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PREFACE

This book was created as an alternative to the 600- or 700-page comprehensive textbook in organiza-
tional behavior (OB). It attempts to provide balanced coverage of all the key elements comprising the
discipline of OB in a style that readers will find both informative and interesting. We’re pleased to say
that this text has achieved a wide following in short courses and executive programs as well as in tradi-
tional courses as a companion volume with experiential, skill development, case, and readings books. It
is currently used at more than 500 colleges and universities in the United States, Canada, Latin
America, Europe, Australia, and Asia. It’s also been translated into Spanish, Portuguese, Japanese,
Chinese, Dutch, Polish, Turkish, Danish, and Bahasa Indonesian.

KEY CHANGES TO THE ELEVENTH EDITION

Expanded and updated coverage of international issues in management covering such topics as
cohesiveness in cross-cultural settings and cross-cultural differences in attributions

New section on how to minimize intrusion of e-mails and the management of information

New and updated information dealing with job enrichment, bonuses, effective feedback, and
alternative work arrangements

Expanded coverage of social relationships at work, including the importance of social relation-
ships for job satisfaction and motivation

Coverage of emerging literature on functional conflict, dysfunctional conflict, and conflict
management

New sections on safety and emotions at work, risk aversion, self-determination theory, managing
information, and downsizing

RETAINED FROM THE PREVIOUS EDITION

What do people like about this book? Surveys of users have found general agreement about the follow-
ing features. Needless to say, they’ve all been retained in this edition.

Length. Since its inception in 1984, we’ve tried diligently to keep this book in the range of 325 to
350 pages. Users tell us this length allows them considerable flexibility in assigning supporting
materials and projects.

Balanced topic coverage. Although short in length, this book continues to provide balanced
coverage of all the key concepts in OB. This includes not only traditional topics, such as personality,
motivation, and leadership, but also cutting-edge issues such as emotions, diversity, negotiation,
and teamwork.

Writing style. This book is frequently singled out for its fluid writing style and extensive use of
examples. Users regularly tell us that they find this book “conversational,” “interesting,” “student
friendly,” and “very clear and understandable.”

* Practicality. This book has never been solely about theory. It’s about using theory to better

explain and predict the behavior of people in organizations. In each edition of this book, we have
focused on making sure that readers see the link between OB theories, research, and implications
for practice.
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Absence of pedagogy. Part of the reason we’ve been able to keep this book short in length is
that it doesn’t include review questions, cases, exercises, or similar teaching/learning aids. It
continues to provide only the basic core of OB knowledge, allowing instructors the maximum
flexibility in designing and shaping their courses.

Integration of globalization, diversity, and ethics. As shown in Exhibit A, the topics of globaliza-
tion and cross-cultural differences, diversity, and ethics are discussed throughout this book. Rather
than being presented in stand-alone chapters, these topics have been woven into the context of rel-
evant issues. Users tell us they find that this integrative approach makes these topics more fully part
of OB and reinforces their importance.

Comprehensive supplements. Although this book may be short in length, it’s not short on supple-
ments. It comes with a complete, high-tech support package for both faculty and students. This
includes a comprehensive Instructor’s Manual and Test Item File; a dedicated Web site (www
.prenhall.com/robbins); an Instructor’s Resource CD-ROM, including the computerized Test Item
File, Instructor’s Manual, and PowerPoint slides; and the Self-Assessment Library, which
provides students with insights into their skills, abilities, and interests. These supplements are
described in detail later in this Preface.

CHAPTER-BY-CHAPTER CHANGES

Chapter 1 (Introduction to Organizational Behavior)

* Updated material on evidence-based management
* New section, “Responding to Economic Pressures,” to lead off Challenges and Opportunities for

OB section

* Revised and updated material on Challenges to OB: Responding to Globalization
* Revised and updated material on Challenges to OB: Improving Customer Service
* Revised and updated material on Challenges to OB: Improving Ethical Behavior

Chapter 2 (Job Attitudes)

* Describes how the social relationships one has at work contribute to job satisfaction
* Updated material on the relationship between satisfaction and performance
* Includes new research on satisfaction and citizenship

Chapter 3 (Moods, Emotions, and Organizational Behavior)

* Updated information on emotional labor

» Updated coverage on emotional intelligence

* Description of new research on creativity and performance

* Review of the latest research on emotions and leadership, negotiation, and deviance
* New section on safety and emotions at work

Chapter 4 (Personality Traits and Work Values)

s Updated information on faking in personality tests
* New research on how personality changes with age
* Includes new research on satisfaction and citizenship



¢ Includes new research on personality and leadership
* Includes new information on cross-cultural research designs

Chapter 5 (Individual Perception and Decision-Making)

» New section: “Risk Aversion” (and its implications for organizations)

* New coverage of the role of mental ability in decision-making errors

* Updated example on anchoring bias

* Updated example on availability bias

» Updated material and examples on hindsight bias

» Expanded discussion of the limits of the rational decision-making model
* Updated discussion of the relationships among moods and creativity

» Updated discussion of cross-cultural differences in attributions

* Updated material on intuition

Chapter 6 (Motivation I: Basic Concepts)

» New section: “Self-Determination Theory”
¢ Review of new research on culture and motivation

Chapter 7 (Motivation Ii: Applied Concepts)

* New, updated job enrichment example (University of New Mexico)

* Updated material on bonuses

* New section about social context as an important job characteristic

e Updates on how to provide effective feedback at work

* QOutlines new findings on how the meaningfulness of work can be enhanced
» New information about flextime and alternative work arrangements

Chapter 8 (Groups)

* Updated research on role conflict

» Update on a major replication of Zimbardo’s famous prison experiment
* Updated research on workplace deviance in groups

Updated material on groupshift or group polarization

Expanded discussion on cohesiveness in cross-cultural settings

Chapter 9 (Teams)

» Update to research on demographic diversity and team performance

¢ Expanded description of how to effectively manage teams with diverse knowledge
* Increased attention to the importance of assigning members to roles in teams
 Discussion of the latest research on team processes

Chapter 10 (Communication Process)

» Extensive updating of e-mail communication and video conferencing

* New section on how to minimize intrusion of e-mails

¢ New section: “Managing Information”

Updated information on potentially divisive issues in cross-cultural communication
* New sections on noncommunication and silence in organizations

* Discussion of emotion in electronic communications

Preface
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Chapter 11 (Leadership)

» Updated discussion of the functions and processes underlying transformational and charismatic
leadership
* Major revision of the discussion of trust and leadership

Chapter 12 (Power and Politics)

» Updated research on legitimate power

» Several updates to material on influence tactics

» Revised introduction to “The Reality of Politics”

» Extensive updates to “Impression Management” section

* Revision of Exhibit 12-4 (Impression Management [IM] Techniques)

Chapter 13 (Conflict and Negotiations)

» Extensive updates to “Functional View of Conflict” section

» Updates to personality and negotiation and moods/emotions and negotiation sections

» Extensive updates to “Dysfunctional View of Conflict” section

» Updates to “Transitions in Conflict Thought” section

* New material on managing functional conflict

 Extensive updates to “Global Implications” section

* Revision to definition of negotiation and accompanying material

* New material in “Negotiation: Preparation and Planning” section

* New section, “Resolution Focused View of Conflict,” which focuses on latest research on this
emerging topic

Chapter 14 (Structure and Organizational Behavior)

* Major new section: “The Leaner Organization: Downsizing”

Chapter 15 (Organizational Culture)

* New example of effect of top management on culture formation (Wegman’s)
* New example on dark side of socialization (Siemens)

Chapter 16 (Organizational Change)

* Updated material in “Forces for Change” section

SUPPLEMENTS PACKAGE

Essentials of Organizational Behavior continues to be supported with an extensive supplement package
for both students and faculty.

FACULTY RESOURCES

Instructor’s Resource Center

www.pearsoninternationaleditions.com/robbins is where instructors can access a variety of print,
media, and presentation resources available with this text in downloadable, digital format.
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Once you register, you will not have additional forms to fill out, or multiple usernames and passwords
to remember to access new titles and/or editions. As a registered faculty member, you can log in direct-
ly to download resource files, and receive immediate access and instructions for installing Course
Management content to your campus Server.

Our dedicated Technical Support team is ready to assist instructors with questions about the media
supplements that accompany this text. Visit http://247pearsoned.custhelp.com for answers to fre-
quently asked questions and toll-free user support phone numbers.

To download the supplements available with this text, please visit www.pearsoninternational
editions.com/robbins

Instructor’s Manual
Test Item File
TestGen test generating software

PowerPoints

STUDENT RESOURCES

Prentice Hall's Self-Assessment Library (SAL)

The Self-Assessment Library is available with this text in print, CD-ROM, and online. It contains
more than 60 self-scoring exercises that provide insights into your skills, abilities, and interests.

mymanagementiab.com

mymanagementlab (www.pearsoninternationaleditions.com/mymanagementlab) is an easy-to-use online
tool that personalizes course content and provides robust assessment and reporting to measure individual
and class performance. All of the resources students need for course success are in one place—flexible
and easily adapted for your students course experience. Some of the resources include a Pearson eText
version of all chapters, quizzes, video clips, simulations, assessments, interactive lectures, and
PowerPoint presentations that engage your students while helping them study independently.

ACKNOWLEDGMENTS

We owe a debt of gratitude to all those at Prentice Hall who have supported this text over the past
25 years and who have worked so hard on the development of this latest edition. On the editorial side,
we want to thank Editor-in-Chief Eric Svendsen, Director of Editorial Services Ashley Santora,
Editorial Project Manager Meg O’Rourke, Editorial Assistant Carter Anderson, and Editorial Director
Sally Yagan. On the production side, Project Manager Becca Richter did an outstanding job. Last but
not least, we would like to thank Marketing Manager Nikki Ayana Jones and Director of Marketing
Patrice Lumumba Jones and their sales staff who have been selling this book over its many editions.
Thank you for the attention you’ve given this book.

5



RIBIER

BI] B v eeteeeeeeseseeeeesiieiiieiiiiieiiieetitiitieetiiiiiiieiiiiiiieieaas 1
R R PR 1
B1E HBUSTHETIE v 1
N EBEBREIIE oo ormsvrmmensonsssesor saseses somees susesssavessraessssss 13
H2E TAELSFE -oovvrrrrrr 13
% 3 ﬁ ,Diﬁ\ ‘%%Eiﬂgﬂ?‘?j} ............................................. 26
AT AU EUL coovererrrermrerermri e 41
%5 :‘ﬁ /MZ!K%D%SB%% ...................................................... 57
% 6 ﬁ ﬁﬁb I FEAHEA, oo 72
HTE BT W EIHES, oo, 90
FIME AERPIEEE oo 106
BRI FEIA oo 106
% 9 ﬁ 7 1 N PP 122
% 10 fﬂﬂ VEATB AT RR oo 135
% 11 ﬁ BITER e 150
% 12% *Rjj—‘?ﬂ[(ﬁ' ......................................................... 170
FA3EE MREGIRH] o 186
%'IV% Zﬁ?ﬂ%é}‘f ..................................................................... 202
% 14 ﬁ %t@_ﬁgﬂgﬂ?—}j\j ................................................... 202
% 15 ?é— éﬂgﬂjﬁﬂﬁ ............................................................ 218
% 16 ﬁ iﬁé}%@ﬁ ............................................................ 234
)é—-ia ........................................................................... 249



CONTENTS

Preface 1

Part 1 Prologue 1

Chapter 1 Introduction to Organizational Behavior 1
Enter Organizational Behavior 2
Complementing Intuition with Systematic Study 2
Disciplines That Contribute to the OB Field 3
There Are Few Absolutes in OB 5
Challenges and Opportunities for OB 5
The Plan of This Book 11
W Implications for Managers 12

Part 2 The Individual in the Organization 13

Chapter 2 Job Attitudes 13
Attitudes 13

Job Satisfaction 19
m Global Implications 24

@ Implications for Managers 25

Chapter 3 Moods, Emotions, and Organizational Behavior 26
What Are Emotions and Moods? 27
Emotional Labor 32
Emotional Intelligence 34

OB Applications of Emotions and Moods 35
B Global Implications 39

® Implications for Managers 40

Chapter 4 Personality Traits and Work Values 41
Personality 41
Values 49

Linking an Individual’s Personality and Values to the Workplace 51
m Global Implications 53

W Implications for Managers 56



2 Contents

Chapter 5 Individual Perception and Decision-Making 57
What Is Perception? 57
Person Perception: Making Judgments About Others 58
The Link Between Perception and Individual Decision Making 61
Decision Making in Organizations 61
Organizational Constraints on Decision Making 66

What About Ethics and Creativity in Decision Making? 66
B Global Implications 69

m Implications for Managers 70

Chapter 6 Motivation I: Basic Concepts 72
Defining Motivation 72
Early Theories of Motivation 73

Contemporary Theories of Motivation 77
B Global Implications 88

B Implications for Managers 88

Chapter 7 Motivation II: Applied Concepts 90
Motivating by Changing the Nature of the Work Environment 90
Employee Involvement 98

Using Rewards to Motivate Employees 99
MW Global Implications 104

® Implications for Managers 105

Part 3 Groups in the Organization 106

Chapter 8 Groups 106
Defining and Classifying Groups 106
Stages of Group Development 108
Group Properties: Roles, Norms, Status, Size, and Cohesiveness 109
Group Decision Making 116
B Global Implications 120

B Implications for Managers 121

Chapter 9 Teams 122

Why Have Teams Become So Popular? 122
Differences Between Groups and Teams 123
Types of Teams 123

Creating Effective Teams 125

Turning Individuals into Team Players 131
Beware! Teams Aren’t Always the Answer 133



Contents 3

B Global Implications 133

B Implications for Managers 134

Chapter 10 Communication Process 135
The Communication Process 135
Direction of Communication 136
Interpersonal Communication 137
Organizational Communication 140

Barriers to Effective Communication 145
& Global Implications 147

B Implications for Managers 149

Chapter 11 Leadership 150
"What Is Leadership? 150
Trait Theories 151
Behavioral Theories 152
Contingency Theories 153
Leader—Member Exchange (LMX) Theory 156
Charismatic Leadership and Transformational Leadership 157
Authentic Leadership: Ethics and Trust Are the Foundation of Leadership 163

Challenges to the Leadership Construct 165
@ Global Implications 168

® Implications for Managers 169

Chapter 12 Power and Politics 170
A Definition of Power 170
Contrasting Leadership and Power 171
Bases of Power 171
Power Tactics 173
Politics: Power in Action 175
Causes and Consequences of Political Behavior 176
The Ethics of Behaving Politically 183
| Global Implications 184

| Implications for Managers 184

Chapter 13 Conflict and Negotiations 186
A Definition of Conflict 186
Transitions in Conflict Thought 186
The Conflict Process 188

Negotiation 193
B Global Implications 199

®| Implications for Managers 200



4 Contents

Part4 The Organization System 202

Chapter 14 Structure and Organizational Behavior

What Is Organizational Structure? 202
Common Organizational Designs 207
New Design Options 209

Why Do Structures Differ? 212

Organizational Designs and Employee Behavior 215
B Global Implications 216

= Implications for Managers 217

Chapter 15 Organizational Culture 218

What Is Organizational Culture? 218

What Do Cultures Do? 220

Creating and Sustaining Culture 223

How Employees Learn Culture 227

Creating an Ethical Organizational Culture 228

Creating a Positive Organizational Culture 230
B Global Implications 232

® Implications for Managers 233

Chapter 16 Organizational Change 234

Epilogue 249

Endnotes 251

Forces for Change 234

Resistance to Change 235

Approaches to Managing Organizational Change 238
Creating a Culture for Change 241

Work Stress and Its Management 243
B Global Implications 247

# Implications for Managers 248

202



PART 1 Prologue .

Introduction to
Organizational Behavior

-

After studying this chapter, you should be able to:

& Define organizational behavior (OB).

# Show the value to OB of systematic study.

® Identify the major behavioral science disciplines that contribute to OB.

® Demonstrate why few absolutes apply to OB.

® Identify the challenges and opportunities managers have in applying OB concepts.
# ]dentify the three levels of analysis in OB.

If you ask managers to describe their most frequent or troublesome problems, the answers you get tend
to exhibit a common theme. The managers most often describe people problems. They talk about their
bosses’ poor communication skills, employees’ lack of motivation, conflicts between team members,
overcoming employee resistance to a company reorganization, and similar concerns. It may surprise
you to learn, therefore, that it’s only recently that courses in people skills have become an important
part of business school programs.

Until the late 1980s, business school curricula emphasized the technical aspects of management,
focusing on economics, accounting, finance, and quantitative techniques. Course work in human
behavior and people skills received relatively less attention. Over the past three decades, however, busi-
ness faculty have come to realize the role that understanding human behavior plays in determining a
manager’s effectiveness, and required courses on people skills have been added to many curricula.

Developing managers’ interpersonal skills also helps organizations attract and keep high-
performing employees. Regardless of labor market conditions, outstanding employees are always in short
supply. Companies known as good places to work have a big advantage. A recent survey of hundreds of
workplaces, and more than 200,000 respondents, showed the social relationships among co-workers and
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OB’s goal is to
understand and predict
human behavior in
organizations; the
complexities of human
behavior are not easy
to predict, but neither
are they random—
certain fundamental
consistencies underlie
the behavior of all
individuals.

supervisors were strongly related to overall job satisfaction. Positive social relationships
also were associated with lower stress at work and lower intentions to quit.' So having man-
agers with good interpersonal skills is likely to make the workplace more pleasant, which in
turn makes it easier to hire and keep qualified people. Creating a pleasant workplace also
appears to make good economic sense. Companies with reputations as good places to work
(such as the “100 Best Companies to Work for in America”) have been found to generate
superior financial performance.’

We have come to understand that in today’s competitive and demanding workplace,
managers can’t succeed on their technical skills alone. They also have to have good
people skills. This book has been written to help both managers and potential managers
develop those people skills.

ENTER ORGANIZATIONAL BEHAVIOR

We’ve made the case for the importance of people skills. But neither this book nor the
discipline on which it is based is called “people skills.” The term that is widely used to
describe the discipline is organizational behavior.

Organizational behavior (often abbreviated OB) is a field of study that investi-
gates the impact that individuals, groups, and structure have on behavior within organiza-
tions, for the purpose of applying such knowledge toward improving an organization’s
effectiveness. That’s a mouthful, so let’s break it down.

Organizational behavior is a field of study, meaning that it is a distinct area of
expertise with a common body of knowledge. What does it study? It studies three deter-
minants of behavior in organizations: individuals, groups, and structure. In addition, OB
applies the knowledge gained about individuals, groups, and the effect of structure on
behavior in order to make organizations work more effectively.

To sum up our definition, OB is the study of what people do in an organization and
how their behavior affects the organization’s performance. And because OB is concerned
specifically with employment-related situations, you should not be surprised that it em-
phasizes behavior as related to concerns such as jobs, work, absenteeism, employment
turnover, productivity, human performance, and management. Although debate exists
about the relative importance of each, OB includes the following core topics:

* Motivation

* Leader behavior and power

* Interpersonal communication

e Group structure and processes
 Personality, emotions, and values

» Attitude development and perception
* Change processes

* Conflict and negotiation

* Work design’

COMPLEMENTING INTUITION WITH SYSTEMATIC STUDY

Each of us is a student of behavior. Whether you've explicitly thought about it before,
you’ve been “reading” people almost all your life, watching their actions and trying to
interpret what you see or predict what people might do under different conditions.



