
  v

Contents

Preface xv
Acknowledgments xxiii
About the Author xxv

PART 1 INTRODUCTION TO ORGANIZATIONAL BEHAVIOR 1

 1 The Nature and Scope of Organizational Behavior 3

Learning Objectives 3
The Meaning and Research Methods of Organizational Behavior 5
How You Can Benefit from Studying Organizational Behavior 8
Organizational Behavior in Action: Michelle Gass, the Kohl’s CEO Who Combines 

Functional Skills with a Human Touch 11
A Brief History of Organizational Behavior 13
Skill Development in Organizational Behavior 18
A Framework for Studying Organizational Behavior 19
Implications for Managerial Practice 20
Summary of Key Points 21
Key Terms and Phrases 22
Discussion Questions and Activities 22
Case Problem: CEO Amanda Is Worried about Her Workforce 22
Endnotes 23

PART 2 THE INDIVIDUAL IN THE ORGANIZATION 25

 2 Individual Differences, Mental Ability, and Personality 27

Learning Objectives 27
Individual Differences 29
Mental Ability (Cognitive Intelligence) 31
Personality Differences 34
Emotional Intelligence 42



vi Contents

Implications for Managerial Practice 44
Organizational Behavior in Action: Former Mastercard CEO Emphasizes Cognitive 

Intelligence and Personality Traits for Career Success 45
Summary of Key Points 46
Key Terms and Phrases 46
Discussion Questions and Activities 47
Case Problem: Dante, the Automobile Service Manager Applicant 47
Endnotes 48

 3 Learning, Perception, and Values 51

Learning Objectives 51
Two Key Learning Processes and E-Learning 53
Job Skills Training 56
Learning Styles 58
Perception 60
Attribution Theory and Blame 63
Values 66
Organizational Behavior in Action: Venture for America Provides an Opportunity 

for Recent Graduates to Do Good 70
Implications for Managerial Practice 71
Summary of Key Points 71
Key Terms and Phrases 72
Discussion Questions and Activities 73
Case Problem: Creating Drivers at Mega-Trucker 73
Endnotes 74

 4 Attitudes, Job Satisfaction, and Ethics 77

Learning Objectives 77
Attitudes and Emotions 79
Job Satisfaction and Attitudes 82
Job Satisfaction and Organizational Citizenship Behavior 85
Ethics 86
An Eight-Step Guide to Ethical Decision Making 88
Organizational Approaches to Enhancing Ethical and Socially Responsible 
Behavior 90
Organizational Behavior in Action: Edwins Leadership & Restaurant Institute Gives 

Previously Incarcerated People a Second Chance 94



 Contents vii

Implications for Managerial Practice 95
Summary of Key Points 96
Key Terms and Phrases 97
Discussion Questions and Activities 97
Case Problem: Pumping Up Happiness at Denali Dental Care 97
Endnotes 98

 5 Individual Decision Making and Creativity 101

Learning Objectives 101
A Decision-Making Model 103
Influences on Decision Making 105
The Nature of Creativity 111
Enhancing and Improving Creativity 116
Organizational Behavior in Action: Two Top-Level Banking Executives Believe That 

Human Connections Enhance the Creative Spark 119
Implications for Managerial Practice 120
Summary of Key Points 120
Key Terms and Phrases 121
Discussion Questions and Activities 121
Case Problem: Real Estate Agent Bree Wants to Become More Creative 122
Endnotes 122

 6 Foundation Concepts of Motivation 125

Learning Objectives 125
Employee Engagement for Motivation 127
Need Theories of Motivation 131
Organizational Behavior in Action: Kathleen Vegh at Hyland Software Focuses 

on Improving Employee Experience 132
Goal Theory 136
Reinforcement Theory 138
Expectancy Theory of Motivation and Self-Efficacy 139
Equity Theory and Social Comparison 141
Social Learning Theory 142
Intrinsic Motivation 143
The Influence of Personality and Culture on Motivation 147
Implications for Managerial Practice 148
Summary of Key Points 149



viii Contents

Key Terms and Phrases 150
Discussion Questions and Activities 150
Case Problem: We Need More Engagement around Here 151
Endnotes 152

 7 Motivational Methods and Programs 155

Learning Objectives 155
Motivation through Job Design 156
Motivation through Positive Reinforcement 164
Motivation through Recognition and Pride 166
Organizational Behavior in Action: SAS Use Multiple Approaches to Motivate Its 

Workforce 169
Motivation through Financial Incentives 170
Choosing an Appropriate Motivational Model 172
Implications for Managerial Practice 173
Summary of Key Points 174
Key Terms and Phrases 175
Discussion Questions and Activities 175
Case Problem: Physician Assistant Natalie Crafts Her Job 175
Endnotes 176

PART 3 GROUPS AND INTERPERSONAL RELATIONS 179

 8 Interpersonal Communication 181

Learning Objectives 181
The Communication Process 182
Communication and Information Technology 184
Nonverbal Communication 189
Organizational Channels of Communication 192
Barriers to Interpersonal Communication 195
Organizational Behavior in Action: Lockheed Martin Executive Chairman Marillyn 

Hewson Emphasizes Communication as a Leader 196
Overcoming Communication Barriers 198
Persuasive and Power-Oriented Language 205
Implications for Managerial Practice 206
Summary of Key Points 207



 Contents ix

Key Terms and Phrases 208
Discussion Questions and Activities 208
Case Problem: How Do I Get Noticed Working from My Apartment? 209
Endnotes 209

 9 Group Dynamics 213

Learning Objectives 213
Types of Groups and Teams 215
Organizational Behavior in Action: CarMax Uses Cross-Functional Teams to Drive 

Business Results 217
Stages of Group Development 223
Characteristics of Effective Work Groups 225
Group Problem Solving and Decision Making 230
Potential Problems within Groups 233
Implications for Managerial Practice 235
Summary of Key Points 236
Key Terms and Phrases 236
Discussion Questions and Activities 237
Case Problem: Juan Strives to Build an Effective Virtual Team 237
Endnotes 238

 10 Teams and Teamwork 241

Learning Objectives 241
Self-Managed Work Teams 243
High-Performance Work Systems (HPWSs) 246
Organizational Behavior in Action: Global Materials Science Company W. L. Gore & 

Associates Operates through Self-Managing Teams 247
Continuous Learning by Teams 249
Building Teamwork 254
Managing On-Site Teams and Virtual Teams 257
Implications for Managerial Practice 259
Summary of Key Points 260
Key Terms and Phrases 261
Discussion Questions and Activities 261
Case Problem: Baxter Wants to Strengthen Teamwork 261
Endnotes 262



x Contents

 11 Leadership in Organizations 265

Learning Objectives 265
The Nature of Leadership 267
Leadership Traits and Characteristics 267
Leadership Behaviors and Styles 274
Organizational Behavior in Action: Stitch Fix Founder Katrina Lake Finds the Right 

Leadership Behaviors 278
Contingency Theories of Leadership 279
Transformational and Charismatic Leadership 285
Developing Your Leadership Potential 288
Implications for Managerial Practice 290
Summary of Key Points 290
Key Terms and Phrases 291
Discussion Questions and Activities 291
Case Problem: Roxy Wants to Make an Impact 291
Endnotes 292

 12 Power, Politics, and Influence 295

Learning Objectives 295
The Meaning of Power, Politics, and Influence 297
Sources of Individual and Subunit Power 297
Organizational Behavior in Action: Movie Actress Jessica Alba Becomes Powerful 

Business Entrepreneur 301 
Empowerment of Group Members 302
Organizational Politics 303
Organizational Influence Tactics 311
The Control of Dysfunctional Politics and Ethical Considerations 313
Implications for Managerial Practice 314
Summary of Key Points 315
Key Terms and Phrases 316
Discussion Questions and Activities 316
Case Problem: Team Leader Nikki Wants to Be Candid and Direct 316
Endnotes 317

 13 Conflict and Stress 319

Learning Objectives 319
Conflict in Organizations 320



 Contents xi

Conflict-Management Styles 328
Dealing with Difficult People 330
Negotiating and Bargaining 332
Work Stress 336
Organizational Approaches to Stress Management 341
Individual Approaches to Stress Management 341
Organizational Behavior in Action: Cisco Systems Takes a Broad Approach 

to Employee Wellness 342
Implications for Managerial Practice 343
Summary of Key Points 345
Key Terms and Phrases 346
Discussion Questions and Activities 346
Case Problem: Tyler Thinks He Is Being Sexually Harassed 346
Endnotes 347

PART 4  THE ORGANIZATIONAL SYSTEM  
AND THE GLOBAL ENVIRONMENT 349

 14 Organization Structure and Design 351

Learning Objectives 351
Foundational Concepts of Organization Structure 353
The Bureaucratic Form of Organization 355
Key Modifications of the Bureaucratic Structure 361
Outsourcing as an Organizational Arrangement 364
Organizational Behavior in Action: GE Sells Its Home Appliance Division to Simplify 

the Company 365
Nonpyramidal Organization Structures 368
Implications for Managerial Practice 370
Summary of Key Points 370
Key Terms and Phrases 371
Discussion Questions and Activities 371
Case Problem: Proposed Organizational Structure Change at Montana Vehicles 372
Endnotes 373

 15 Organizational Culture and Knowledge Management 375

Learning Objectives 375
Organizational Culture 377



xii Contents

Organizational Behavior in Action: A Contrast between the Service Design 
of Starbucks and Dunkin’ Donuts 382

The Consequences and Implications of Organizational Culture 384
Building Blocks of a Learning Organization 386
Knowledge Management 388
Methods of Sharing Information 390
Implications for Managerial Practice 393
Summary of Key Points 394
Key Terms and Phrases 394
Discussion Questions and Activities 394
Case Problem: The Work from Home Culture 395
Endnotes 395

 16 Organizational Change and Innovation 399

Learning Objectives 399
An Influence Model of the Change Process in Organizations 401
Why People Resist Change 403
Five Major Factors That Facilitate or Create Organizational Change 406
Organization Development as a Change Strategy 411
Organizational Behavior in Action: HR Executive Kate Gebo Spearheads Culture 

Change and Downsizings at United Airlines 412
Managing Change Yourself 416
Behavioral Principles of Innovation 418
Implications for Managerial Practice 421
Summary of Key Points 421
Key Terms and Phrases 422
Discussion Questions and Activities 422
Case Problem: We Need a Few More Disrupters 423
Endnotes 423

 17 Cultural Diversity and Cross-Cultural Organizational  
Behavior 427

Learning Objectives 427
Cultural Diversity: Scope, Competitive Advantages, and Potential 
Problems 430
Cross-Cultural Values 434
Multicultural Workers and Organizations 436
Barriers to Good Cross-Cultural Relations 439



 Contents xiii

Cross-Cultural Processes 441
Organizational Behavior in Action: Western Union Works across Many Cultures 444
Initiatives to Enhance Cultural Diversity, Equity, and Inclusion in 
Organizations 444
Implications for Managerial Practice 451
Summary of Key Points 451
Key Terms and Phrases 452
Discussion Questions and Activities 452
Case Problem: Cultural Sensitivity at Great Lakes Sheds 453
Endnotes 454

Glossary G-1
Organization Index I-1
Name Index I-2
Subject Index I-4




