.

2. Changing Attitudes

In general attitudes can be changed by reversing the processes by which they were formed.

 It helps to receive information from a source we trust.

 It also helps to look at the positive or negative aspect of a situation.

3. Positive Attitudes and Job Satisfaction

Positive attitudes and job satisfaction contribute to better customer service, less absenteeism

and tardiness, less turnover, and often higher productivity. A few examples of possible

company initiatives to foster positive attitudes and high job satisfaction among employees are

flexible working hours, recognition awards, company picnics, and financial bonuses.

4. Organizational Citizenship Behavior

An employee attitude highly valued by employers is organizational citizenship behavior, the

willingness to go beyond one's job description to help the company, even if such act does not

lead to an immediate reward.
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5. Achieving Happiness

Research and opinion about happiness indicate that people can take concrete steps to achieve

happiness. Planning for happiness is possible because it appears to be somewhat under

people's control. In this section we describe three approaches to the pursuit of happiness that

reinforce each other.

6. Spheres of Life and Happiness

According to the framework presented here, happiness is a by-product of having the various

components of life working in harmony and synchrony. The various components of life

(which show some variation among people) must spin together like six gears. The

components for many people would be; (1) work and career, (2) interpersonal life including

loved ones, (3) physical and mental health, (4) financial health, (5) interests and pastimes,

and (6) spiritual life or belief system.

For the long range, a state of happiness is dependent on all six spheres working in harmony.

This model is consistent with the theme of this text. People vary with how much importance

they attach to each sphere of life. Yet a gross deficiency in any one sphere detracts from

happiness. Life stage can also influence which spheres are most important.

7. Five Principles of Psychological Functioning

A related approach to finding happiness is to follow the five principles of psychological

functioning recommended by popular psychologist Richard Carlson. The first principle is

thinking. Directing your thinking in a positive direction will enhance your happiness. The

second principle is moods. Ignoring bad moods contributes to happiness. The third principle

is separate psychological realities, suggesting that you accept the idea that people think

differently. The fourth principle is feelings. If you feel discontented, for example, clear the

head and start thinking positively. The fifth principle of psychological functioning is the

present moment. Much like the flow experience, the present moment is where people find

happiness and inner peace. A good example for this question could be the behavior of

Brittany Spears after her breakup with Kevin Federline. She showed a lack of self-awareness,
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self-management, social awareness, and relationship management.

Companies whose managers had high emotional intelligence would likely have less employee

turnover, more satisfied and productive employees, more satisfied customers, and higher

innovation and creativity from employees than companies whose manager were low in

emotional intelligence.

It would be wise to devote more money to the emotional intelligence training; as such

training would require working on one component of emotional intelligence at a time.

Product training, on the other hand, is very direct and would require less time to achieve

understanding. An estimate might be to spend $50,000 on product training and $100,000 on

emotional intelligence training. Actually, having a negative attitude can lead to physical

problems, whereas having a positive attitude leads to better physical health, more career

success, and more social connections - all of which have been shown to increase lifespan.

The major sources of individual differences will lie in the emphasis given to these various

spheres. However, another potential sphere for some people might be one relating to the

status of the outside physical environment. One person said that she could never be happy

unless the "global warming problem is under control. An underlying principle of happiness is

as long as you have enough money to pay for what you consider to be necessities,money is

not a factor in your happiness. Therefore, people for whom money is not a key to happiness

may desire more time away from work and may be satisfied to earn enough money to meet

their necessities.It might cheer people up to see smiley face posters around their workplaces,

but true happiness comes from within a person, and cannot be changed by simply putting up

cute pictures.

8. Diversity

The "business case for diversity", theorizes that in a global marketplace, a company that

employs a diverse workforce (both men and women, people of many generations, people

from ethnically and racially diverse backgrounds etc.) is better able to understand the

demographics of the marketplace it serves and is thus better equipped to thrive in that

marketplace than a company that has a more limited range of employee demographics.
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9. Workplace diversity

Workplace diversity refers to the extent to which an organization is culturally diverse.

Cultural diversity includes the range of ways in which people experience a unique group

identity, which includes gender, sexual orientation, race, ethnic and age. An organizations

culture tends to determine the extent to which it is culturally diverse.

While diversity in the workplace brings about many benefits to an organization, it can also

lead to many challenges. It is the responsibility of managers within organizations to use

diversity as an influential resource in order to enhance organizational effectiveness. In the

Journal of Applied Behavioral Science, C.L. Walck defines managing diversity in the

workplace as "Negotiating interaction across culturally diverse groups, and contriving to get

along in an environment characterized by cultural diversity".

In a journal entitled The multicultural organization, by Taylor Cox, Jr., Cox talks about three

organization types which focus on the development on cultural diversity. The three

organization types are: the monolithic organization, the plural organization, and the

multicultural organization. In the monolithic organization, the amount of structural

integration (the presence of persons from different cultural groups in a single organization) is

very minimal. In the United States, this organization usually represents white male majorities

in the overall employee population with few women and minority men in management jobs.

The plural organization has a more heterogeneous membership than the monolithic

organization and takes steps to be more inclusive of persons from cultural backgrounds that

differ from the dominant group". The multicultural organization not only contains many

different cultural groups, but it values this diversity.

10. Benefits of diversity in the workplace

Diversity is beneficial to both the organization and the members. Diversity brings substantial

potential benefits such as better decision making and improved problem solving, greater

creativity and innovation, which leads to enhanced product development, and more

successful marketing to different types of customers2. It provides organizations with the

ability to compete in global markets. Diverse organizations will be successful as long as there

is a sufficient amount of communication within them. Because people from different cultures

perceive messages in different ways, communication is vital to the performance of an
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organization. Miscommunication within a diverse workplace will lead to a great deal of

challenges.

Mathematical modeling research of team work supports this view. He demonstrated that

heterogeneous teams consistently out-performed homogeneous teams on a variety of tasks.

Diversity in teamwork is not so simple in the messy real world. Too often the cultural

differences create problems. The goal is to manage diversity to take full advantage of it.

11. Challenges of diversity in the workplace

There are challenges to managing a diverse work population. Managing diversity is more

than simply acknowledging differences in people. It involves learning to value differences,

overcoming personal biases, and thinking inclusively. Managers must manage diversity to

avoid personnel turnover and lower work productivity due to cultural clashes. Many

organizational theorists have suggested reasons that work-teams highly diverse in work-

relevant characteristics can be difficult to motivate and manage. There are many challenges

which face culturally diverse workplaces, and a major challenge is miscommunication within

an organization. In an article entitled Devloping Receiver-Centered Communication in

Diverse Organizations, written by Judi Brownell, she explains that meanings of messages can

never be completely shared because no two individuals experience events in exactly the same

way. Even when native and non-native speakers are exposed to the same messages, they may

interpret the information differently1. It is necessary for employees who are less familiar with

the primary language spoken within the organization to receive special attention in meeting

their communication requirements1. "In high context cultures, communicators share an

experiential base that can be used to assign meanings to messages. Low context cultures, on

the other hand, provide little information on which to base common understandings and so

communicators must be explicit". Because of this fact, it is better to view all diverse

organizational environments as low-context cultures.

Cultural bias is an additional factor which challenges culturally diverse work environments.

Cultural bias includes both prejudice and discrimination. "Prejudice refers to negative

attitudes toward an organization member based on his/her culture group identity, and

discrimination refers to observable adverse behavior for the same reason"2.
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Another challenge faced by culturally diverse organizational environments is assimilation.

According to the journal Cultural Diversity in the Workplace: The State of the Field, Marlene

G. Fine explains that "Assimilation into the dominant organizational culture is a strategy that

has had serious negative consequences for individuals in organizations and the organizations

themselves.Those who assimilate are denied the ability to express their genuine selves in the

workplace; they are forced to repress significant parts of their lives within a social context

that frames a large part of their daily encounters with other people." She goes on to mention

that "People who spend significant amounts of energy coping with an alien environment have

less energy left to do their jobs. Assimilation does not just create a situation in which people

who are different are likely to fail; it also decreases the productivity of organizations"3.

12. Creating the Multicultural Organization

The key to managing a diverse workforce is increasing individual awareness of and

sensitivity to differences of race, gender, social class, sexual orientation, physical ability, and

age. There are several ways to go about creating the multicultural organization that performs

extremely well. Cox mentions language training as a way to promote a multicultural

organization. "Language training is important for companies hiring American Asians,

Hispanics, and foreign nationals. This type of training helps to communicate to employees

that languages, other than English, are highly valued". Equal opportunity seminars, focus

groups, bias-reduction training, research, and task forces are methods that organizations have

found useful in reducing culture-group bias and discrimination.

In her article, Judi Brownell identifies three skills which help to develop effective

communication in diverse organizational environments. These skills include self-monitoring,

empathy, and strategic decision-making. Self-monitoring refers to a communicator's

awareness of how his or her behavior affects another person, and his or her willingness to

modify this behavior based on knowledge of its impact. Empathy enables the receiver to go

beyond the literal meaning of a message and consider the communicator's feelings, values,

assumptions, and needs. Strategic decision-making implies that the communication sources

and channels used to reach organization members, as well as the substance of the messages

conveyed, are mindfully selected1.
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13. Managing diversity tools

Managing diversity goes far beyond the limits of equal employment opportunity and

affirmative action. High performing diversity managers recognize that specialized skills are

necessary for creating a productive, diverse workforce. They seek out continuous learning

opportunities and some go as far as acquiring certification. Managers must be willing to work

towards changing the organization in order to create a culture of diversity and inclusion.

Assessment skills and diversity education are key elements of culture change. However, the

leaderships support of the change cannot be understated.

14. Implementation

Diversity issues change over time, depending on local historical and dynamic conditions.

Overt "diversity programs" are usually limited to large employers, government agencies and

businesses facing rapid demographic changes in their local labor pool and help people work

and understand each other. The implementation of diversity is often limited to the Human

resources department when there is also a good economic case for UKcompanies to use it as a

tool to reach new market shares.

15. Legal frameworks

US anti-discrimination laws prohibit employers giving any consideration to customers

preferences for being served by employees of a given gender, ethnic group, or color. In

general, the laws also prevent consideration based on religion, although the law allows major

exceptions of this provision for religious organizations. Many countries are also introducing

anti-discrimination laws (for example the DDA in the UK) forcing companies to be more

aware of diversity. The law student organization Building a Better Legal Profession

generated significant controversy in October 2007 for reporting data suggesting that most

private law firms themselves lacked demographic diversity.
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Example Case/Study:

Topic : What Motivates People To Work?

Topic Objective:

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.

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
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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),

 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.
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Drives and desires can be described as a deficiency or need that activates behaviour that 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

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

Example Case/Study:

In Section 3 of this course you will cover these topics:
Interpersonal Behavior In The Workplace: Helping And Harming Others

Organizational Communication

Group Processes And Work Teams
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Topic : Interpersonal Behavior In The Workplace: Helping And Harming Others

Topic Objective:

Key Points:

1. Human relations

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.

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
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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

2. Interpersonal Relationship

An interpersonal relationship is a relatively long-term association between two or more

people. This association may be based on emotions like love and liking, regular business

interactions, or some other type of social commitment. Interpersonal relationships take place

in a great variety of contexts, such as family, friends, marriage, acquaintances, work, clubs,

neighborhoods, and churches. They may be regulated by law, custom, or mutual agreement,

and are the basis of social groups and society as a whole. Although humans are

fundamentally social creatures, interpersonal relationships are not always healthy. Examples

of unhealthy relationships include abusive relationships and codependence.

A relationship is normally viewed as a connection between two individuals, such as a

romantic or intimate relationship, or a parent-child relationship. Individuals can also have

relationships with groups of people, such as the relation between a pastor and his

congregation, an uncle and a family, or a mayor and a town. Finally, groups or even nations

may have relations with each other, though this is a much broader domain than that covered

under the topic of interpersonal relationships. See such articles as international relations for

more information on associations between groups. Most scholarly work on relationships

focuses on romantic partners in pairs or dyads. These intimate relationships are, however,

only a small subset of interpersonal relationships.

All relationships involve some level of interdependence. People in a relationship tend to

influence each other, share their thoughts and feelings, and engage in activities together.

Because of this interdependence, anything that changes or impacts one member of the

relationship will have some level of impact on the other member. The study of interpersonal

relationships involves several branches of social science, including such disciplines as

sociology, psychology, anthropology, and social work.
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3. Varieties

Interpersonal relationships include kinship and family relations in which people become

associated by genetics or consanguinity. These include such roles as father, mother, son, or

daughter. Relationships can also be established by marriage, such as husband, wife, father-in-

law, mother-in-law, uncle by marriage, or aunt by marriage. They may be formal long-term

relationships recognized by law and formalized through public ceremony, such as marriage or

civil union. They may also be informal long-term relationships such as loving relationships or

romantic relationships with or without living together. In these cases the "other person" is

often called lover, boyfriend, or girlfriend, as distinct from just a male or female friend, or

"significant other". If the partners live together, the relationship may resemble marriage, with

the parties possibly even called husband and wife. Scottish common law can regard such

couples as actual marriages after a period of time. Long-term relationships in other countries

can become known as common-law marriages, although they may have no special status in

law. The term mistress may refer in a somewhat old-fashioned way to a female lover of an

already married or unmarried man. A mistress may have the status of an "official mistress"

(in French matresse en titre); as exemplified by the career of Madame de Pompadour.

Friendships consist of mutual liking, trust, respect, and often even love and unconditional

acceptance. They usually imply the discovery or establishment of similarities or common

ground between the individuals. Internet friendships and pen-pals may take place at a

considerable physical distance. Brotherhood and sisterhood can refer to individuals united in

a common cause or having a common interest, which may involve formal membership in a

club, organization, association, society, lodge, fraternity, or sorority. This type of

interpersonal relationship relates to the comradeship of fellow soldiers in peace or war.

Partners or co-workers in a profession, business, or common workplace also have a long term

interpersonal relationship.

Soulmatesare individuals intimately drawn to one another through a favorable meeting of

minds and who find mutual acceptance and understanding with one another. Soulmates may

feel themselves bonded together for a lifetime and hence may become sexual partners, but not

necessarily. Casual relationships are sexual relationships extending beyond one-night stands

that exclusively consist of sexual behavior. One can label the participants as "friends with

benefits" or as friends "hooking up" when limited to sexual intercourse, or regard them as
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sexual partners in a wider sense. Platonic love is an affectionate relationship into which the

sexual element does not enter, especially in cases where one might easily assume otherwise.

4. Theories

Psychologists have suggested that all humans have a motivational drive to form and maintain

caring interpersonal relationships. According to this view, people need both stable

relationships and satisfying interactions with the people in those relationships. If either of

these two ingredients is missing, people will begin to feel anxious, lonely, depressed, and

unhappy.

According to attachment theory, relationships can be viewed in terms of attachment styles

that develop during early childhood. These patterns are believed to influence interactions

throughout adulthood by shaping the roles people adopt in relationships. For example, one

partner may be securely attached while the other is anxious and avoidant. Thus, early

childhood experience (primarily with parents) is believed to have long lasting effects on all

future relationships.

Social exchange theory interprets relationships in terms of exchanged benefits. It predicts that

people regard relationships in terms of rewards obtained from the relationship, as well as

potential rewards from alternate relationships. Equity theory stems from a criticism of social

exchange theory and suggests that people care about more than just maximizing rewards.

They also want fairness and equity in their relationships.

Relational dialectics regards relationships not as static entities, but as continuing processes,

forever changing. This approach sees constant tension in the negotiation of three main issues:

autonomy vs. connection, novelty vs. predictability, and openness vs. closedness.

5. Development

Interpersonal relationships are dynamic systems that change continuously during their

existence. Like living organisms, relationships have a beginning, a lifespan, and an end. They

tend to grow and improve gradually, as people get to know each other and become closer

emotionally, or they gradually deteriorate as people drift apart and form new relationships

with others. One of the most influential models of relationship development was proposed by

psychologist, George Levinger. This model was formulated to describe heterosexual, adult
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romantic relationships, but it has been applied to other kinds of interpersonal relations as

well. According to the model, the natural development of a relationship follows five stages:

 Acquaintance - Becoming acquainted depends on previous relationships, physical proximity,

first impressions, and a variety of other factors. If two people begin to like each other,

continued interactions may lead to the next stage, but acquaintance can continue indefinitely.

 Buildup - During this stage, people begin to trust and care about each other. The need for

compatibility and such filtering agents as common background and goals will influence

whether or not interaction continues.

 Continuation - This stage follows a mutual commitment to a long term friendship, romantic

relationship, or marriage. It is generally a long, relative stable period. Nevertheless, continued

growth and development will occur during this time. Mutual trust is important for sustaining

the relationship.

 Deterioration - Not all relationships deteriorate, but those that do tend to show signs of

trouble. Boredom, resentment, and dissatisfaction may occur, and individuals may

communicate less and avoid self-disclosure. Loss of trust and betrayals may take place as the

downward spiral continues.

 Termination - The final stage marks the end of the relationship, either by death in the case of

a healthy relationship, or by separation.

Friendships may involve some degree of transitivity. In other words, a person may become a

friend of an existing friend's friend. However, if two people have a sexual relationship with

the same person, they may become competitors rather than friends. Accordingly, sexual

behavior with the sexual partner of a friend may damage the friendship (see love triangle).

Sexual relations between two friends tend to alter that relationship, either by "taking it to the

next level" or by severing it. Sexual partners may also be classified as friends and the sexual

relationship may either enhance or depreciate the friendship.
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Example Case/Study:

Topic : Organizational Communication

Topic Objective:

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

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
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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

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
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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.

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.
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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

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
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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:

 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
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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 .

Example Case/Study:

Topic : Group Processes And Work Teams

Topic Objective:

Group: A group in itself does not necessarily constitute a team. Teams normally have

members with complementary skills and generate synergy through a coordinated effort which

allows each member to maximize his or her strengths and minimize his or her weaknesses.

Thus teams of sports players can form (and re-form) to practice their craft.
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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.

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.
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 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.

 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
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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.

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
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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

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
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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

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.
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7. Team size, composition, and formation

Team size and composition affect the team processes and outcomes. The optimal size (and

composition) of teams is debated and will vary depending on the task at hand. At least one

study of problem-solving in groups showed an optimal size of groups at four members. Other

works estimate the optimal size between 5-12 members. Less than 5 members results in

decreased perspectives and diminished creativity. Membership in excess of 12 results in

increased conflict and greater potential of sub-groups forming.

David Cooperridersuggests that the larger the group, the better. This is because a larger group

is able to address concerns of the whole system. So while it may not be effective at solving a

given task, Cooperider asks us to consider the relevance of that task: "effective at what?"

Regarding composition, all teams will have an element of homogeneity and heterogeneity.

The more homogeneous the group, the more cohesive it will be. The more heterogeneous the

group, the greater the differences in perspective and increased potential for creativity, but

also the greater potential for conflict. Team members normally have different roles, like team

leader and agents. Large teams can divide into sub-teams according to need. Many teams go

through a life-cycle of stages, identified by Bruce Tuckman as: forming, storming, norming,

performing and adjourning.

8. Independent and Interdependent Teams

Of particular importance is the concept of different types of teams. A bright line is usually

drawn between "independent" and "interdependent" teams. To continue the sports team

example, a rugby team is clearly an interdependent team:

nosignificant task can be accomplished without the help of any of the members;

 within that team members typically specialize in different tasks (running the ball, goal

kicking & scrum feeding), and

 the success of every individual is inextricably bound to the success of the whole team. No

Rugby player, no matter how talented, has ever won a game by playing alone.

 On the other hand, a tennis team is a classic example of an independent team:

 matches are played and won by individuals or partners,

 every person performs basically the same actions, and
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 Whether one player wins or loses has no direct effect on the performance of the next player.

If all team members each perform the same basic tasks, such as students working problems in

a math class, or outside sales employees making phone calls, then it is likely that this team is

an independent team. They may be able to help each other perhaps by offering advice or

practice time, by providing moral support, or by helping in the background during a busy

time but each individual's success is primarily due to each individual's own efforts. Tennis

players do not win their own matches merely because the rest of their teammates did, and

math students do not pass tests merely because their neighbors know how to solve the

equations.

Coaching an "interdependent" team like a football team necessarily requires a different

approach from coaching an "independent" team because the costs and benefits to individual

team members and therefore the intrinsic incentives for positive team behaviors are very

different. An interdependent team benefits from getting to know the other team members

socially, from developing trust in each other, and from conquering artificial challenges (such

as offered in outdoors ropes courses). Independent teams typically view these activities as

unimportant, emotion-driven time wasters. They benefit from more intellectual, job-related

training. The best way to start improving the functioning of an independent team is often a

single question, "What does everyone need to do a better job?"

9. Self-managed Teams

Normally, a manager acts as the team leader and is responsible for defining the goals,

methods, and functioning of the team. However, interdependencies and conflicts between

different parts of an organization may not be best addressed by hierarchical models of

control.

The main idea of the self-managed team is that the leader does not operate with positional

authority. In a traditional management role, the manager is responsible for providing

instruction, conducting communication, developing plans, giving orders, and disciplining and

rewarding employees, and making decisions by virtue of his or her position. In this

organizational model, the manager delegates specific responsibility and decision-making

authority to the team itself, in the hope that the group will make better decisions than any

individual. Neither a manager nor the team leader make independent decisions in the

delegated responsibility area. Decisions are typically made by consensus in successful self-

managed teams, by voting in very large or formal teams, and by hectoring and bullying in
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unsuccessful teams. The team as a whole is accountable for the outcome of its decisions and

actions.

Self-managed teams operate in many organizations to manage complex projects involving

research, design, process improvement, and even systemic issue resolution, particularly for

cross-department projects involving people of similar seniority levels. While the internal

leadership style in a self-managed team is distinct from traditional leadership and operates to

neutralize the issues often associated with traditional leadership models, a self-managed team

still needs support from senior management to operate well.

Self-managed teams may be interdependent or independent. Of course, merely calling a

group of people a self-managed team does not make them either a team or self-managed.

As a self-managed team develops successfully, more and more areas of responsibility can be

delegated, and the team members can come to rely on each other in a meaningful way.

10. Project Teams

A team used only for a defined period of time and for a separate, concretely definable

purpose, often becomes known as a project team. Managers commonly label groups of people

as a "team" based on having a common function. Members of these teams might belong to

different groups, but receive assignment to activities for the same project, thereby allowing

outsiders to view them as a single unit. In this way, setting up a team allegedly facilitates the

creation, tracking and assignment of a group of people based on the project in hand. The use

of the "team" label in this instance often has no relationship to whether the employees are

working as a team.

11. Virtual Teams

Developments in communications technologies have seen the emergence of the virtual work

team. A virtual team is a group of people who work interdependently and with shared

purpose across space, time, and organisationboundaries using technology to communicate

and collaborate. Virtual team members can be located across a country or across the world,

rarely meet face-to-face, and include members from different cultures. Many virtual teams

are cross-functional and emphasise solving customer problems or generating new work

processes. The United States Labour Department reported that in 2001, 19 million people

worked from home online or from another location, and that by the end of 2002, over 100

million people world-wide would be working outside traditional offices.
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Example Case/Study:

In Section 4 of this course you will cover these topics:
Making Decisions In Organizations

The Quest For Leadership

Culture, Creativity, And Innovation

Topic : Making Decisions In Organizations

Topic Objective:

 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 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:

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.Theoutput can be an action or an

opinion of choice.

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.
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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

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
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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

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
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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

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.
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5.2.Neuroscience perspective

The anterior cingulate cortex (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.

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

the two styles are the following.

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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Example Case/Study:

Topic : The Quest For Leadership

Topic Objective:

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.

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.
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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 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

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
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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.

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
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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

(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 favourableor unfavourable situations,

whereas relationship-oriented leaders perform best in situations with intermediate

favourability.

Victor Vroom, in collaboration with Phillip Yettonand 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.
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5. Path-Goal Theory

The path-goal theory of leadership was developed by Robert House 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,

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
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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

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
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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

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
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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

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.
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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

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.
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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

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
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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

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.
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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, "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

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.
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However, not all scientists agree on the allegedly "peaceful" nature of the bonobo or its

reputation as a "hippie chimp".

Example Case/Study:

Topic : Culture, Creativity, And Innovation

Topic Objective:

 Understand nature of creative problem solving

 Understand how to develop and foster creativity

 Understand difference between open vs closed belief systems

 Understand nature of brainstorming

 Refine skills in engaging in controversies and creative problem solving

Definition/Overview:

Creativity: Creativity is a mental and social process involving the generation of new ideas or

concepts, or new associations of the creative mind between existing ideas or concepts,

creativity is fueled by the process of either conscious or unconscious insight. An alternative

conception of creativeness is that it is simply the act of making something new.

Innovation: The term innovation means a new way of doing something. It may refer to

incremental, radical, and revolutionary changes in thinking, products, processes, or

organizations. A distinction is typically made between invention, an idea made manifest, and

innovation, ideas applied successfully. In many fields, something new must be substantially

different to be innovative, not an insignificant change, e.g., in the arts, economics, business

and government policy. In economics the change must increase value, customer value, or

producer value. The goal of innovation is positive change, to make someone or something

better. Innovation leading to increased productivity is the fundamental source of increasing

wealth in an economy.

Organizational culture: Organizational culture is an idea in the field of Organizational

studies and management which describes the psychology, attitudes, experiences, beliefs and

Values (personal and cultural values) of an organization. It has been defined as "the specific

collection of values and norms that are shared by people and groups in an organization and

that control the way they interact with each other and with stakeholders outside the

organization.
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Key Points:

1. Organizational culture

This definition continues to explain organizational values also known as "beliefs and ideas

about what kinds of goals members of an organization should pursue and ideas about the

appropriate kinds or standards of behavior organizational members should use to achieve

these goals. From organizational values develop organizational norms, guidelines or

expectations that prescribe appropriate kinds of behavior by employees in particular

situations and control the behavior of organizational members towards one another.

Corporate culture is the total sum of the values, customs, traditions and meanings that make a

company unique. Corporate culture is often called "the character of an organization" since it

embodies the vision of the companys founders. The values of a corporate culture influence

the ethical standards within a corporation, as well as managerial behavior.

Senior management may try to determine a corporate culture. They may wish to impose

corporate values and standards of behavior that specifically reflect the objectives of the

organization. In addition, there will also be an extant internal culture within the workforce.

Work-groups within the organization have their own behavioral quirks and interactions

which, to an extent, affect the whole system. Roger Harrison's four-culture typology, and

adapted by Charles Handy, suggests that unlike organizational culture, corporate culture can

be 'imported'. For example, computer technicians will have expertise, language and behaviors

gained independently of the organization, but their presence can influence the culture of the

organization as a whole.

2. Problem solving

Problem solving is of crucial importance in engineering when products or processes fail, so

corrective action can be taken to prevent further failures. Perhaps of more value, problem

solving can be applied to a product or process prior to an actual fail event ie. a potential

problem can be predicted, anlaysed and mitigation applied so the problem never actually

occurs. Techniques like Failure Mode Effects Analysis can be used to proactively reduce the

likelyhood of problems ocurring. Forensic engineering is an important technique of failure

analysis which involves tracing product defects and flaws. Corrective action can then be

taken to prevent further failures.
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3. Creative problem solving

Creative problem solving is the mental process of creating a solution to a problem. It is a

special form of problem solving in which the solution is independently created rather than

learned with assistance. Creative problem solving always involves creativity. However,

creativity often does not involve creative problem solving, especially in fields such as music,

poetry, and art. Creativity requires newness or novelty as a characteristic of what is created,

but creativity does not necessarily imply that what is created has value or is appreciated by

other people.

To qualify as creative problem solving the solution must either have value, clearly solve the

stated problem, or be appreciated by someone for whom the situation improves. The situation

prior to the solution does not need to be labeled as a problem. Alternate labels include a

challenge, an opportunity, an improvable situation, or a situation in which there is room for

improvement.

Solving school-assigned homework problems does not usually involve creative problem

solving because such problems typically have well-known solutions. If a created solution

becomes widely used, the solution becomes an innovation and the word innovation also refers

to the process of creating that innovation. A widespread and long-lived innovation typically

becomes a new tradition. "All innovations [begin] as creative solutions, but not all creative

solutions become innovations." Some innovations also qualify as inventions.

Inventing is a special kind of creative problem solving in which the created solution qualifies

as an invention because it is a useful new object, substance, process, software, or other kind

of marketable entity.

4. Techniques and tools

Many of the techniques and tools for creating an effective solution to a problem are described

in creativity techniques and problem solving.

5. Creative-problem-solving techniques

Creative-problem-solving techniques can be categorized as follows:
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 Creativity techniques designed to shift a person's mental state into one that fosters creativity.

These techniques are described in creativity techniques. One such popular technique is to take

a break and relax or sleep after intensively trying to think of a solution.

 Creativity techniques designed to reframe the problem. For example, reconsidering one's

goals by asking "What am I really trying to accomplish?" can lead to useful insights.

 Creativity techniques designed to increase the quantity of fresh ideas. This approach is based

on the belief that a larger number of ideas increases the chances that one of them has value.

Some of these techniques involve randomly selecting an idea (such as choosing a word from

a list), thinking about similarities with the undesired situation, and hopefully inspiring a

related idea that leads to a solution. Such techniques are described in creativity techniques.

 Creative-problem-solving techniques designed to efficiently lead to a fresh perspective that

causes a solution to become obvious. This category is especially useful for solving especially

challenging problems. Some of these techniques involve identifying independent dimensions

that differentiate (or separate) closely associated concepts.

 Such techniques can overcome the mind's instinctive tendency to use "oversimplified

associative thinking" in which two related concepts are so closely associated that their

differences, and independence from one another, are overlooked.

The following formalized and well-known methods and processes combine various creativity

and creative-problem-solving techniques:

 TRIZ, which is also known as Theory of Inventive Problem Solving (TIPS), was developed

by GenrichAltshuller and his colleagues based on examining more than 200,000 patents. This

method is designed to foster the creation and development of patentable inventions, but is

also useful for creating non-product solutions.

 Mind mapping is a creativity technique that both reframes the situation and fosters creativity.

 Brainstorming is a group activity designed to increase the quantity of fresh ideas. Getting

other people involved can help increase knowledge and understanding of the problem and

help participants reframe the problem. However, brainstorming seldom yields major

innovations.

 Edward de Bono has published numerous books that promote an approach to creative

problem solving and creative thinking called lateral thinking.

 The Creative Problem Solving Process (CPS) is a six-step method developed by Alex Osborn

and Sid Parnes that alternates convergent and divergent thinking phases.
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A frequent approach to teaching creative problem solving is to teach critical thinking in

addition to creative thinking, but the effectiveness of this approach is not proven. As an

alternative to separating critical and creative thinking, some creative-problem-solving

techniques focus on either reducing an idea's disadvantages or extracting a flawed idea's

significant advantages and incorporating those advantages into a different idea. Creative-

problem-solving tools typically consist of software or manipulatableobjects (such as cards)

that facilitate specific creative-problem-solving techniques.

6. Innovation

In the organizational context, innovation may be linked to performance and growth through

improvements in efficiency, productivity, quality, competitive positioning, market share, etc.

All organizations can innovate, including for example hospitals, universities, and local

governments.

While innovation typically adds value, innovation may also have a negative or destructive

effect as new developments clear away or change old organizational forms and practices.

Organizations that do not innovate effectively may be destroyed by those that do. Hence

innovation typically involves risk. A key challenge in innovation is maintaining a balance

between process and product innovations where process innovations tend to involve a

business model which may develop shareholder satisfaction through improved efficiencies

while product innovations develop customer support however at the risk of costly R&D that

can erode shareholder return.

7. Conceptualizing innovation

Innovation has been studied in a variety of contexts, including in relation to technology,

commerce, social systems, economic development, and policy construction. There are,

therefore, naturally a wide range of approaches to conceptualizing innovation in the scholarly

literature. Fortunately, however, a consistent theme may be identified: innovation is typically

understood as the successful introduction of something new and useful, for example

introducing new methods, techniques, or practices or new or altered products and services.
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8. Distinguishing from Invention and other concepts

It is useful, when conceptualising innovation, to consider whether other words suffice.

Invention the creation of new forms, compositions of matter, or processes is often confused

with innovation. An improvement on an existing form, composition or processes might be an

invention, an innovation, both or neither if it is not substantial enough. It can be difficult to

differentiate change from innovation. According to business literature, an idea, a change or an

improvement is only an innovation when it is put to use and effectively causes a social or

commercial reorganization.

Innovation occurs when someone uses an invention or an idea to change how the world

works, how people organize themselves, or how they conduct their lives. In this view

innovation occurs whether or not the act of innovating succeeds in generating value for its

champions. Innovation is distinct from improvement in that it permeates society and can

cause reorganization. It is distinct from problem solving and may cause problems. Thus, in

this view, innovation occurs whether it has positive or negative results.

9. Sources of innovation

There are several sources of innovation. In the linear model of innovation the traditionally

recognized source is manufacturer innovation. This is where an agent (person or business)

innovates in order to sell the innovation. Another source of innovation, only now becoming

widely recognized, is end-user innovation. This is where an agent (person or company)

develops an innovation for their own (personal or in-house) use because existing products do

not meet their needs. Eric von Hippel has identified end-user innovation as, by far, the most

important and critical in his classic book on the subject, Sources of Innovation.

Innovation by businesses is achieved in many ways, with much attention now given to formal

research and development for "breakthrough innovations." But innovations may be developed

by less formal on-the-job modifications of practice, through exchange and combination of

professional experience and by many other routes. The more radical and revolutionary

innovations tend to emerge from R&D, while more incremental innovations may emerge

from practice but there are many exceptions to each of these trends.
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Regarding user innovation, a great deal of innovation is done by those actually implementing

and using technologies and products as part of their normal activities. Sometimes user-

innovators may become entrepreneurs, selling their product, they may choose to trade their

innovation in exchange for other innovations, or they may be adopted by their suppliers.

Nowadays, they may also choose to freely reveal their innovations, using methods like open

source. In such networks of innovation the users or communities of users can further develop

technologies and reinvent their social meaning. Whether innovation is mainly supply-pushed

(based on new technological possibilities) or demand-led (based on social needs and market

requirements) has been a hotly debated topic. Similarly, what exactly drives innovation in

organizations and economies remains an open question.

More recent theoretical work moves beyond this simple dualistic problem, and through

empirical work shows that innovation does not just happen within the industrial supply-side,

or as a result of the articulation of user demand, but through a complex set of processes that

links many different players together not only developers and users, but a wide variety of

intermediary organisations such as consultancies, standards bodies etc. Work on social

networks suggests that much of the most successful innovation occurs at the boundaries of

organisations and industries where the problems and needs of users, and the potential of

technologies can be linked together in a creative process that challenges both.

Example Case/Study:

In Section 5 of this course you will cover these topics:
Designing Effective Organizations

Managing Organizational Change: Strategic Planning And Organizational Development

Topic : Designing Effective Organizations

Topic Objective:

 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
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 Explain the importance of multicultural issues to organizations

Definition/Overview:

Organization development: (OD) is a planned, top-down, organization-wide effort to

increase the organization's effectiveness and health. OD is achieved through interventions in

the organization's "processes," using behavioural science knowledge. According to Warren

Bennis, OD is a complex strategy intended to change the beliefs, attitudes, values, and

structure of organizations so that they can better adapt to new technologies, markets, and

challenges. Warner Burke emphasizes that OD is not just "anything done to better an

organization"; it is a particular kind of change process designed to bring about a particular

kind of end result. OD involves organizational reflection, system improvement, planning, and

self-analysis.

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 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
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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.

4. Prejudice And Discrimination

 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.

 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.
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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

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.
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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.

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
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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

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,
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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.

8.1. Affect disabled workers

Two principal laws assist individuals with disabilities. The first, the Rehabilitation Act of

1973, 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,
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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.

Example Case/Study:

Topic : Managing Organizational Change: Strategic Planning And Organizational
Development

Topic Objective:

 Change management

 Organizational change management

 Dynamic conservatism

 Role of the management

 Other approaches to managing change
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Definition/Overview:

Organizational change: Organizational change is promoted by advanced in technology,

changing employee demographics, performance gaps, government regulation, and global

economic competition. Management engages in a process of strategic change planning in

respond to these changes. Strategic change is the process of formulating, implementing and

evaluating organizational changes in ways that enable an organization to achieve its

objectives.

Organizational development: Organizational development is an ongoing, systematic

process to implement effective change in an organization. Organizational development is

known as both a field of applied behavioral science focused on understanding and managing

organizational change and as a field of scientific study and inquiry. It is interdisciplinary in

nature and draws on sociology, psychology, and theories of motivation, learning, and

personality.

Strategic Planning: Strategic planning is an organization's process of defining its strategy, or

direction, and making decisions on allocating its resources to pursue this strategy, including

its capital and people. Various business analysis techniques can be used in strategic planning,

including SWOT analysis (Strengths, Weaknesses, Opportunities, and Threats) and PEST

analysis (Political, Economic, Social, and Technological analysis) or STEER analysis

involving Socio-cultural, Technological, Economic, Ecological, and Regulatory factors and

EPISTELS (Environment, Political, Informatic, Social, Technological, Economic, Legal and

Spiritual)

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. 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).

3. 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

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.

4. 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
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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.

5. 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.

 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.

6. The constructionist principle

The map is not the territory: The map/territory relation is proven by neuroscience and is used

to signify that individual people do not have access to absolute knowledge of reality, but in

fact only have access to a set of beliefs they have built up over time, about reality. It has been

coined into a model by Chris Argyriscalled the Ladder of Inference. As a consequence,

communication in change processes needs to make sure that information about change and its
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consequences is presented in such a way that people with different belief systems can access

this information. Methods that are based on the Map/Territory Relation help people to:

 Become more aware of their own thinking and reasoning (reflection),

 Make their thinking and reasoning more visible to others (advocacy), and

 Inquire into others' thinking and reasoning (inquiry).

7. Strategic Planning

It is also true that strategic planning may be a tool for effectively plotting the direction of a

company; however, strategic planning itself cannot foretell exactly how the market will

evolve and what issues will surface in the coming days in order to plan your organizational

strategy. Therefore, strategic innovation and tinkering with the 'strategic plan' have to be a

cornerstone strategy for an organization to survive the turbulent business climate.

8. Vision, mission and values

Vision: Defines the desired or intended future state of a specific organization or enterprise in

terms of its fundamental objective and/or strategic direction.

Mission: Defines the fundamental purpose of an organization or an enterprise, basically

describing why it exists.

Values: Beliefs that are shared among the stakeholders of an organization. Values drive an

organization's culture and priorities.

9. Situational analysis

When developing strategies, analysis of the organization and its environment as it is at the

moment and how it may develop in the future, is important. The analysis has to be executed

at an internal level as well as an external level to identify all opportunities and threats of the

external environment as well as the strengths and weaknesses of the organizations. It is rare

to find all seven of these factors having critical importance. It is also uncommon to find that

the first two - markets and competition - are not of critical importance.

Analysis of the external environment normally focuses on the customer. Management should

be visionary in formulating customer strategy, and should do so by thinking about market
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environment shifts, how these could impact customer sets, and whether those customer sets

are the ones the company wishes to serve. Analysis of the competitive environment is also

performed, many times based on the framework suggested by Michael Porter.

10. Goals, objectives and targets

Strategic planning is a very important business activity. It is also important in the public

sector areas such as education. It is practiced widely informally and formally. Strategic

planning and decision processes should end with objectives and a roadmap of ways to

achieve those objectives.

The following terms have been used in strategic planning: desired end states, plans, policies,

goals, objectives, strategies, tactics and actions. Definitions vary, overlap and fail to achieve

clarity. The most common of these concepts are specific, time bound statements of intended

future results and general and continuing statements of intended future results, which most

models refer to as either goals or objectives (sometimes interchangeably).

One model of organizing objectives uses hierarchies. The items listed above may be

organized in a hierarchy of means and ends and numbered as follows: Top Rank Objective

(TRO), Second Rank Objective, Third Rank Objective, etc. From any rank, the objective in a

lower rank answers to the question "How?" and the objective in a higher rank answers to the

question "Why?" The exception is the Top Rank Objective (TRO): there is no answer to the

"Why?" question. That is how the TRO is defined.

People typically have several goals at the same time. "Goal congruency" refers to how well

the goals combine with each other. Does goal A appear compatible with goal B? Do they fit

together to form a unified strategy? "Goal hierarchy" consists of the nesting of one or more

goals within other goal(s).

One approach recommends having short-term goals, medium-term goals, and long-term

goals. In this model, one can expect to attain short-term goals fairly easily: they stand just

slightly above one's reach. At the other extreme, long-term goals appear very difficult, almost

impossible to attain. Strategic management jargon sometimes refers to "Big Hairy Audacious

Goals" (BHAGs) in this context. Using one goal as a stepping-stone to the next involves goal

sequencing. A person or group starts by attaining the easy short-term goals, then steps up to
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the medium-term, then to the long-term goals. Goal sequencing can create a "goal stairway".

In an organizational setting, the organization may co-ordinate goals so that they do not

conflict with each other. The goals of one part of the organization should mesh compatibly

with those of other parts of the organization.

11. Mission statements and vision statements

Organizations sometimes summarize goals and objectives into a mission statement and/or a

vision statement:

While the existence of a shared mission is extremely useful, many strategy specialists

question the requirement for a written mission statement. However, there are many models of

strategic planning that start with mission statements, so it is useful to examine them here.

11.1. Mission

A Mission statement tells you the fundamental purpose of the organization. It

concentrates on the present. It defines the customer and the critical processes. It informs

you of the desired level of performance.

A mission statement can resemble a vision statement in a few companies, but that can be

a grave mistake. It can confuse people. The vision statement can galvanize the people to

achieve defined objectives, even if they are stretch objectives, provided it can be

elucidated in SMART (Specific, Measurable, Achievable, Relevant and Time-bound)

terms. A mission statement provides a path to realize the vision in line with its values.

These statements have a direct bearing on the bottom line and success of the organization.

11.2. Vision statement

A Vision statement outlines what the organization wants to be. It concentrates on the

future. It is a source of inspiration. It provides clear decision-making criteria.

Many people mistake vision statement for mission statement. The Vision describes a

future identity while the Missionserves as an ongoing and time-independent guide. The

Mission describes why it is important to achieve the Vision. A Mission statement defines

the purpose or broader goal for being in existence or in the business and can remain the
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same for decades if crafted well. A Vision statement is more specific in terms of both the

future state and the time frame. Vision describes what will be achieved if the organization

is successful.

To become really effective, an organizational vision statement must (the theory states)

become assimilated into the organization's culture. Leaders have the responsibility of

communicating the vision regularly, creating narratives that illustrate the vision, acting as

role-models by embodying the vision, creating short-term objectives compatible with the

vision, and encouraging others to craft their own personal vision compatible with the

organization's overall vision. In addition, mission statements need to conduct an internal

assessment and an external assessment. The internal assessment should focus on how

members inside the organization interpret their mission statement. The external

assessment -- which includes all of the businesses stakeholders -- is valuable since it

offers a different perspective. These discrepancies between these two assessments can

give insight on the organization's mission statement effectiveness.
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