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PREFACE

The 1980s brought tremendous changes in the world. Governments altered
in fundamental ways, the Berlin Wall came down, and the world’s work
force became a culturally diverse one. Some previously successful organi-
zations were suddenly faced with pressures to innovate and change their
ways in order to remain successful. The restructuring of organizations
around the world put pressures on many managers to alter how they man-
aged their people and organizations. These changes often required them to
develop new insights and practices.

One major goal of the sixth edition of Organizational Behavior is to
present a realistic and complete picture of people working in organizations.
As we did in the last two editions, we have included an Across Cultures
section in each chapter that enables the reader to see problems and issues
from other perspectives. Managers must learn to compete for resources,
negotiate contracts, influence behaviors, and conduct business with a di-
verse group of employees and customers. These Across Cultures sections
permit the reader to see how management concepts and practices are ap-
plied in other parts of the world.

A theme introduced in Chapter 1 and carried throughout the book is
that successful employees and managers should understand how various
management concepts and approaches can be applied in an organization.
Given this theme, each chapter opens with a Preview Case that details a
problem or issue that is addressed by the content of that chapter. Current
research is provided as a foundation for practical applications.

A second goal of the sixth edition is to present the readers with
true-to-life problems and issues that illustrate the concepts and models in
the chapter. The In Practice sections that appear in each chapter are about
problems and issues that managers and employees have faced in hospitals,
manufacturing plants, insurance companies, and other organizations.
Many chapters contain diagnostic questionnaires that make topics “come
alive” for readers by providing them with insights into their own experi-
ences or behaviors.
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The third goal for Organizational Behavior, sixth edition, is to help read-
ers who study this book to:

Develop a clear and meaningful understanding of the field of orga-
nizational behavior.

Acquire insights and knowledge concerning the behavior of cultur-
ally diverse individuals and groups in work settings.

Develop an appreciation for how managers design their organizations.
Develop a foundation to guide them in their choice of relevant con-
cepts and models to use in diagnosing and implementing an effective
solution to a problem.

Experience first-hand some of the problems and issues that employ-
ees and managers face on a daily basis in many organizations.
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NEW MATERIAL IN THIS EDITION

The sixth edition includes important new subject matter, as well as addi-
tional learning approaches. We have reorganized the book to more clearly
focus on four key areas of organizational behavior: the individual, interper-
sonal and group processes, organizational processes, and individual and
organizational change.

Reviewers encouraged us to introduce a new chapter on “Learning
about Organizational Behavior” (Chapter 2). This chapter helps readers
decide how to design a research project to address important questions
facing them and their organization. Not all designs will yield reliable and
valid data that managers and other employees can use to make a decision.

We have expanded our materials on goal-setting and reward systems by
introducing another new chapter, “Goal-Setting and Performance Enhance-
ment” (Chapter 8). Included in this chapter is information on goal-setting,
as well as on performance-appraisals and types of reward systems that
managers can choose to increase employees’ performance and sustain it
over time.

We also have expanded our coverage of managing a culturally diverse
work force and ethics. Managing a culturally diverse work force is a major
factor in organizations. Rather than singling it out in any one chapter, we
continuously introduce this theme in many chapters. Our coverage of ethics
has grown, and now ethical problems and issues facing employees and
managers are included in many chapters.

Positive reactions to the experiential exercises in earlier editions en-
couraged us to change and add new ones. In all cases, new exercises were
chosen to reinforce major sections of a chapter.

The In Practice sections have been well received by students and in-
structors. These present actual managerial problems and issues that rein-
force the concepts and models presented in the chapter. They appear where
the concept or model is discussed in the text. All chapters have at least three
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In Practice sections, and more than 80 percent of these are new to this
edition.

We have added new management cases and exercises at the end of all
chapters. Special care was taken to choose new cases and exercises that will
aid the readers’ understanding of the materials presented in the chapter.
Other end-of-chapter features that aid reader understanding and compre-
hension are a list of key words and concepts and discussion questions that
can be used for written assignments or class discussion.

We also have changed the integrated cases. Two of the more popular
cases have been retained, and others added. The new cases focus on ethics,
managing a culturally diverse work force, and self-managed work groups.

Finally, the materials in each chapter have been expanded and updated.
A sampling of the new materials include social learning theory, mentoring,
charismatic and attributional leadership, wellness programs, quality of
work life, information technologies, goal setting and performance, self-
managed teams, electronic brainstorming, communication networks, nego-
tiations in conflict management, network organizations, ethical intensity,
lateral thinking method, cognitive moral development, globalization, the
exchange process in power relationships, computer-integrated manufactur-
ing, and continuous improvement programs. The list of references at the
end of each chapter provides current sources for students who desire addi-
tional materials on each subject.

FRAMEWORK OF THIS EDITION:
FIVE MAJOR PARTS

This book is organized around four major issues facing employees and
managers: understanding people, managing people in groups, designing
organizations to be more effective, and changing the organization and em-
ployees’ behaviors to respond to pressures from customers, competitors,
and others. This order has been followed in response to many reviewers who
have found it easier to discuss materials that focus on why and how people
behave and then on understanding groups. As in the fifth edition, this ma-
terial is integrated but in a manner that allows instructors to change the
sequence of materials as they prefer.

Part I—The Introduction consists of two chapters. Chapter 1 discusses
the changing nature of the work force and what this means for organiza-
tions. It also discusses what managers do and how they accomplish their
roles in organizations. Chapter 2 develops the theme that managers and
other employees need to know how to design and conduct some basic re-
search programs in their organizations to improve their organization’s ef-
fectiveness.

Part II—Individual Processes includes seven chapters that focus on fac-
tors that influence an individual’s behavior. Separate chapters are included
on personality and how attitudes are formed (Chapter 3); the factors
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that influence a person’s perceptual processes (Chapter 4); how a person’s
problem-solving style influences how he or she makes decisions, motivates,
and communicates with others (Chapter 5); how employees learn (Chapter
6); what motivates employees (Chapter 7); evaluating and rewarding behav-
ior (Chapter 8); and stress, including methods of coping with stress (Chap-
ter 9).

Part III—Interpersonal and Group Processes focuses on group behavior
and interpersonal communications. It is organized into five chapters. What
happens within groups is the focus of Chapter 10, while Chapter 11 looks at
what can happen between groups in an organization. The nature of leader-
ship and how a leader can influence groups and individuals to achieve
organizational goals are the central themes of Chapter 12. Chapter 13 illus-
trates the influence of communication openness, networks, and media. We
close this section with Chapter 14, which focuses on ways that people man-
age conflict and negotiate effectively with others.

Part IV—Organizational Processes includes five chapters. Chapter 15
describes organizational culture and how culture influences employee atti-
tudes and behaviors. Power and political behavior are the focuses of Chap-
ter 16. In Chapter 17, we examine how the design of employees’ jobs can
influence their productivity and job satisfaction. Chapter 18 considers the
factors that influence the design of organizations and the range of design
options. We conclude this part with Chapter 19 on decision making, includ-
ing an extensive discussion of ethical decision making.

Part V—Individual and Organizational Change has three chapters that
focus on change. Chapter 20 addresses how organizations socialize new
employees and describes the career paths that most employees will take.
Chapter 21 examines organizational change, including pressures for and
resistance to change. Chapter 22 concludes the book with a discussion of
approaches that managers and employees have actually used to change their
organization.
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SUPPLEMENTS AVAILABLE

A variety of supplementary materials are available for use with this book.
These include:

«  The third edition of Organizational Behavior: Experience and Cases,
written by Dorothy Marcic. This book contains experiential exercises
and cases that closely parallel material presented in Organizational
Behavior, sixth edition.

A student study guide prepared by Roger Roderick. This contains
learning objectives, chapter outlines, practice questions, and a pro-
grammed study supplement to Organizational Behavior.

An instructor’s resource guide by Patricia Fandt. It contains lecture
resource materials; transparency masters; answers to all discussion
questions, end-of-chapter case questions, and end-of-book case
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questions; and suggestions for films and videotapes that correspond
to topics covered in the book.

A test manual by Patricia Fandt. It contains over fourteen hundred
true-or-false and multiple-choice questions.

A set of four-colored transparency acetates from the instructor’s re-
source guide.

Westtest, a computer-based test bank.

these supplements are available from West Publishing Company.

R R T RS TR e s
ACKNOWLEDGEMENTS

We would like to express our appreciation to the following individuals

whose suggestions led to improvements in the sixth edition of Organiza-

tional Behavior:

Royce L. Abrahamson = Southwest Texas State University

Reginald Beal University of Wisconsin-Whitewater
James W. Carr West Georgia College

Tupper Causey Wilfred Laurier University

J. Gregory Chachere Northeast Louisiana University
Charles Capps Sam Houston State University
Gene Deszca Wilfred Laurier University
Robert Isaac University of Calgary

Steven Meisel LaSalle University

Herff L. Moore University of Central Arkansas
Kevin Mossholder Auburn University

Ivan Perlaki East Tennessee State University
Afzalur Rahim Western Kentucky University
David A. Tansik University of Arizona

Cheryl Tromley Fairfield University

Robert J. Vandenberg Georgia State University

We continue to enjoy a fine working relationship with the people of West
Publishing Company. In particular, we want to thank the following individ-
uals for their excellent support and help with this book: Dick Fenton, ac-
quisitions editor; Esther Craig, developmental editor; Tom Mod], produc-
tion editor; and Ann Hillstrom, promotion manager. In addition, Marilynn
J. Taylor, our copy editor, did her usual superior job.

For their able help with the many critical tasks of manuscript prepara-
tion, we would like to thank Argie Butler and Johnny Rodriguez of Texas
A & M University and Billie Boyd of Southern Methodist University. We are



XXIv

PREFACE

also grateful to Dean Benton Cocanougher of Texas A & M, as well as Pres-
ident Ken Pye and Provost Ruth Morgan of Southern Methodist University
for their personal support and encouragement. Our thanks to them for
creating and supporting an environment that made this book possible.

Finally, we want to express a special debt to our colleagues and friends
at Southern Methodist University and Texas A & M University for creating
the community of scholars that encourages and sustains our professional
development.

Don Hellriegel
Texas A & M University

John W. Slocum, Jr.
Southern Methodist University

Richard W. Woodman
Texas A & M University



BRI R e
CONTENTS

Preface xix

PART I: INTRODUCTION 1

CHAPTER 1: MANAGERS AND ORGANIZATIONAL BEHAVIOR

Preview Case: Sandra Kurtzig Seeks to Revive ASK's Entrepreneurial Spirit 3
Changing World of Work 6

Basic Characteristics of Managerial Work 10

Managerial Roles 15

Across Cultures: Getting the Best from Managers in Different Cultures 19
Approaches to Organizational Behavior 20

In Practice: Best Western Hotels 26

Fundamental Concepts of Organizational Behavior 27

In Practice: Herman J. Russell 29

Organizational Behavior: A Framework 29

Summary 34

Key Words and Concepts 35

Discussion Questions 35

Management Cases and Exercises:
Debbie Fields of Mrs. Fields’ Cookies 36
Clarifying Work Values 37

References 38

CHAPTER 2: LEARNING ABOUT ORGANIZATIONAL BEHAVIOR

Preview Case: Drug Testing at Warner Corporation 41
The Scientific Approach 42

In Practice: Fleet Line Transportation Company 42
Preparation of Research Designs 43

vii



viii

CONTENTS

In Practice: Sugar and Ants 48
Types of Research Designs 48
In Practice: Prudential Insurance Company Fitness Program 52
Data Collection Methods 54
Across Cultures: Asian and American Managerial Behaviors 60
In Practice: Quality of Work Life at Shell Canada 63
Ethics in Research 64
Summary 66
Key Words and Concepts 67
Discussion Questions 67
Management Cases and Exercises:
Sawyer Gas Company 68
How Corning Glass Is Facing Global Competition 69
References 70

PART II: INDIVIDUAL PROCESSES 73

LITY AND ATTITUDES _

Preview Case: Human Behavior Is a Mystery to Me 75
Personality: An Introduction 76
Sources of Personality Differences 77
Personality and Behavior 80
In Practice: Personality Characteristics of Canadian Idea Champions 80
The Person and the Situation 84
In Practice: Presidential Personalities 85
Attitudes: An Introduction 87
Attitudes and Behavior 87
Work Attitudes: Job Satisfaction 89
Across Cultures: A Comparison of Japanese and U. S. Work Attitudes 90
Individual Differences and Ethical Behavior 93
In Practice: Three Types of Management Ethics 93
Summary 96
Key Words and Concepts 96
Discussion Questions 96
Management Cases and Exercises:
Measuring Locus of Control 97
Do You Like Your Job? 98
References 99



CONTENTS 1X

4@ CHAPTER 4: PERCEPTION AND ATTRIBUTION

Preview Case: The High Cost of Misperceptions 103
The Perceptual Process 103
Perceptual Selection 105
In Practice: Selective Perception of Managers 107
Perceptual Organization 109
Across Cultures: Time Perception 110
In Practice: Influences of Office Design on Perception 113
Person Perception 114
In Practice: Forming Impressions of Others 115
In Practice: Intercultural Perceptions of Chinese and American
Business Associates 116

Perceptual Errors 118
In Practice: The “Corporate Daughter” Stereotype 120
Attributions: Perceiving the Causes of Behavior 122
Summary 127
Key Words and Concepts 128
Discussion Questions 128
Management Cases and Exercises:

Women as Managers 129

The Internship 132
References 135

CHAPTER 5: INDIVIDUAL PROBLEM-SOLVING STYLES 138

Preview Case: Bill Gates, Microsoft 139
Individual Problem-Solving Processes 140
Psychological Functions in Problem-Solving 142
Individual Problem-Solving Styles 150
In Practice: Marshall Hahn, Georgia-Pacific Company 152
In Practice: John S. Reed, Citicorp 155
Across Cultures: Koo Cha-Kyung, Lucky-Goldstar 158
In Practice: Mary Kay Ash, Mary Kay Cosmetics 160
Managerial Implications 161
Summary 162
Key Words and Concepts 163
Discussion Questions 163
Management Cases and Exercises:

Jeffrey Jordan, Pepsi-Cola 165



CONTENTS

Phil Fitzgerald, Alphagraphics 165
References 166

CHAPTER 6: LEARNING AND REINFORCEMENT 168

Preview Case: Driver Behaviors at UPS 169
Types of Learning 170
Contingencies of Reinforcement 174
Across Cultures: Working on the Assembly Line at Samsung 177
In Practice: Turnaround at Remington Products 179
In Practice: Positive Discipline at Tampa Electric 184
Schedules of Reinforcement 186
In Practice: Incentive Plan at DuPont 187
Behavioral Modification 188
In Practice: Total Quality Management at Tennant Company 192
Summary 195
Key Words and Concepts 196
Discussion Questions 196
Management Cases and Exercises:
Stonebriar Country Club 197
Peter Giffen 198
References 199

CHAPTER 7: WORK MOTIVATION

Preview Case: Choosing the Right Motivation System at Solar Press 203
Basic Motivational Processes 205
Content Theories of Motivation 207
Across Cultures: Motivating Employees in South Korea 212
In Practice: June Lavelle, a Street-Smart High Achiever 215
Process Theories of Motivation 220
In Practice: Hyatt Regency Hotel Motivational Programs 225
In Practice: Paying the Price at Nordstrom Stores 229
Summary 232
Key Words and Concepts 233
Discussion Questions 234
Management Cases and Exercises:
Are You Self-Actualized? 234
A Motivation Challenge at Bob Holiday Real Estate Company 237



CONTENTS xi

Motivating Workers at Johnsonville Sausage 238
References 239

Preview Case: The Race Is On 243
Introduction To Goal Setting 244
In Practice: Service Goals at American Express 247

Goal Setting and Performance 247
In Practice: Velcro Meets the Quality Challenge 250
Across Cultures: Work Goals in Seven Countries 253
In Practice: Tearn MBO for Innovation 259
Enhancing Performance Through Appraisal 259
Enhancing Performance Through Reward Systems 266
In Practice: Kids-to-Go 268
Summary 270
Key Words and Concepts 271
Discussion Questions 271
Management Cases and Exercises:

Job Goals Questionnaire 272

Alliance for Child Rescue 273
References 274

CHAPTER 9: WORK STRESS

Preview Case: Stress Takes Its Toll 279

Nature of Stress 280

In Practice: The Navy Pilot 281

Sources of Stress 282

In Practice: Stress on the Job 283

Across Cultures: Expatriate Manager’s Family Problems 288
Effects of Stress 290

In Practice: “Just Enough but Not Too Much” 291
In Practice: Burnout! 294

Personality and Stress 296

Stress Management 299

In Practice: AT&T's Wellness Program 302
Summary 303

Key Words and Concepts 304

Discussion Questions 304



xii CONTENTS

Management Cases and Exercises:
Measuring Your Job's Stress Level 305
The Stress of Shift Work 305

References 306

PART III: INTERPERSONAL AND GROUP PROCESSES 309

CHAPTER 10: DYNAMICS WITHIN GROUPS 310

Preview Case: Boeing’s Team Design System 311
Individual-Group Relations 312
Group Types and Development 313
Group Behaviors and Effectiveness 318
In Practice: Ford's Total Quality Groupware 320
In Practice: Texas Instruments’ Self-Directed Work Team 321
In Practice: Teaming Up for Diversity 326
In Practice: Eighty Pieces Is Fair 327
Effective Group Decision Making 332
Across Cultures: Pan-European Teamwork 333
In Practice: Team Decision Making at Compaq 337
Stimulating Group Creativity 338
In Practice: Absenteeism Task Force 338
Summary 341
Key Words and Concepts 342
Discussion Questions 343
Management Cases and Exercises:
Team Effectiveness Inventory 344
Artisan Industries Management Team 345
References 347

CHAPTER 11: DYNAMICS BETWEEN GROUPS 350

Preview Case: Managing Work Force Diversity at Barden 351

Key Influences On Intergroup Dynamics and Effectiveness 352

In Practice: Threats to the Status Quo at TKB 355

In Practice: Coosa Pines Paper Mill 360

In Practice: The Document Processing Department 361

In Practice: Do Female and Male Managers Differ? 363

Creating Effective Intergroup Dynamics 364

Across Cultures: Differences in Attitudinal Sets between U. S. and Korean
Managers 366



CONTENTS X

In Practice: Saving a Plant through the Scanlon Plan 369
In Practice: Hope Creek Generating Station 373
Summary 374
Key Words and Concepts 375
Discussion Questions 375
Management Cases and Exercises:
Madison Electronics Company 376
Rushton Mining Company 377
References 379

» CHAPTER 12: LEADERSHIP

Preview Case: Richard Nicolosi at Procter & Gamble 383
The Leadership Process 385
In Practice: Developing Leaders at Johnson & Johnson 387
Leadership Approaches 390
Across Cultures: GE in Hungary: Let There Be Light 393
Contingency Models of Leadership 394
In Practice: Chaparral Steel 401
In Practice: A Turnaround Leader at Wang Labs 405
In Practice: Maria Valdivieso 409
Emerging Perspectives on Leadership 412
In Practice: Lee Iacocca 416
Summary 418
Key Words and Concepts 419
Discussion Questions 420
Management Cases and Exercises:
Are You a Transformational Leader? 420
How Bob Haas Makes It Work at Levi Strauss 422
References 423

AL COMMUNICATION

Preview Case: Phil and Sue 427

Basic Communication Process 428

Interpersonal Communication Networks 433

Across Cultures: Communication Process in High-versus
Low-Context Cultures 434

In Practice: The “Communicaholic” Manager 438

Communication Openness 440

In Practice: Communicating Commitment 442



xiv CONTENTS

Nonverbal Communication 448
In Practice: The Silent Language across Cultures 449
Summary 452
Key Words and Concepts 453
Discussion Questions 453
Management Cases and Exercises:
Interpersonal Communications Survey 454
Jane Brady and Mr. Sato 457
References 458

’ CHAPTER 14: CONFLICT AND NEGOTIATION

Preview Case: Learning to Negotiate 463
Introduction to Conflict 464
In Practice: Tom’s Poor Performance 468
In Practice: Hilton Time Values Survey 470
In Practice: Family Feud at U-Haul 471
Interpersonal Styles in Conflict Management 472
In Practice: Positive Avoidance to Resolve Ethical Issues 474
Negotiations in Conflict Management 478
Across Cultures: Negotiating with the French 480
In Practice: Lying in Negotiations 486
Structural Methods in Conflict Management 490
Summary 491
Key Words and Concepts 492
Discussion Questions 493
Management Cases and Exercises:

Verbal Aggressiveness Scale 493

The Audit 494
References 495

PART IV: ORGANIZATIONAL PROCESSES 499

CHAPTER 15: ORGANIZATIONAL CULTURE 500

Preview Case: Baseball Team, Club, Academy, or Fortress 501
Characteristics and Dynamics of Organizational Culture 502

Across Cultures: Effects of National Cultural Values on Organizations 506
In Practice: The Legend of Sam 511

In Practice: The Changing Cultures of Ma Bell and Mother Russia 513



CONTENTS XV

Performance and Organizational Culture 515
Ethical Behavior and Organizational Culture 516
In Practice: Blowing the Whistle at Beech-Nut 517
Managing Cultural Diversity 520
In Practice: Corporate Culture versus Ethnic Culture 520
Organizational Socialization 521
Summary 524
Key Words and Concepts 525
Discussion Questions 525
Management Cases and Exercises:
Assessing Ethical Culture 526
Cultural Change at AT&T'’s General Business Systems 527
References 528

CHAPTER 16: POWER AND POLITICAL BEHAVIOR

Preview Case: CEOs Report a Shift in Power 533
The Nature of Power 534
Interpersonal Sources of Power 535
Across Cultures: Power and the Japanese CEO 536
Structural and Situational Sources of Power 540
In Practice: The Purchasing Department 543
Influence Strategies: The Effective Use of Power 545
In Practice: Ingratiation: The Overuse of Wining and Dining 548
Political Behavior 550
In Practice: Picking a Successor at Booz, Allen, & Hamilton, Inc. 550
In Practice: The Politics of Employee Appraisal 553
Political Behavior and Personality 555
Summary 557
Key Words and Concepts 557
Discussion Questions 558
Management Cases and Exercises:
Influence in Groups: How Much Power Do You Have? 558
The NASA Moonlander Monitor: A Case Study in Organizational Politics 560
References 561

» CHAPTER 17: JOB DESIGN

Preview Case: Insurance Application Processing at Mutual Benefit Life 565
Nature of Job Design 566



