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Preface

Whatever the size and purpose of the organization
and the technology involved, people are the common
denominator when facing today’s immense chal-
lenges. Success or failure hinges on the ability to at-
tract, develop, retain, motivate, and lead a diverse
array of appropriately skilled people (and to do so
in an ethical manner). The human factor drives every-
thing. To know more about workplace behavior is to
gain a valuable competitive edge. The purpose of this
textbook is to help present and future organizational
participants better understand and manage people at
work.

Although this tenth edition of Organizational
Behavior is aimed at undergraduate business stu-
dents in similarly named courses, previous editions
have proven highly versatile. Organizational Behav-
ior has been used effectively in MBA programs,
executive education and management development
programs, and industrial and organizational psy-
chology programs around the world. (Note: Special
Canadian and European editions are available.)
This textbook is the culmination of our combined
65+ years of teaching experience and research of
organizational behavior and management in the
United States, Pacific Rim, and Europe. Thanks to
detailed feedback from students, professors, and
practicing managers, this tenth edition is state-
of-the-art in both content and delivery. Many
new changes have been made in this edition, re-
flecting new research evidence, new management
techniques, new media, and the fruits of our own
learning process.

Organizational Behavior, tenth edition, is user
driven (as a result of carefully listening to our
readers). It was developed through close team-
work between the authors and the publisher, and
is the product of continuous improvement. This
approach has helped us achieve a difficult com-
bination of balances. Among them are balances
between theory and practice, solid content and in-
teresting coverage, and instructive detail and read-
ability. Students and instructors say they want an
up-to-date, relevant, and interesting textbook that
actively involves the reader in the learning process.
Our efforts toward this end are evidenced by doz-
ens of new topics, many new real-life examples, a
stimulating art program, and timely new cases and
boxed features. A Legal/Ethical Challenge exercise
at the end of each chapter is instructive and useful
for either individual consideration or team discuss-
ion. We realize that reading a comprehensive text-
book is hard work, but we also firmly believe the pro-
cess should be interesting (and sometimes fun).

AACSB Coverage

In keeping with the curriculum recommendations for
AACSB International (the Association to Advance
Collegiate Schools of Business, www.aacsb.edu) for
greater attention to managing in a global economy,
managing cultural diversity, improving product/ser-
vice quality, and making ethical decisions, we feature
this coverage:

* A full chapter on international organizational
behavior and cross-cultural management
Comprehensive coverage from the landmark
GLOBE project and a new 17-country study
about how management practices differ across
countries. To ensure integrated coverage
of international topics, several of the Real
World/Real People boxed features have a
global theme.

A full chapter on managing diversity (Chap-
ter 2) offers comprehensive and up-to-date
coverage of managing diversity. Many of the
Real World/Real People boxed features also
have a diversity theme.

* Principles of total quality management (TQM)
and the legacy of W Edwards Deming are
discussed in Chapter 1 to establish a quality-
improvement context for the entire textbook.
Also, many quality-related examples have been
integrated into the textual presentation.

* As outlined next, the tenth edition includes
comprehensive coverage of ethics-related
concepts, cases, and issues. Many of the Real
World/Real People boxed features have an eth-
ics theme, with specific attention called out by
an ethics label.

» The tenth edition test bank available on the
OLC has each question tagged to the AACSB
knowledge category it covers.

Comprehensive Ethics
Coverage

Ethics is covered early and completely in Chapter 1
to set a proper moral tone for managing people at
work. Ethical issues are raised throughout the text,
with additional significant coverage of the Ethical
Decision-Making Tree in Chapter 11 and a discus-
sion of the moral aspect of leadership in Chapter 15.
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In nearly every chapter, one or two of the Real World/
Real People boxed features are ethically based and
are highlighted with an ethics label. Also in this tenth
edition are 17 Legal/Ethical Challenges (one follow-
ing each chapter). They raise hard-hitting ethical is-
sues and ask tough questions, virtually guaranteeing
a lively discussion/debate for cooperative learning.
These Legal/Ethical Challenges, along with the Real
World/Real People boxes, are constant reminders of
the importance of ethical management.

Pedagogical Features

The tenth edition of Organizational Behavior is de-
signed to be a complete teaching/learning tool that
captures the reader’s interest and imparts useful
knowledge. Some of the most significant pedagogical
features of this text are the following:

* Classic and modern topics are given bal-
anced treatment in terms of the latest and
best available theoretical models, research
evidence, and practical applications. Each
chapter follows a Theory-Research-Practice
approach. Students reading each chapter will
gain an understanding of the basic theories
about OB, learn whether or not the theories
are valid by drawing on research to make
summary conclusions, and will see how the
theories and research apply in real-world
examples.

» Several concise learning objectives open each
chapter to focus the reader’s attention and
serve as a comprehension check. Look for a
wolf paw print icon calling attention to each
learning objective within the text. Additionally,
the chapter summary is written to correlate
with chapter learning objectives.

= Every major section in all 17 chapters is ac-
companied by a feature in the margin called
“To the Point.” The integrative questions in
this key pedagogical feature focus the student’s
attention on test-relevant material, with the
goal of improving their grade.

* A colorful and lively art program includes cap-
tioned photographs and figures.

* Hundreds of real-world examples involving
large and small, public and private organiza-
tions have been incorporated into the textual
material to make this edition up-to-date, inter-
esting, and relevant.

‘Streamlined End-of-
Chapter Materials

The end-of-chapter materials for the tenth edition of

Organizational Behavior were carefully selected for
their use as a study guide for students. Each chapter
contains

» A Summary of Key Concepts correlating with
the Learning Objectives for that chapter.

* An OB in Action Case Study.
* A Legal/Ethical Challenge .

* A reminder about the resources available on
the Web.

Fresh Cases, Updated
Research, and New
Examples

Our continuing commitment to a timely and relevant
textbook is evidenced by the 16 (89%) new chapter-
opening cases and 13 (72%) new chapter-closing
cases. These cases highlight male and female role
models and large and small public and private orga-
nizations. Among the diverse array of organizations
featured are Zappos.com, Walmart, Williams-
Sonoma, Chrysler, Facebook, NuStar Energy,
DineEquity, Intel, Wynn Resorts, Google, BP, Best
Buy, Takeda, Trader Joe’s, Time Inc, and Patriarch.

Every chapter opens with a real-name, real-world
short case to provide a practical context for the mate-
rial at hand. All of the chapter-opening vignettes are
new.

This tenth edition is filled with current and rele-
vant examples from both research and practice per-
spectives. In fact, you will find several hundred source
material references dated 2010 and 2011.

Real World/Real People

While theory and research are important to the study
of OB, current examples of real people in real organi-
zational situations are needed to bring OB to life for the
reader. The tenth edition contains 69 Real World/Real
People boxed features strategically located through-
out the text. Sixty-three (91%) are new to this edition.
They are up-to-date (mostly drawn from 2010 and 2011
sources), often provocative, and definitely interesting.
The Real World/Real People features tend to be short,
designed for quick reading, and tightly linked to the ac-
companying textual discussion. They show real people
and organizations in action at their best and sometimes
at their worst. Among the diverse selection of organi-
zations featured are American Express, Sodexo, Card-
First BlueCross BlueShield, CVS Caremark, BMW,
UnitedHealthcare, Apple, AT&T, GlaxoSmithKline,
McDonald’s, United Health Group, Nutrisystem,
Unilever, Home Depot, Satyam Computers, General
Motors, Starwood, Ford, Sky Factory, Tyson Foods,
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Facebook, College Hunks Hauling Junk, Netflix, ethical issues are highlighted with an ethics label. In
BP, Whole Foods, 37signals, Toro, Republic Airways, response to reviewer feedback, we’ve also included a
Johnson & Johnson, New York Philharmonic, BAE discussion question with each box that ties it to the
Systems, Cascade Engineering, US Coast Guard, chapter content, to serve as a learning aid and class
Toyota, IBM, and Ohio Health. discussion starter.

Real World/Real People features that involve

Comprehensive Supplements
for Instructors and Students

“The depth of supplementary materials is astounding and | had no idea of this fact.” Tim
DeGroot, Midwestern State University

Instructor’s Manual

Prepared by Professor Mindy West of Arizona State University, each chapter includes a chap-
ter summary, back to the chapter-opening case solution, lecture outline, Legal/Ethical Chal-
lenge interpretation, OB in Action case solutions, video resources, and much more.

Test Bank

The test bank includes more than 100 test questions per chapter, including true-false, multiple
choice, and essay with answers, page references, and Bloom'’s Taxonomy level coding. Each
test question is also tagged to the Learning Objective it covers in the chapter and the AACSB
Learning Standard it falls under.

EZ Test
'|' [ S 'I' McGraw-Hill's flexible and easy-to-use electronic testing program allows in-
structors to create tests from book-specific items. It accommodates a wide
range of question types, and instructors may add their own questions. Mul-
tiple versions of the test can be created, and any test can be exported for use with course
management systems such as WebCT or Blackboard. EZ Test Online allows you to administer
EZ Test-created exams and quizzes online.

PowerPoint

The PowerPoint slides have been prepared by Professor Brad Cox of Midlands Technical
College and are designed to be meaningful lessons for students that encourage active think-
ing and participation and allow the instructor to have at his or her fingertips the information he
or she wants to convey for-each slide.
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____Chapter 1

Organizational Behavior: The Quest
for People-Centered Organizations
and Ethical Conduct

g_mLearnmg_ij,ﬁc_timsw ............

When you finish studying the material in this chapter, you should be able to:

LO.1

LO.2
LO.3
LO.4
LO.5

LO.6
LO.7

LO.8

LO.9

Define the term organizational behavior, and contrast McGregor's Theory X and
Theory Y assumptions about employees.

Identify the four principles of total quality management (TQM).
Define the term e-business, and describe the Net Generation.
Contrast human and social capital, and explain why we need to build both,

Define the term management, and identify at least five of the eleven managerial skills in
Wilson's profile of effective managers.

Characterize 21st-century managers.

Describe Carroll's global corporate social responsibility pyramid, and discuss the
problem of moral erosion.

Identify four of the seven general ethical principles, and explain how to improve an
organization's ethical climate. {

Describe the sources of organizational behavior research evidence.



Why Is Zappos.com So Good at Zapping the Competition?

There's a good chance you have never heard of Tony
Hsieh (pronounced "Shay"), CEO of Zappos.com. But if
you are among the legions of satisfied and loyal custom-
ers of the online retailer of footwear and other goods, you
owe him an enthusiastic high five. Initially as an investor/
adviser and eventually CEO, Hsieh guided Zappos from
a struggling Intemet start-up to a merger with Amazon.
com in 2009 for $1.2 billion. Along the way, he helped
Zappos develop a zany corporate culture of close-knit
employees obsessed with great 24/7 customer service.
"Customer Service Isn't Just a Department!” trumpets the
firm's website. When the Amazon deal was announced,
Hsieh told an all-hands meeting of employees that each
of them would receive a free Kindle e-book reader and a
retention bonus equal to 40% of their annual salary. Most
importantly, he vowed to maintain the company's cher-
ished culture. The following excerpt from Hsieh's new
book, Delivering Happiness: A Path to Profits, Passion,
and Purpose, highlights how Zappos.com came to put
people—customers and employees—first.

| e-mailed the entire company several times and got a
lot of suggestions and feedback on which core values
were the most important to our employees.

| was surprised the process took so long, but we
wanted to make sure not to rush through the process
because whatever core values we eventually came

up with, we wanted to be ones that we could truly
embrace. . . .

We eventually came up with our final list of ten core
values [from an initial list of 37], which we still use today:

. Deliver WOW Through Service
. Embrace and Drive Change
. Create Fun and a Little Weirdness
. Be Adventurous, Creative, and Open-Minded
. Pursue Growth and Leaming
Build Open and Honest Relationships with Com-
munication
7. Build a Positive Team and Family Spirit
8. Do More with Less
9. Be Passionate and Determined
10. Be Humble. . . .
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Be Humble is probably the core value that ends up
affecting our hiring decisions the most. There are a lot
of experienced, smart and talented people we interview
that we know can make an immediate impact on our top
or bottom line. But a lot of them are also really egotisti-
cal, so we end up not hiring them.

Our philosophy at Zappos Is that we're wiling to
meke short-term sacrifices (including lost revenue or
profits) if we believe that the long-term benefits are worth
it. Protecting the company culture and sticking to core
values Is a long-term benefit."*

i

* ZIRIERS, ABHTARENEREERARSEELR (www.adigecomen) HF.
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Tony Hsieh does more than just talk about the im-
portance of his company’s people; he trusts, em-
powers, and listens to them. No surprise then that
Zappos.com ranked number 6 on Fortune’s 2011 “100
Best Companies to Work For” list.> Hsieh helped
create what Stanford University’s Jeffrey Pfeffer
calls a “people-centered” organization. Research evi-
dence from companies in both the United States and
Germany shows the following seven people-centered
practices to be strongly associated with much higher
profits and significantly lower employee turnover:

1. Job security (to eliminate fear of layoffs).
2. Careful hiring (emphasizing a good fit with the

Zappos's CEO Tony Hsieh likes to mix hard work and fun at company culture).

the online retailer.

3. Power to the people (via decentralization and
self-managed teams).

4. Generous pay for performance.

5. Lots of training.

6. Less emphasis on status (to build a “we” feeling).

7. Trust building (through the sharing of critical information).’

Importantly, these factors are a package deal, meaning they need to be in-
stalled in a coordinated and systematic manner—not in bits and pieces.

According to Pfeffer, only 12% of today’s organizations have the systematic
approaches and persistence to qualify as true people-centered organizations, thus
giving them a competitive advantage.* To us, an 88% shortfall in the quest for
people-centered organizations represents a tragic waste of human and economic
potential. Pfeffer recently couched his call for greater people-centeredness in the
“green management” term sustainability: “Just as there is concern for protecting
natural resources, there could be a similar level of concern for protecting human re-
sources.” There are profound ethical implications as well, especially during the re-
cent deep recession with millions of layoffs. At people-centered organizations (see
Real World/Real People for an inspiring example), layoffs are a very last resort, not
a knee-jerk first response to bad news. Both practical experience and research tell us
that layoffs hurt everyone, including the “survivors” who keep their jobs. A recent
study of 318 companies led to this conclusion: “Three-fourths of 4,172 workers
who have kept their jobs say their productivity has dropped since their organiza-
tions let people go.”® Of course, layoffs are sometimes unavoidable. But imagina-
tive people-centered organizations can make layoffs a last resort with tactics such
as across-the-board pay cuts and/or reduced hours and voluntary unpaid leaves of
absence. Additionally, consider these unique people-centered tactics:

Example. Vermont’s Rhino Foods, which makes the cookie dough for Ben & Jerry’s
ice cream, recently sent 15 factory workers to nearby lip balm manufacturer Autumn
Harp for a week to help it handle a holiday rush. The employees were paid by Rhino,
which then invoiced its neighbor for the hours worked. President Ted Castle is looking
to adopt a similar approach with salaried managers, too. “It’s a lot easier to just do the
layoff,” says Castle. “But in the long term, it’s not easier for the business.”

Matt Cooper, vice-president of Larkspur (Calif.) recruiting firm Accolo, asked
employees to take five days of unpaid leave this quarter but won’t dock paychecks
until March. If big deals come through, he’ll lift the pay cut.’

Each of us needs to accept the challenge to do a better job of creating and main-
taining people-centered organizations, whatever our role(s) in society—employer/



