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Human Relations: Personal and Professional Development
represents a different paradigm in conveying information
to students about human relations in organizations. For

PREEACE years now, books on human relations often came in one of
two varieties. On one hand, there are those who present

70 THE human relations topics to students by focusing on under-
INSTRUCTOR standing individual characteristics. Covering such topics as

norms, values, and the like, these texts give students an
opportunity to learn something about themselves. Clearly
this is an important way to approach human relations, but
it often overlooks an important mark—focusing on where
these relations take place. At the other end of the spectrum
are human relations texts in which the authors attempt to
address what’s missing in the previously-described books by presenting human
relations in organizational settings. Recognizing that most of us work in some sort
of organization, human relations topics are described in terms of how the organi-
zation either sees us, or wants us to behave. Although this focus does represent an
attempt to describe human relation interactions at work, it is presented from the
supervisor’s or manager’s view. That’s a perspective that may need to be rethought
in today’s world of work.

The fact is, the world has changed greatly over the past few decades. Work
conditions, technology, and the people with whom individuals work have a
dynamism about them that is unprecedented in our history. They are more likely
today to work with a more diversified peer group than at any other time.
Furthermore, their interactions at work will change, too. No longer are employees
primarily a cog in a bureaucratic organization. Instead, they are more likely to be
part of a work team and are expected to work together to be successful in achieving
tasks. Employees may not have the strong supervisory influence that directed our
work behavior in the past. Rather, they’ll have to take on more of this responsibili-
ty themselves. As such, work behavior will have to adapt. Employees will no longer
be looking at what organizations are doing to them, but how they affect the objec-
tives of the organization. Issue such as these have led to writing this text—focusing
attention on critical human relations at work—from the employee’s perspective.

Writing a text from scratch, and from a different framework, is both excit-
ing and frightening. The excitement comes from being able to address topics that
are important to our students as they apply them at work. It gives each of us the
opportunity to relate to students in a way that we think they can understand, and
prepare them for what lies ahead in their work interactions. The frightening part
comes from doing something different that can be appreciated. Books that are
published often follow a similar structure. Oh sure, each of us puts his or her spin
on the material. Sure, we may give more weight to a topic that we have greater
interest in, or one we truly feel is more critical to understand. But look at them
closely. We’re often saying similar things. Deviating from that “norm” is down-
right scary. But common sense dictates that when one attempts this, there has to
be a well-grounded reason. For me, that reason came from the absolute belief that
our students need to understand how to succeed at work today—no matter where
or what type of work they do. An author, however, doesn’t just go off on a tangent
without some basic premises. Human Relations: Personal and Professional
Development, therefore, had to be rooted in a framework—and my assumptions.
Let me explain what mine were.




Preface

The Assumptions

The first major assumption concerning this book is what students need to be
exposed to—an order that makes sense. To address this issue, this book presents five
parts. Part I: Starting the Journey, was written to provide students with some back-
ground information about the field of human relations—past, present, and future
challenges. Part II: Human Bebavior: The Individual, begins the process of understand-
ing why people do what they do. The three chapters in this part focus on the funda-
mentals of individual behavior, how people develop an interpersonal communications
style, and personal problems they may face. At the end of this part, students should
have a better understanding of their own behaviors. But recognizing that these behav-
iors are frequently exhibited at work, students need to understand the effect of their
behaviors in a work setting.

Part III: The Organization, introduces students to the inner workings of organi-
zations. Why workers are grouped the way they are, how group and team behaviors
effect individual behavior, the employment process, power, politics, status, and orga-
nizational communications are discussed. The nuances of each element, and the
behavioral implications are discussed. Part IV: Human Bebavior: Interaction in the
Organization, recognizes that individuals interact with others while at work. How
individuals attempt to get the “most” out of others, how they influence them, and how
they deal with change and conflict are highlighted. Part V: Achieving Your Potential,
attempts to put all the pieces together. The focus is on one’s career, and what one can
do to achieve personal goals.

A book on a topic like Human Relations must support the SCANS skill stan-
dards that have been suggested. These included such criteria as Interpersonal Skills,
processing Information and decision making, developing Personal Qualities, and crit-
ical Thinking Skills. SCANS standards were a driving force in developing this book
and in determining its features.

Writing a book about human relations has an inherent benefit that other topic
areas may not enjoy. That’s because it’s about people and how they get along.
Although the material is often well rooted in organizational behavior and psycholog-
ical research, it does not have to be presented in a theoretical manner. That, to me,
will miss the mark in helping introductory students understand the material. Thus,
this book concentrates on the meeting students’ needs. This means that it has to be
realistic to them, should talk with students about issues they’ll face, and emphasize
what they should do to be effective in their interactions with others in an organiza-
tional setting. It should be written in a manner that is understandable to them, and
use examples that are part of their everyday life. The book should also provide a forum
for students to learn about themselves, give them an opportunity to explore their
behavior, and understand how to interact with others.

A book for students should also be interesting and “user-friendly.” It should be
performance-based, providing students an opportunity to develop certain skills and
competencies. These characteristics make a text more interactive; they are also criti-
cal for success in tomorrow’s jobs. It’s in this performance-based area, then, that many
of the features of the book are grounded.

The Features

In deciding which features to include in this book, several things came to mind.
First of all, I wanted students to relate to the book. I wanted them to see themselves
through the eyes of others who encounter situations that they may face in their lives.



To assist in this, the goal is to focus on an individual at the beginning of the chapter
who has experienced a main topic of the chapter. The situations these individuals face,
and their stories, become the opening vignettes.

Several features have been included that can best be described as in-text learning
aids. But lately, in-text learning aids have meant including such things as chapter open-
ing learning objectives, summaries tied directly to the objectives, review and discussion
questions, key terms and margin notes, experiential exercises, and cases. This text is no
different in that it includes them, too. But, in order to make this book more interactive,
as well as a learning tool, I've gone beyond the traditional in-text help. Let me explain.

In each chapter, there are several learning stimuli that are designed to help stu-
dents better understand themselves, the material, and build skills. In each, you’ll find
a vignette called “Unlocking Your Potential.” In this, students are asked to respond to
questions about themselves, or how they view an event. Several pages later in the text,
the Unlocking Your Potential is followed by a “Keys to Understanding.” These
“Keys” are designed to explain the important feature of some text-related material as
it applies directly to the student. Completing these Unlocking Your Potentials and
working through the Keys to Understanding is one means of having students begin to
formulate their personal profiles. Many of these Keys to Understandings also present
the opportunity to go further—under a section called “extra effort.” These “extras”
may also be used as a graded student writing assignment.

Each chapter also includes several sections called “Checking Your Understanding.”
My experience through the years has been that students often think they understand a
topic, but when it comes to a test, they can’t recall the information. These questions are
actual test questions I've used before, and can serve as reinforcement for the student.

In each chapter presentation, there is a major topic that is directly relevant to
student behavior. In those places, a Self Assessment has been included which, when
completed and scored, further assists students in understanding themselves. In addi-
tion, each of the self-assessments poses several critical thinking issues under the head-
ing of “Questions toPonder.”

To help build skills, each chapter includes a “Skills Checklist.” Each skills check-
list is designed to provide students with step-by-step means of handling a given situ-
ation. Being exposed to these skills and practicing these steps can provide students
some comfort level in dealing with events they’ll more than likely face.

Today’s students, as well as tomorrow’s workers, are bound to be facing dilem-
mas not encountered by their parents. How students deal with the “unexpected” will
often be a function of their value system. In response to this, each chapter contains a
vignette called “Value Judgement.” Each situation is critically linked to a particular
facet in the chapter, and asks the student his or her opinion on how they would deal
with or resolve the dilemma.

Reading a preface is like seeing an advertisement for a product. Sure, all authors
make claims. But the proof is in the proverbial “pudding.” That is, how these claims
are supported, as well as how the features come to life, is truly your call. I hope that
you’ll share the excitement I had as I wrote the book.

Preface xxi
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TO: Students Reading this Book
FR: Dave De Cenzo
SUBJECT: Getting the Most Out of This Text

A MEMO

o All authors of a textbook generally include a preface describ-

STUDENTS ing why they wrote the book and what’s unique about it, and
then thank a lot of people for the role they played in getting
the book completed. Well, I'm no different, for I, too, have a
preface. But it has become crystal clear to me that two things
are common about a book’s preface. First, they’re usually
written for the professor, especially one who’s considering
selecting the book. Second, students don’t read them! That’s unfortunate because they
often include information that students can find useful.

As an author, I listen to my customers. Many of mine have told me that they’d
enjoy some input from me about using the book, but tell me I should put it where
they can find it—don’t bury it in the preface. So, I've written this memo. My purpose
is to provide you with my ideas about the book, how it was put together, and more
important, how you can use it to understand human relations better—and do better
in this class.

This book was written to provide you with the foundations of human relations.
But human relations can mean different things to different people. It can relate to
your interaction with fellow students, your significant other, your family, or your work
associates. Because most of us will end up in some type of work setting, and will have
to “get along” with others, I've written this book with that in mind. Therefore, I've
put this book together to reflect our work lives. Let me tell you a little about the log-
ical flow of the book.

I’ve divided the book into five parts. Each part is designed to cover information
that is important for helping you understand human relations. For example, you start
with Part I, “Starting the Journey.” Part I is designed to provide you with a broad base
of information about human relations, its history, and current challenges we face.
Although this information is useful and necessary, the “nuts and bolts” of human rela-
tions begins in Part II, “Human Behavior: The Individual.”

No matter where we are, who we interact with, or where we do it, we must first
understand ourselves. Each of us is made up of a personality, has certain attitudes,
and holds definite values. Likewise, we all possess a way in which we communicate
with others. Therefore, before we can truly learn to interact with others effectively,
we need to understand ourselves to the best of our abilities. Part II gives you that
opportunity.

Understanding ourselves, however, cannot exist in isolation. Rather, each of us,
throughout most of our adult lives, will be working with others in places we call orga-
nizations. So we need to understand ourselves in organizations. That means under-
standing why organizations exist, how we get employed by them, and how organiza-
tions group us in an effort to achieve their goals. Part III, then, deals with “The
Organization.”

We are now in this thing we call an organization. Common to all organizations
are other individuals. Therefore, to succeed in our jobs, we need to be able to work
effectively with others. This means understanding what motivates us and how we can
influence others, and dealing with the ever-present changes we encounter. Part IV,
“Human Behavior: Interaction in the Organization” is designed to give you a founda-
tion for understanding these areas.
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Finally, Part V, “Achieving Your Potential,” puts all this in perspective. Each of
us has a reason for working. Irrespective of those reasons, though, there is a simple
concept: Each of us desires to reach our personal goals. In Chapter 14, I've provided
you with a wealth of information about setting your goals to making them become a
reality. To do that, you’ll need to look at the “big picture”—the personal, organiza-
tional, health and spiritual factors that contribute to your success. This chapter is not
a sermon, but rather offers some tips and techniques from years of experience in help-
ing guide individuals’ careers.

Even though I am confident that completing these five parts will provide you the
fundamentals of human relations, a book has to offer more. It not only should cover
topics (in an interesting and lively way), it should also assist in the learning process.
That means a book should provide an opportunity for knowledge to be gained.
Furthermore, that knowledge should be translated into useful skills. In my estimation,
to accomplish this, the book should be written in such a way that you can understand
it, it keeps your attention, and it provides you an opportunity for feedback. I think I've
met each of these goals.

To be understandable and lively means that I need to communicate with you.
I’ve made every attempt in this text to have it sound as if I were in front of your class
speaking with you. Writing style is important to me. I use examples whenever possi-
ble—real examples so that you can see that what I talk about is happening with the
“world of work.” In the past, people using my books have indicated that my writing
style does help hold their attention. But the communication connection is only one-
half of the equation. The ultimate tests for you are, does the book help you do well
on exams, and does it help prepare you for a job?

I start every chapter with learning objectives. I view these as the critical learn-
ing points. They present a logical flow from which the material will be presented. To
begin learning this material, you’ll need to be able to address each learning objective.
If you can explain these, you’ll be on the right track. But memory sometimes fools us.
We read the material, think we understand it, see how the summaries directly tie the
learning objectives together, then receive a grade on an exam that does not reflect
“what we knew we knew.” I’ve given a lot of thought to that issue and think I've come
up with something that will help—putting in feedback loops.

In each chapter, I have included several boxed areas. These are titled either
Unlocking Your Potential or Checking Your Understanding. The Unlocking Your
Potential section asks you to respond to a variety of questions. Before some specific
material is presented, these questions are designed to get you thinking about a partic-
ular topic. Then, shortly after the discussion, I've provided some sample answers to
the “assignment.” These I have presented in the Keys to Understanding sections.

In a similar fashion, Checking Your Understanding boxes present multiple-
choice questions that I've generally used in the past on my exams. I've designed the
questions to test your knowledge of critical sections of the chapter’s material. If you
can correctly answer these questions, then you're one step closer to enhancing your
understanding of that material. Recognize, of course, that these are only a learning
aid. They help you learn but don’t replace careful reading or intensive studying. And
don’t assume that getting a question right means you fully understand the concept
covered. Any set of multiple-choice questions can test only a limited range of infor-
mation. So don’t let correct answers lull you into a sense of false security. If you miss
a question or don’t fully understand why you got the correct response, go back to the
corresponding pages in the chapter and reread the material. To help in this, I've also
provided an answer.

A Memo to Students



Learning, however, goes beyond just passing a test. It also means preparing you
to perform successfully in tomorrow’s organizations. You’ll find that organizations
today are requiring their workers to work more closely together than ever before. Call
it work groups, work teams, or the like, the fact remains that you’ll be interacting with
others, and your success will depend on how well you work together. To help model
this “group” concept for you, I have included several activities that can be used to
facilitate this goal. These include two case studies, a video case, and an experiential
exercise in each chapter. These are designed to highlight a particular topic in the text
and provide an opportunity to work in groups to “solve” the issue at hand. They also
help you develop special skills that can be useful in your careers.

Now that I’'ve given you my ideas behind the text, I’d also like to extend an open
invitation to you. That is, if you’d like to say something to me, giving me feedback
about the text or suggesting how I might improve the next edition of this book, I
encourage you to write me. I can be reached at the Department of Management,
Towson State University, Towson, Maryland 21204-7097. I am also available on e-
mail. My address is DECENZO-D@TOE.TOWSON.EDU. Good luck this semes-

ter, and may all of your human interactions be positive.

A Memo to Students XXVii
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Below are listed selected references to skill exercises that exist in the text:

CHAPTERS
RELATED COURSE WHERE INFO
COMPETENCY SKILL AREA APPEARS Torics To COVER
RESOURCES
Time Goal Setting; Schedules 5 Time Management
Human Resources Assessing Skills; Performance 8 Performance Appraisals; Skills
Feedback Checklist
INTERPERSONAL
Team Member Contribute to Group Effort 7 Groups; Work Teams
9 Power-Politics; Skills Checklist
Exercises Leadership Influences Others 12 Becohmin a Leader; Skills
Checklist
Negotiates Work toward agreement/ 13 Conflict; Skills Checklist
divergent interests
9 Power-Politics
Works with Diversity Works with and understands 2 Diversity
different backgrounds 9 Mentors and Diversity
INFORMATION
Acquires and Uses External effects on work 2 Globalization;
Information TQM/Reengineering
SYSTEMS
Understands Systems Organizational groups 6 Structures; Grouping Employees
Improves or Designs Making Suggestions 13 Upward Comm’s; Creativity
Systems
BASIC SKILLS
Reading Self explanatory
Writing Keys to Understanding 1-14 Extra Effort
Unlocking Your Potential Points to Ponder
Mathematics Computations 1-14 Self-Assessment scoring
Listening Active Listening 4 Enhancing Comm’s
THINKING SKILLS
Creativity Creative process 13 Creativity; Skills Checklist
Decision-Making Problem solving 7 Group decision-making
Seeing Things in Processing symbols 3 Perceptions
The Mind’s Eye 9 Status
Knowing How to Shaping Behavior 3 Learning through Consequence/
Learn Experiences
Reasoning Applying underlying 1-14 Case Applications; Experiential
relationships to problems Exercises
PERSONAL QUALITIES
Self-Esteem Positive Attitude 3 Positive Attitude; Attitudes;
Building Blocks of Behaviors Perception; Values; Shaping
Behavior
Socialibility Interpersonal Communications 4 Interpersonal Comm Styles
Self-Management Personal Issues 3 Stress/Issues
Personal Growth 1-14 Self-Assessments; Unlocking
Your Potential; Keys to
Understanding
Career Growth 14 Achieving One’s Potendal
IntegrityHonesty/ Ethical Behavior 2 Social Responsibility; Ethics
1-14 Value Judgement




BRIEF TABLE OF CONTENTS

PART I:

Chapter 1:
Chapter 2:
PART II:

Chapter 3:
Chapter 4:
Chapter 5:

PART III:

Chapter 6:
Chapter 7:
Chapter 8:
Chapter 9:
Chapter 10:

PART IV:
Chapter 11:
Chapter 12:
Chapter 13:
PART V:
Chapter 14:

Glossary 461

Index 473

HUMAN RELATIONS:

Personal and Professional Development

Starting the Journey I

Introduction to Human Relations 2
Challenges for the 21st Century 32
Human Behavior: The Individual 65

Building Blocks of Your Behavior 66
Developing a Personal Communications Style 98
Dealing with Personal Issues 130

The Organization 161

Effectively Grouping Employees 162
Being a Part of Groups and Teams 194
Hiring, Developing, and Appraising 226
Power, Politics, and Status 262
Organizational Communications 294

Human Behavior: Interaction in the Organization 323
Excelling on the Job 324

Influencing Others 358

Understanding Change, Conflict, and Creativity 390
Achieving Your Potential 421

Reaching Your Personal Goals 422



CONTENTS

Preface to the Instructor xix
A Memo to Students xxv

PART I: Starting the Journey 1
CHAPTER 1: Introduction to Human Relations 2

Learning Objectives 2

Up-Close and Personal 3

Introduction 4

What Is Human Relations? 5

Why Is Human Relations Important? 6
The Critical Factors 8

Personal Characteristics 8
Personality 8

Attitude 9

Values 9
Communication Style 9

Organizational Culture 9
Organization Management 11
The History of Human Relations 12
The Forerunners of the Human Relations Movement 13
Frederick Taylor and Scientific Management 14
The Gilbreths and Gantt 15
The Rise of the Bureaucracy 15

Self Assessment: Your Organizational Preference 18
The Human Side of Organizations 20
Value Judgement: Psychological Testing and the Honesty Test 20
The Hawthorne Studies 21
Promoting Employee Satisfaction 22
Carnegie, Maslow, and McGregor 22
Moving Human Relations Forward 24
People Management 24
Why Study Human Relations? 26
Summary 26
KeyTerms 28
Reviewing Your Understanding 28
Answers to Checking Your Understanding 28
Experiential Exercise 29
Case 1A: The Human Relations Movement 30
Case 1B: Monitoring Employees at Lemco-Miller Custom Machine Parts 31




CHAPTER 2: Challenges for the 21st Century

Learning Objectives 32
Up-Close and Personal 33
Introduction 34

Working In a Diverse Society 34

Self Assessment: How Informed Are You About Diversity? 35
What is Work Force Diversity? 39
How Does Diversity Affect You? 40

Globalization 42

The Globalization of Business 42
How Does Globalization Affect Human Relations? 44
Changing How We Do Business 47

Doing More With Less 47

Implementing Total Quality Management 48

Reengineering Our Work Efforts 49

Human Relations Implications 51
Downsizing and Human Relations 51

TOM andYou 51
Reengineering and Human Relations 51
Understanding the New Work Force 52

We All Don’t Have Full-Time Jobs 53
Value Judgement: The Contingent Workforce 54
The Contingent Work Force and You 54
Can Organizations be “Good” and Still be Profitable? 55

Socially Responsible Organizations 55

The Ethical Individual 56

Skills Checklist: Acting Ethically 58
Summary 59

KeyTerms 60

Reviewing Your Understanding 60

Answers to Checking Your Understanding 61

Experiential Exercise 61

Case 2A: The Changing Work World 62

Case 2B: A Socially-Responsible Issue for Bausch & Lomb? 63

PART lI: Human Behavior: The Individual 65

CHAPTER 3: Building Blocks of Our Behavior

Learning Objectives 66
Up-Close and Personal 67
Introduction 68
Personality 69
Personality Traits 69

Vi Contents

32

66



The Building Blocks 69
Behavior in Organizations 70
Self Assessment: Who Controls Your Life? 71
Personality and Job Choices 74
Personality and National Cultures 76
Attitudes 77
The Need for Consistency 77
Value Judgement: Convincing a Candidate to Take Your Job 78
Keeping Up-To-Date On Attitudes 78
Can You Change Your Attitude? 79
Perception 80
Skills Checklist: Developing a Positive Attitude 81
What Influences Perception? 81
Using Perceptions to Judge Others 82
Creating Positive Perceptions From Those Who Evaluate You 84
Values 85
Factors that Influence Your Values 86
Understanding Organizational Values 88
Shaping Your Behavior 89
Learning Through Consequences 90
Being Open to New Experiences 91
A Final Word 91
Summary 92
Key Terms 93
Reviewing Your Understanding 94
Answers to Checking Your Understanding 94
Experiential Exercise 94
Case 3A: Understanding the Individual 95
Case 3B: Japanese Women Strike Back 96

CHAPTER 4: Developing a Personal Communications Style
Learning Objectives 98
Up-Close and Personal 99
Introduction 100
What is Communication? 100
The Communication Process 101
Working Through the Process 102
The Responsible Party 103
Value Judgement: The Truth and Nothing but the Truth 104
How We Communicate With Others 105
Verbal Communications 105
Written Communications 105
Nonverbal Communications 106
Barriers to Effective Communication 107
Contents

98



Enhancing Our Communication Effectiveness 108

Using Feedback 108
Simplifying and Targeting Language 109
Listening Actively 109
Skills Checklist: Active Listening Techniques 110
Constraining Emotions 111
Aligning Verbal and Nonverbal Cues 111
Developing Your Interpersonal Communications Style 111

The Assumptions of An Interpersonal Style 112
Interpersonal Styles 113

Lions 113

Foxes 113

Saint Bernards 113

Speaking Their Language 114
Self Assessment: Your Interpersonal Style 115
The Johari Window 118

The Model 118
Tapping Into Hidden Potential 120
Developing Feedback Skills 122
Give Feedback to Be Helpful 122
Assess the Readiness of the Receiver 122
Make It Recent 123
Describe Behaviors Rather Than Evaluate Them 123
Down’t Demand Change 123
Focus on Those Things a Person Controls 123
Be Empathetic 123
Confirm Understanding 123
Summary 125
Key Terms 126
Reviewing Your Understanding 126
Answers to Checking Your Understanding 126
Experiential Exercise 127
Case 4A: Communicating Effectively 127

Case 4B: Communication Breakdown and the Aviance Disaster 128

CHAPTER 5: Dealing with Personal Issues 130

Learning Objectives 130
Up-Close and Personal 131
Introduction 132

Stress 132

Self Assessment: Are You Stressed? 133
What is Stress? 134
Causes of Stress 135

viil Contents



