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PREFACE

Welcome to the ninth edition of Organisational Behaviour! In the dynamic, fast-paced
and diverse 21st-century workplace, managers and their employees are facing more
challenges than ever before. In turn, educators must help to prepare their students for the
reality of work and it is our hope that this book will help them to achieve this goal. This
ninth edition is one of the most contemporary revisions of Organisational Behaviour
we have undertaken. While we have kept the book’ trademark features—clear writing
style, solid theoretical underpinnings, cutting-edge content and engaging pedagogy—
each chapter has been thoroughly updated to reflect the most recent research within the
field of organisational behaviour and the major practical issues facing employees and
managers in the contemporary workplace.

What’s new in the ninth edition?

* An Employability Skills Matrix in every chapter provides students with a visual guide
to features that support the development of skills employers are looking for in today’s
business graduates, helping students to see the relevance of the course to their career
goals.

e A Career OBjectives feature in every chapter provides advice in a question-and-answer
format to help students think through issues they may face in the workforce.

e An Application and Employability section at the end of every chapter summarises the
relevance of each chapter for students’ employability, the skills learned from chapter
features and the skills to be learned in the end-of-chapter material.

* A new/updated opening vignette in each chapter brings current business trends and events
to the forefront.

e New/updated content in each chapter reflects the most current developments in OB
research, including:
® expatriate readjustment
e deviance and counterproductive work behaviours
e customer satisfaction
* emotional labour
e cthics of emotion regulation
e mindfulness
e invisible illnesses
e unemployment/job search
® behavioural ethics
e abusive supervision

* executive board composition

Xiv
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e espoused and enacted climates

e sleep deprivation

® recovery experiences

* job demands

e pro-social and socially aversive leadership
® types of organisational culture

e forces for organisational change

e the nature of organisational change

* planned versus emergent change

e sources and types of resistance to change
e the stress—performance relationship

* a contemporary model of workplace stress.

Educator resources

A suite of resources is provided to assist with delivery of the content, as well as to support
teaching and learning.

INSTRUCTOR/SOLUTIONS MANUAL

The Instructor/Solutions Manual provides educators with detailed, accuracy-verified solutions
to in-chapter and end-of-chapter problems in the book. It also provides additional group
activities for class use.

TEST BANK

The Test Bank provides a wealth of accuracy-verified testing material. Updated for the new
edition, each chapter offers a wide variety of question types, arranged by Learning Objective
and tagged by AACSB standards.

Questions can be integrated into Blackboard, Canvas or Moodle Learning Management
Systems.

LECTURE SLIDES

A comprehensive set of PowerPoint slides can be used by educators for class presentations
or by students for lecture preview or review. They include key figures and tables, as well as a
summary of key concepts and examples from the course content.

DIGITAL IMAGE POWERPOINT SLIDES

All the diagrams and tables from the course content are available for lecturer use.

PREFACE

XV
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To help you navigate your way through this ninth edition of Organisational Behaviour (OB), we list here the new and
updated content contained in every chapter.

/

Each chapter begins with a list e L SO UUOPRUPRUS
of LEARNING OBJECTIVES After studying this chapfer, you should be able to:
that outline what you should 1.1 Demonstrate the imporance of interpersonal skills in the workplace.
be able to do after studying 1.2 Define ‘organisational behaviour' (OB).
the chapter. These objectives 1.3 Show the value of systematic study to OB.
are designed to focus your 1.4 Identify the major behavioural science disciplines that confribute to OB.
attention on the major issues 1.5 Demonstrate why few absolutes apply in OB.
deta ll e d in th e chapter. 1.6 Identify managers’ challenges and opportunities in applying OB concepts.
1.7 Compare the three levels of analysis in this book's OB model.
\ / 1.8 Describe the key employability skills gained from studying OB that are applicable
to other majors or future careers.

Employability Skills Matrix (ESM)
Myth or Career Ethical PolnV | Experlential | Casestudy1 | Case study 2
sclence? 0BJectives cholce Counterpolnt exerclse
Critical thinking o 7 7 v
Communication / / / / /
Collaboration / / /
applcaton and 4 v 4
analysis ; \
Soclal k / / / /
sl The new EMPLOYABILITY
SKILLS MATRIX shows how
the features in the chapter will
support you in developing the
skills employers are looking for.
citvar for organisational renewal L /

52 € ke Bt ch w4 g rvCRERCE! EEwIE 134 B € wonkd s S
am Wt e

S 8 et gl o e ek gy s g gt
O epmietas Mcog mOcust & b Sraege ¢ dnperint 4 Mngofis
TS A————-—r—

S22 ¢ tabtnbed 2 Peoplc 134 Precon Tamdbamma bos 4 v3 oa @ Govekp 3 @arc
hange ceady cutrx e B woukd adape quictly (¢ ool coATeRca mA.

TR ey An opening VIGNETTE provides an example about an individual
g g s Yt or an organisation relevant to the content in that chapter. The
e L e T featured individuals or organisations come from a broad spectrum
e et e e po . o .
ek and each example is selected specifically to help you link OB
oy P~ e Ry e :
ey ot o g S e g e concepts to OB practice.

Focmte senplapaes and inato v
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/ N

The MYTH OR SCIENCE? feature presents a
commonly accepted ‘fact” about human behaviour,
followed by confirming or disproving research evidence.

‘Smile, and the work
world smiles with you’ .

s by hat m 2mi  an't abeamys an enciiral epenson S ea are wwd am socil cumercy in mait *
parinsicns 1 cate & pontve stmeashs « and & wm o unssly evches an urcomcicus reeve mtun *
amile b«m*uwnu.-mwh—hqu-’u ek *
& il peltcn
science? FResewch on the. I_.hr..,-»-o.._.na,—..dm.,-—.un_...ﬂ-
. p--.dm--ﬁa-.lml. Mn-,_l,nhmmo-n-n_nhu- .

..u..,.c. Howarw e let crabip 3 comp e ared vaan by et cubt lnu-um, Chirass

. . watars nll wiyss powr whieUS o

These sections help you to see how the field of OB, s o e o e |
built on a large body of research evidence, can provide Pt e A St s
valuable insights into human behaviour at work. iy umpabints. i '_'*l',:“""'""'“""'":

“The sl ofwhet we show e cut e arc o we el 3. vy lne v 0 Ao Knggms o &

. bt v e :

daplay pon tve enctoes 43 cthers - da whenthey o

\ 4y 1o e happy meech n her ) gt o
body moverart .

The scirce of smilig & a0 area o curent research but it's char slveady foat brcw ng skt e o
‘boms ebect’ maggets many practcal app catiom For one marsgens ard emploues can be mede e o
mvare o ypairact Yoo es tward cthe 3 and thragh ca obil s chuenatin charge et hasis ¢
Cornprabarams ciaplays of pm fve amotion taing vo ce rfecian getures ad ward chace raay sl be +

a4 ¢ 4 e e S TSN T A TR 34 S0 3813 § 55 ¥ A
TRy Gy 600 S DA ) TR 8y 20§ EE GRS 5 § TS N 0 AR e
e

teee

PR R

How can | get a better job?

1 foul like my carmar is 2 2 standstll, and [ want to talk to my boss about gefting a
assignment How can [ negotiate offectively for a better job pasition?

Wer
Dear Wsi,
Career Your pricrtiss e cartainly senible Many psople a6 salay ss their main cencern and negetiste to
A maximisa this This strategy can appsal in the short tarm, but sustained carsar growth has 3 battar long
1] B] ectives tarm poyoff Profussianal davalopmant will prapars you for many futurs salay increasas Davelopmental
assignmsnts wil also g yeu » battse pasiticn for futura negotistions bacausa you'll hava mers carsar
optians
Long tam carsar nagatistisns bazad on i can b sasir to raisa with
your supseviser bocausa salsry negotiation i cften 3sen 22  zaro sum situstion, whils davslopmantal
negotiations offar pesitie outzomes to both sides When nagstiaing for » davslopmsntal assignmert,
maka sura you amphasise  fow key parts
« Whon it cames 1o salavy nogofiations, mast people think aither you got the mansy, ar the comgany
koeps themonay Givan that, your intarests and tha intarasts of your managses seam diractly oppesad
On the cthar hand, nagatiting for davalspmantal azsignmants usually maans finding ways ts improva
yeur skills and your contribution o the company You can, in complets henasy, frama your case
around thasa mutual bseafits
+ Lot yoursuparvisar knaw that you arm intormsted ingefting battar at your jb and that you ara matiatod
to impewe theough 2 dawelpmantal assignmant Asking yeur supenisar for oppsetunitias ta graw is a
cloar sign that you'e an smploysa weth invasting in
+ B apan to crastive zolutians Thies may ba idiosyncraic salutions (alza callod | dsals) foe srhancing
both yeurirtsress and thasa of yeur supanvisze Ora of tha best things absut an intsgrativa bargmining
situstizn lika this is that you and your nagetistion partner can find novsl ssluticas that naithar woudd
havs imagined separataly
Think strategically aboutyeur carosr, snd you'ra et just nagetiating foe 3 batter pay chaqua temomaw,
but for ona that keaps increasing in the years to coma

The new CAREER OBJECTIVES feature provides
advice, in question-and-answer format, to help you
think through how OB concepts can help you address
issues you may face in the workforce.

SOURCES Bmscdon Frkan T vtwrand K Srwa e
e o v et Ayl Mg Aty Angat 234 0 Lo § | WapmendD M Bmemos M eyecntic
LLd -

PR R R R R

¥ et o 1 et g T € 1t S e e aetond 30 1808 19 10 4

S sss st s sttt st ss st sraraane”

Management functions

Tk o g oo b ool vt e et st s, i
lending and conmlling The placoing fun goals,

lddtvdn-pq qﬂ—wﬂ Inchaden defin g odl s
plans &2 imtege e e s vt be imcica th A R dE
increases the meat s Jower leve 2 m d Jovel o ok gty
Managen arc peas g naei weuluul-m-
orgaaising lei ik  who i to do them,
s a2 i o
sec 10 be grouped, whe reports to wheem and where decisicas arc o be made imamvbindrs

Every ceganimt ca ceamins people, and it is mansgement's job to dircce and cocedinaic
thane posple This ia the liadng fmction When munagees mativass cmployecs, decct theif ey s wen deci s
hancels of tesolve contlits armang semdess,  armtobmmade

they sec cogaging n leading
The KEY TERMS are highlighted in bold print when they first b oty S G e, SR
appear and are defined in the adjoining margin. The terms are g i e e e

also grouped together at the end of the book in the glossary. i
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Office talk

L 4
L
Ethical

choice e e o sy vt

Vour arawe ray efect your a i fove dh ofice bk et & ko b g ced by wheter your

The ETHICAL CHOICE features are based on real business

scenarios and situations that have posed an ethical dilemma.

o e

Mo s ck st 143 arcthar way Accind rg 42 Yea P ofersce Ay Warmnevitl whas £ cove b
"y

iy

20 ke thay cat nui e vnting = Wit av

Vesting hae
i to kap hem pafor g hghly Research Ircicates et wtig o cdleagues can s bukd
e

Guiivas fir sccapible chfca comwnstcn we sreet ron e et n fhe Créees by age of

prasive n—r‘n- [p—
1 Py

ey et |

ESIE B ey St ey et gt et 3 iy &

R E R R R R R T T,

tesessssessssssssescsrrcerosan

Managers need to develop their interpersonal, or people, skills to be effective in their jobs. Organisational
behaviour (OB) investigates the impact that indivi , groups and have on iour within an
organisation, and it applies that dge to make isations work more effectively

Implications for managers

The SUMMARY and IMPLICATIONS FOR * oty s e e provde el s o humen et

. . ® Use metrics rather than ‘hunches’ to explain cause-and-effect relationships.
MANAGERS sections offer a concise summary of the ® Wk o ot i temesmcnt chme o Fatecose o Readusstig pcieatiet
® Improve your technical skills and conceptual skills through training and staying current with
key themes. organisational behaviour trends such as big data and fast data.
® Organisational behaviour can improve your employess’ work quality and productivity by showing you
how to emp your employ design and i change prog improve customer service
and help your employess balance work-life conflicts.

The POINT/COUNTERPOINT
feature presents opposing

positions on hot topics in OB to
help you learn to think critically.

HEROES ARE MADE, NOT BORN
QUESTIONS FOR REVIEW

POINT

Nywe iy g domn o ks vt o GO

ey

fyin 12 They

b 1hat dony

r-qnma

¥ L ok 3 fow o aspers o€ e

Infact 13casy In i Tecal

prage sk
Whx' 1he profil of buxgsceing CEQS? It snswhh
thair parms wha ara aimest IS SX0cemful trgh

PP w8 Lt mech o s puemsiy b bt
2 gaRGH 5 bt s ID0amact ) Inter that wa cas fa]
puxmixlp'-l-ymmnmmwcmwm

ullph E

ummupq-unm-uumwn
temsr 210 3 grandtatr who was 2n Engllsh High Count
[ H o Ous s Bcmce s e g
of2 majr In tha Eritsh 2med foreas: Dane Brarscn

2 serowned philandiopis! and auhor of sV ard
chilchan's bocks Sved In tha foreas ur g Warld W 11
2nd Ihar 190 War 10URd 25 2 ball darcar warked as a1

ar MmN 2wl 0Za bushes 10 wes 2 MLy
pofics atticar and 3 probacon oo

howisa wacant
2t e o s et nw ndusicuness

mllue---upm mmq ‘adnthweaknel

masey*
Wh Ranschild s CEO and md he medical

nmup—-“umnumu Hahas
absavar ‘Passes IAICR yor S becaumyouwan m ba
12 them o DXausa you v 12 81 be B3 tham*

‘Saond what chikd Is iz wihou Rspnsbinks? Woa

v ¥ all thay 2

o wazmma demecracy 210 VeS| o
practices graw 1pwih 2n andTac vaduioe
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whoddnt
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12 Roddck. faandsr of Tha

ha by
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10y i

atow Beoy
Shop ¢m\-pn-nnnqsnpumln--3|ycn
ki Nacarl Simam Ausmli 1ersur and founckr of
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align with the chapter learning
objectives to help you thoroughly
revise the content.

Questions for review
1. Wt & 1ha Inpomasce of merparsceal % Iis In tha
work

&, Why are thara o fow absclues 1 087

& Whn aregurs n
2. What & copanismanal betawiow (0697 using 08 concapes?
% oy 7 Whn -
o cet medal?

comritum o 067

=
g 8 3 R antD € Kamch £G0 e ise
ot w-mw—nﬁn 1341 Ghet amen Lesegey @gaty hu téa Rrnton e Pt e

o e St 394G and e emase S W v
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Application and employabllity

Diversity, in avariety of forms, is important to the pplicati
cfOBin kplace First, workplace discriminati
undermine the effectiveness of an cegarisation and can lead
to many pose outcomes Beyond bt T st
other factses such as intellectual and physical abilities are
impartant to OB Krowledge of diversity in OB can help you and
your coganisstion marage diversity effectively and can helpyau
work effectively with co workers who may be different from you
in a variety of ways In this chapter, you impeoved yeur critical
thinking skills and leamed varicus ways 1o appreach issues of

APPLICATION AND EMPLOYABILITY summarises
the relevance of the chapter to your employability, the
skills you will have learned from chapter features and
the skills you will learn by completing the end-of-
chapter material.

2perscn' (e g baldness) can n
kplace, thinking about the rele of diversity  specifically
i n in the ADF, the ¥ i

10 make wh y at work, and
the usefulness and ethics surreunding changes to the 457 visa
program Next, you? Il have more cppsrtunities to develop these
zkills by recognizing the differences and similrities beween

you and your clasamates, considering iwisble disabilities in the
werkplace, and lesrning about the case of Jordan Stesle John, an
Australian senstar bringing his lived experisnced of dissbiliy to

social responsibility by considsring haw even mincr slements of

Parliament

Experiential exercise

JOB ATTITUDES SITUATIONAL INTERVIEW
Think absut a situstion in which yeu felt satisfied er dissatisfied
for committed er ot committed) in the workplace (if you hawe
never been employed, imagine a situaticn) Wite this experi

4, What did yeu (actualy) do in responze to your experience?

What was the cutcome?

down in as much detail as pessible When you've finished,

exchangs your arawer with ancther clazs member In pas, take

turns asking and receeding the answers to the following questicns

(asking follow up questicns a5 needed)

1. What sorts of feelings were you experiencing at the time?
What wers ycu thinking when thizwaz going en? Did you
think about dsing anything in that mement?

2. What targets were your feelings or thoughts d rectad
towards? Far example, wers they directed towards your
organisaticn? Towards the jeb? Collesgues? Pay and
benefits?

3. What ledycu 10 your feelings of satisfaction/dissatisfaction
and commitment in that mement?

As 2 class,

d discuss the

Questions

1.

Do you think it's possible for the affective, cagnitive or
behaicural compsnents of job attitudes to cenfict with one
anather? Why cewhy net?

. Can job attitudes be directed towards different targets?

Why or why not? What implications does thiz have for the
behavicural cutcomes of satisfaction and commitment?

. Do you believe job attitudes can change aver time? Or doss

each person have  ypical level of job attitude that they
exhibit from one job 1o the next?

EXPERIENTIAL EXERCISES provide you with an

opportunity to actively engage in your learning
of the chapter content either in a group or

individually.

XX

CASE STUDIES give you the opportunity to
apply the knowledge gained in the chapter
to situations in organisations, both real and

hypothetical.

Case study 2

JOB CRAFTING

Cansidar for 3 memant a mid lavel managar, Fatima, who
s08ms ta be dolngwall Sha's consistartly making her requirad
benchmarks and goals, 3ha has bullt succasstul relaticnships
with colkagues, and sanior management has identified har as
haung ‘high petsntial’ But sha Isn't happy with har werk Sha'd
be much mara Intsrastad In

and q nd et ancugh
1ime working on tha creative profacts that Inspire har Sha than
cansidarad how to medily har ralatianship with tha taam 33
that thess actvEks Incorparated har pasdan for social modia
stratagas, with tgam activiths mees centred arcund dewleping

‘can usa seclal media I markating efforts at all Iovals of tha
rgantsation Idgally, sha'd lik to quit and fd samathing
that bettar sults har passkons, but In tha current sconemic
‘amrcament this may not be an cptian S0, she has deckded ta
proactiely recenfigurs har current job.

Fatima Is part of a movament towards Job ‘crafting!, which I
tha process of dalibsrataly rocrganising your Job 3o that It batter
Mts your mothves, strangths and passions Tha procass of o
crafting can start with crasting diagrams of day ta day actiitias
with 3 coach Than you and tha coach can callaborathaly
Identity which tasks fR with your parsonal passions and which
tand to craln mothation and satistaction Next, you and your

ng Sha al3a Identifiod mambars of har taam who
might ba abia to halp her mplamant thas now ratsghes, and
droctad har towards h
now goals As 3 result, not caly has har angagamant In har wark
Increased, but sha has also dowslopad nw I0eas that ars bang.
racognisad and acvanced within tha ceganisaticn As a result,
she has found that by actvely and crasthsly axamining har werk,
sne has bean abis to craft har currart [cb Into caa that Is truly
satisying

Asyou may hava notsd, Fatima exhibitad a proactiva
parscaality  shawas aagar to davalop har own cptions and
find har own resaurcas Presctiva Indiidsals ars oftan saif
smpowared and ara, tharafees, more open to sasking werkabla

coach toget 2gine ways to emphasiza preferred
activities and da amphasise thosa that ara less Intsresting
Many pocple sngaged I job crafting find that upan deapsr
‘ceasideration, they hwe mar cortrol cvar thak werk than they
thol

So, how did Fatima craft har [eb? Sha first noticed that

thaye not satisfied Rasearch would laad us ta
bellows Fatima wi | ba succasstul in har customisad (o In fact,
1's quita possibia Fatima's smpkyar nevar would haws helped
her crat a battar ob had 3ha not s0ught hp and that har
proactiviy Is responsbia for her succass All employass shoulkd
fosl ancowraged b be proactia In crasting thai best werk

shawes much of har tima tsam's.

pessbia
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CASE MATRIX

Part Chapter Case type
1. Introduction 1.What is Vignette
organisational
behaviour?
Case study
Case study
2.Theindividual 2. Diversity in Vignette
organisations
Case study
Case study
3. Attitudes and job ~ Vignette
satisfaction
Case study
Case study
4., Personality and Vignette
values
Case study
Case study
5. Emotions and Vignette
moods
Case study
Case study
6. Perception and Vignette
individual decision
making
Case study
Case study
7. Motivation: Vignette
from concept to
application
Case study
Case study

Case title

Creating successful 21st-century
graduates: the role of OB

Confronting aged care's challenges

Apple goes global

Diversity and inclusiveness at
AccorHotels

Invisible disabilities: mental illness in

organisations

Making Parliament House accessible

Job satisfaction in the beauty industry

Self-service checkouts: from people to

computers

Job crafting

Orange Sky Australia: ‘The power
of conversation’

On the costs of being nice
Success in business consulting:
personality does matter!

The highs and lows of
entrepreneurship

Furry friends in the workplace

When the going gets boring

Domino’s pizza: creativity key in the

kitchen
Warning: collaboration overload

Feeling bored again

Canva: the best place to work

Goodbye to the annual pay rise?

We talk, but they don't listen

Company or topic

The need for graduates to
have strong interpersonal skills

The aged care industry
Labour force characteristics

AccorHotels

Coping with stress and mental
illness in the workplace

The importance of workplaces
being accessible for those with
physical impairments

Mecca

Roll-out of self-service
checkouts across the retail
section—at what cost?

Proactive job customisation

Orange Sky Australia—mobile
laundry service

Characteristics of an ‘agreeable’
personality

Optimal personality traits
required for consultants

The impact of emotions in
decision making

The benefits of allowing pets
in the workplace

Overcoming boredom in the
workplace

Creativity at the forefront of
competitiveness

The cult of collaboration

The link between boredom and
unethical behaviours

What makes Canva a great
place to work?

The complexities of pay rise
frequency

The voicing of employee
opinions

XXi
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CASE MATRIX

Part Chapter Case type Case title Company or topic
3. The group 8. Foundations Vignette Preparing students for the world Working in a group environment
of group behaviour of work
Case study Negative aspects of group Minimising biases
collaboration
Case study Intragroup trust and survival Leadership and trust
9. Understanding Vignette Challenging short-term teams Understanding the complexity
work teams of teams
Case study Trusting someone you can't see Building trust in virtual teams
Case study Smart teams and dumb teams What makes a team smart?
10. Communication  Vignette Effective communication as the driver ~ Scott Morgan and Greater Bank

for organisational renewal

Case study Do men and women speak the same Differences in communication
language? styles
Case study Trying to cut the grapevine The effects of office gossip
11. Leadership Vignette Values-based leadership at Frontline The traits and capabilities
Safety Australia of successful CEOs
Case study Leadership, strategy and the Strategic leadership
management consultancy industry
Case study Leadership by algorithm Leadership testing and
assessment
12. Power and Vignette Workplace bullying in parliament Defining bullying
politics
Case study Barry’s peer becomes his boss Grievances in the workplace
Case study Should women have more power? Gender differences in power
13. Conflictand Vignette A change of tune The business of streaming
negotiation music
Case study Disorderly conduct The culture of organisational
conflict
Case study Treaty or consultation as conflict The South Australian
resolution Government's treaty
negotiations

xxii
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Part Chapter

4.The
organisation
system

14. Foundations
of organisational
structure

15. Organisational
culture

16. Organisational
change and stress
management

Case type

Vignette

Case study

Case study

Vignette

Case study

Case study

Vignette

Case study

Case study

Case title

Heard but not seen—the
evolving virtual assistant

Creative deviance: bucking the
hierarchy?

Complex hierarchy in action

in the Australian army

‘Culture eats strategy for breakfast’
The place makes the people

Active cultures

One accounting firm's response

to changing client needs

Change at SEE Business Solutions

Getting active at work

CASE MATRIX

Company or topic

Advantages and disadvantages
of office assistants

Going against the creative
advice of the hierarchy

Miliary organisational structure
Yellow Edge and belief in human
potential

Open and activity-based
workspaces

Patagonia and organisational
culture

PKF Australia
Employee consultation during
times of change

Workplace gains from
activity-enhancing initiatives

xxiii
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CHAPTER

What is
organisational
Demeiviour’?

LEARNING OBJECTIVES

After studying this chapter, you should be able to:

1.1 Demonstrate the importance of interpersonal skills in the workplace.

1.2 Define ‘organisational behaviour’ (OB).

1.3 Show the value of systematic study to OB.

1.4 |dentify the major behavioural science disciplines that contribute to OB.
1.5 Demonstrate why few absolutes apply in OB.

1.6 Identify managers’ challenges and opportunities in applying OB concepits.
1.7 Compare the three levels of analysis in this book’s OB model.

1.8 Describe the key employability skills gained from studying OB that are applicable
to other maijors or future careers.

Employability Skills Matrix (ESM)

Myth or Career Ethical Point/ Experiential | Case study 1 Case study 2
science? OBjectives choice Counterpoint exercise
Critical thinking ‘/ / / ‘/
Communication / ‘/ / ‘/ ‘/
Collaboration ‘/ ‘/ ‘/
Knowledge
application and '/ ; '/ ‘/ ‘/
analysis
Social
responsibility ‘/ ‘/ ‘/ ‘/
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Creating successful 21st-century
graduates: the role of OB

Based on her knowledge and experience working in industry
and academia for more than two decades, Professor
Julie Cogin is quick to acknowledge the importance of
Organisational Behaviour (OB) principles in the 21st-
century workplace. Named in the top 100 of “The Australian
Financial Review and Westpac 100 Women of Influence’
list in 2016, Cogin had a successful corporate career with
Qantas and has also consulted to top organisations in
Australia, Asia and the United States. She has worked in
senior roles at a number of different Australian universities,
and also serves as a non-executive director of G8 Education
Ltd., Australia’s largest publicly listed childcare company.
Reflecting on the major changes that organisations have
experienced and the current expectations of new graduates,
Cogin says, ‘when I talk to employers the consistent business
requirement they share is that graduates need interpersonal
skills. They also speak of the necessity to collaborate with
a diverse range of people, different generations, and levels
of seniority as well as customers located in Australia or
overseas with various cultural backgrounds. Employers also

want graduates who will try something, be open to feedback
and keep practising to master a skill. If they fail, they expect

graduates to ask for help but be prepared to persevere’. Corporate leader and scholar
Professor Julie Cogin

Of course, organisations are looking for more than simply knowledge and skills;
SOURCE: Attila Csaszar/AFR.

Cogin says it’s important to try new things and scize opportunities to work with
others on external projects while at university. ‘I think what is really important is to
engage in activities outside of the classroom, and there are so many different ways
to be involved.” Cogin suggests that engaging in extra-curricular activities can help
students gain valuable experience while at university. ‘Just as organisations have to
differentiate themselves from competitors, our students and our graduates also have
to differentiate themselves from others going for the same job. Distinctiveness can be
built in various ways including investing time as a student representative to inform
the curriculum, participating on a committee to improve the university experience,
being involved in social clubs or a job fair. These extra-curricular activities enhance
learning, and inform a potential employer about your ability to put in discretionary
effort’.

Reflecting on her own time at university, Cogin emphasises that students learn
skills in OB courses that will serve them well in their future careers—meaning that
paying attention in class is important! ‘OB was the most useful course in my business
degree,” she says. ‘One of the most valuable learnings was that a primary prerequisite
of managing others and working effectively in teams, is being able to manage yourself.
You need to understand your strengths and be prepared to address your shortcomings.’
She also acknowledges that, sometimes, the importance of aspects of OB doesn’t
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become apparent until you’re in the workforce: ‘I found organisational structure and
change were pretty dry during my studies, but those parts have been the most useful
in the job that I’ve got at the moment!’

SOURCES: Conversation with Julie Cogin, 15 January 2018; and ‘New leader for UQ Business School’, UQ News, 10 October
2017, <www.uq.edu.au/news/article/2017/10/new-leader-ug-business-school>.

Demonstrate the

importance of
interpersonal skills
in the workplace.

AS EMPHASISED IN THIS conversation with Professor Julie Cogin, students of organisational
behaviour bring critically important knowledge and skills to their workplace. This example
further shows that many core concepts and ideas in organisational behaviour remain
constant: teamwork, emotions, diversity, effective communication, organisational change and
organisational structure, to name a few. Throughout this book, you’ll learn how organisational
challenges often cut across areas such as these, which is exactly why the systematic approach
pursued in this book and in your course is important.

The importance of interpersonal
skills

Until the late 1980s, business school curricula emphasised the technical aspects of
management, focusing on economics, accounting, finance and quantitative techniques.
Coursework in human behaviour and people skills received less attention. Over the past
two to three decades, however, business schools have realised the role that understanding
human behaviour plays in determining a manager’s effectiveness, and required courses on
people skills have been added to many curricula. In fact, a survey of more than 2100 CFOs
across 20 industries indicated that a lack of interpersonal skills is the top reason why some
employees fail to advance.!

Incorporating OB principles into the workplace can yield many important organisational
outcomes. Developing managers’ interpersonal skills can help organisations to attract and
keep high-performing employees. Regardless of labour market conditions, outstanding
employees are always in short supply.? Companies known as good places to work—such
as Mars Australia, Mecca, Salesforce, Birdsnest and SAS Australia—have a big advantage.
A recent survey of hundreds of workplaces and more than 200000 respondents showed
that social relationships among colleagues and supervisors were strongly related to overall
job satisfaction. Positive social relationships were also associated with lower stress levels
at work and fewer people intending to quit.> So, having managers with good interpersonal
skills is likely to make the workplace more pleasant. Research indicates that employees who
know how to relate to their managers well with supportive dialogue and proactivity will
also find their ideas are endorsed more often, further improving workplace satisfaction.*
Creating a pleasant workplace also appears to make good economic sense. Companies with
reputations as good places to work (such as the ‘100 best places to work in Australia’) have
been found to generate superior financial performance.’

Partially for these reasons, universities have begun to incorporate social entrepreneurship
education into their curricula in order to train future leaders to address social issues within
their organisations using interpersonal skills.® This is especially important because there is
a growing awareness of the need to understand the means and outcomes of corporate social
responsibility.” 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 managers and potential managers
to develop those people skills and to acquire the knowledge that understanding human
behaviour provides.
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What is organisational behaviour?

Management and organisational
behaviour

Let’s begin by briefly defining the terms ‘manager’ and ‘organisation’, the place where
managers work. Then let’s look at the manager’s job; specifically, what do managers do?

Managers get things done through other people. They make decisions, allocate resources
and direct the activities of others to attain goals. Managers do their work in an organisation,
which is a consciously coordinated social unit, comprised of two or more people, that functions
on a relatively continuous basis to achieve a common goal or set of goals. By this definition,
manufacturing and service firms are organisations, and so are schools, hospitals, churches,
military units, retail stores, police departments and local, state and federal government agencies.
The people who oversee the activities of others and who are responsible for attaining goals in
these organisations are managers (sometimes called administrators, especially in not-for-profit
organisations).

More than ever, new hires and other employees are placed into management positions without
sufficient management training or informed experience. According to a large-scale survey, more
than 58% of managers reported that they had not received any training, and 25% admitted that
they were not ready to lead others when they were given the role.® Added to that challenge, the
demands of the job have increased: the average manager has seven direct reports (five was once
the norm), and less time than before to spend directly supervising them.” Considering that a
Gallup poll in the United States found organisations chose the wrong candidate for management
positions 82% of the time, ° it’s fair to say that the more you can learn about people and how to
manage them, the more likely it is that you’ll be prepared for a management role. OB will help
you get there. Let’s start by identifying a manager’s primary activities.

Management functions

The work of managers can be categorised into four different activities: planning, organising,
leading and controlling. The planning function encompasses defining an organisation’s goals,
establishing an overall strategy for achieving those goals and developing a comprehensive set
of plans to integrate and coordinate activities. Evidence indicates that this is the function that
increases the most as managers move from lower-level to mid-level management.!?

Managers are also responsible for designing an organisation’s structure. We call this function
organising. It includes determining what tasks are to be done, who is to do them, how the tasks
are to be grouped, who reports to whom and where decisions are to be made.

Every organisation contains people, and it is management’s job to direct and coordinate
those people. This is the leading function. When managers motivate employees, direct their
activities, select the most effective communication channels or resolve conflicts among members,
they are engaging in leading.

To ensure things are going as they should be, management must monitor the organisation’s
performance and compare it with previously set goals. If there are any significant deviations,
it is management’s job to get the organisation back on track. This monitoring, comparing and
potential correcting is the controlling function.

So, using the functional approach, the answer to the question ‘What do managers do?’ is that
they plan, organise, lead and control.

Management roles

In the late 1960s, Henry Mintzberg, now a prominent management scholar, undertook a
careful study of five executives to determine what they did in their jobs. On the basis of his
observations, Mintzberg concluded that managers perform ten different, highly interrelated
roles, or sets of behaviours.!> As shown in Exhibit 1.1, these ten roles are primarily
(1) interpersonal, (2) informational or (3) decisional.

CHAPTER 1

Define

‘organisational
behaviour’ (OB).

managers Individuals who
achieve goals through other
people.

organisation A consciously
coordinated social unit,
comprised of two or more
people, that functions on a
relatively continuous basis to
achieve a common goal or set
of goals.

planning A process that
includes defining goals,
establishing a strategy
and developing plans to
coordinate activities.

organising Determining what
tasks are to be done, whois
to do them, how the tasks are
to be grouped, who reports to
whom and where decisions
are to be made.

leading A function that
includes motivating
employees, directing others,
selecting the most effective
communication channels and
resolving conflicts.

controlling Monitoring
activities to ensure they

are being accomplished as
planned, and correcting any
significant deviations.
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EXHIBIT 1.1 Mintzberg’s managerial roles

Role Description

Interpersonal

Figurehead Symbolic head; required to perform a number of routine duties
of a legal or social nature

Leader Responsible for the motivation and direction of employees

Liaison Maintains a network of outside contacts who provide favours
and information

Informational

Monitor Receives a wide variety of information; serves as the nerve
centre of internal and external information of the organisation

Disseminator Transmits information received from outsiders or from other
employees to members of the organisation

Spokesperson Transmits information to outsiders on the organisation’s plans,
policies, actions and results; serves as an expert on the
organisation's industry

Decisional

Entrepreneur Searches the organisation and its environment for opportunities
and initiates projects to bring about change

Disturbance handler Responsible for corrective action when the organisation faces
important, unexpected disturbances

Resource allocator Makes or approves significant organisational decisions

Negotiator Responsible for representing the organisation at major
negotiations

AN /

SOURCE: Adapted from H. Mintzberg, The Nature of Managerial Work, Upper Saddle River, NJ: Prentice Hall, 1973. Copyright @ 1973 by
H. Mintzberg. Reprinted by permission of Pearson Education, Inc.

Interpersonal roles

All managers are required to perform duties that are ceremonial and symbolic in nature.
For instance, when the vice-chancellor of a university hands out degrees at graduation or a
factory supervisor gives a group of high-school students a tour of the plant, they are acting in
a figurehead role. All managers also have a leadership role. This role includes hiring, training,
motivating and disciplining employees. The third role within the interpersonal grouping is
the liaison role, or contacting others who provide the manager with information. The sales
manager who obtains information from the quality-control manager in their own company has
an internal liaison relationship. When that sales manager has contact with other sales executives
through a marketing trade association, they have an outside liaison relationship.

Informational roles

All managers, to some degree, collect information from outside organisations and institutions,
typically by scanning the news media (including the Internet) and talking with other people
to learn of changes in the public’s tastes, what competitors may be planning, and so on.
Mintzberg called this the monitor role. Managers also act as a conduit to transmit information
to organisational members. This is the disseminator role. In addition, managers perform a
spokesperson role when they represent the organisation to outsiders.

Decisional roles

Mintzberg identified four roles that require making choices. In the entrepreneur role, managers
initiate and oversee new projects that will improve their organisation’s performance. As
disturbance handlers, managers take corrective action in response to unforeseen problems. As
resource allocators, managers are responsible for allocating human, physical and monetary
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resources. Finally, managers perform a negotiator role, in which they discuss issues and
bargain with other units to gain advantages for their own unit.

Management skills

Still another way of considering what managers do is to look at the skills or competencies they
need to achieve their goals. Researchers have identified a number of skills that differentiate
effective managers from ineffective managers.'?

Technical skills

Technical skills encompass the ability to apply specialised knowledge or expertise. When technical skills The ability to
you think of the skills of professionals such as civil engineers or oral surgeons, you typically apply specialised knowledge
focus on the technical skills they have learned through extensive formal education. Of course, or expertise.
professionals don’t have a monopoly on technical skills, and not all technical skills have to

be learned in schools or other formal training programs. All jobs require some specialised

expertise, and many people develop their technical skills on the job.

Human skills

The ability to understand, communicate with, motivate and support other people, both

individually and in groups, defines human skills. Many people are technically proficient human skills The ability to
but may be poor listeners, unable to understand the needs of others or weak at managing work with, understand and
conflicts. Because managers get things done through other people, they must have good motivate other people, both

human skills individually and in groups.

Conceptual skills

Managers must have the mental ability to analyse and diagnose complex situations. These

tasks require conceptual skills. Decision making, for instance, requires managers to identify conceptual skills The
problems, develop alternative solutions to correct those problems, evaluate the alternative mental ability to analyse and
solutions and select the best one. After they have selected a course of action, managers diagnose complex situations.
need to be able to organise a plan of action and then execute it. Integrating new ideas with

existing processes and innovating on the job are also crucial conceptual skills for today’s

managers.

Effective versus successful managerial activities

Fred Luthans and his associates looked at what managers do from a somewhat different
perspective.'* They asked: ‘Do managers who move up the quickest in an organisation do
the same activities and with the same emphasis as managers who do the best job?’ You might
think the answer is ‘yes’. But that’s not always the case.

Luthans and his associates studied more than 450 managers. All of them engaged in four
managerial activities:

1. Traditional management—decision making, planning and controlling
2. Communication—exchanging routine information and processing paperwork

3. Human resource management—motivating, disciplining, managing conflict, staffing and
training

4. Networking—socialising, politicking and interacting with outsiders.

The ‘average’ manager spent 32% of their time in traditional management activities, 29%
communicating, 20% in human resource management activities and 19% networking. However,
the time and effort that different individual managers spent on those activities varied a great
deal. As shown in Exhibit 1.2, among managers who were successful (defined in terms of speed
of promotion within their organisation), networking made the largest relative contribution
to success, and human resource management activities made the least relative contribution.
Among effective managers (defined in terms of quantity and quality of their performance
and the satisfaction and commitment of employees), communication made the largest relative
contribution and networking the smallest.

7
Copyright © Pearson Australia (a division of Pearson Australia Group Pty Ltd) 2020 — 9781488620683 — Robbins/Organisational Behaviour 9e



PART 1 Infroduction

AN

EXHIBIT 1.2 Allocation of activities by time
Average Successful Effective
managers managers managers

Traditional management - Communication

~ Human resource management - Networking

SOURCE: Based on F. Luthans, R. M. Hodgetts and S. A. Rc antz, Real Managers, Cambridge, MA: Ballinger, 1988.

More recent studies in Australia, Israel, Italy, Japan and the United States confirm the link
between networking and social relationships and success within an organisation.”> And the
connection between communication and effective managers is also clear. A study of 410 US
managers indicates that those who seek information from colleagues and employees (even if it is
negative) and who explain their decisions are the most effective.'®

This research offers important insights. Successful managers give almost the opposite
emphases to traditional management, communication, human resource management and
networking as do effective managers. This finding challenges the historical assumption that
promotions are based on performance, and it illustrates the importance of networking and
political skills in getting ahead in organisations.

Organisational behaviour

Now that we’ve established what managers do, we need to study how best to do these things.
organisational behaviour Organisational behaviour (often abbreviated to OB) is a field of study that investigates the
(OB) A field of study that impact that individuals, groups and structure have on behaviour within organisations, for

investigates the impact the purpose of applying such knowledge towards improving an organisation’s effectiveness.
;Trajé?ﬂ':g:j: éﬁrt?:ﬁas'vai;?r That’s a n.lothful, S0 let’§ brefik it .down. ' o o '
within organisations, for Organisational behaviour is a field of study, meaning that it is a distinct area of expertise
the purpose of applying with a common body of knowledge. It studies three determinants of behaviour in organisations:
such knowledge towards individuals, groups and structure. In addition, OB applies the knowledge gained about
improving an organisation’s individuals, groups and the effect of structure on behaviour in order to make organisations work
Sifectiveness, more effectively.

To sum up our definition, OB is the study of what people do in an organisation and how
their behaviour affects the organisation’s performance. And because OB is concerned specifically
with employment-related situations, you should not be surprised that it emphasises behaviour as
related to concerns such as jobs, work, absenteeism, employment turnover, productivity, human
performance and management.

Although there is debate about the relative importance of each, OB includes the core topics
of motivation, leader behaviour and power, interpersonal communication, group structure
and processes, learning, attitude development and perception, change processes, conflict and
negotiation, and work design.!”
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Complementing intuition with
systematic study el

to OB.

Each of us is a student of behaviour. Whether or not you have explicitly thought about
it before, you have 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.
Unfortunately, the casual or common-sense approach to reading others can often lead to
erroneous predictions. However, you can improve your predictive ability by supplementing
intuition with a more systematic approach.

Following the systematic approach presented in this book will enable you to uncover
important facts and relationships, and provide a base from which to make more accurate
predictions of behaviour. Underlying this systematic approach is the belief that behaviour is
not random. Rather, we can identify fundamental consistencies underlying the behaviour of all
individuals and modify them to reflect individual differences.

‘Management by walking around
is the most effective management’

This statement is mostly false, but with a caveat. Management by walking around (MBWA) is an organisational
principle made famous with the 1982 publication of /n Search of Excellence and based upon a 1970s’

initiative by Hewlett-Packard—in other words, it's a dinosaur. Years of research indicate that effective
Myth Or management practices are not built around MBWA. But the idea of requiring managers at all levels of
scie nc e? the organisation to wander around their departments to observe, converse with and hear from employees
= continues as a common business practice.

Many companies that expect managers and executives to do regular ‘floor time’ have claimed benefits
ranging from employee engagement to deeper management understanding of company issues. A recent three-
year study also suggested that a modified form of MBWA may significantly improve safety in organisations
because employees become more mindful of following regulatory procedures when supervisors observe and
monitor them frequently.

While MBWA sounds helpful, its limitations suggest that modern practices focused on building trust and
relationships are more effective for management. Limitations include available hours, focus and application.

1. Available hours. Managers are tasked with planning, organising, coordinating and controlling, yet even
CEOs—the managers who should be the most in control of their time—report that 53% of their average
55-hour workweek is spent in meetings.

2. Focus. MBWA turns management's focus towards the concerns of employees. This is good, but only to
a degree. As noted by Jeff Weiner, CEO of LinkedIn, ‘Part of the key to time management is carving out
time to think, as opposed to constantly reacting. And during that thinking time, you're not only thinking
strategically, thinking proactively, thinking longer-term, but you're literally thinking about what is urgent
versus important.’ Weiner and other CEOs argue that meetings distract them from their purpose.

3. Application. The principle behind MBWA is that the more managers know their employees, the more effective
those managers will be. This isn't always (or even often) true. As we'll learn in Chapter 6, knowing (or
thinking you know) something shouldn't always lead us to act on only that information because our internal
decision making is subjective. We need objective data to make the most effective management decisions.

Based on the need for managers to dedicate their efforts to administering and growing businesses, and
given the proven effectiveness of objective performance measures, it seems the time for MBWA is gone. Yet,
there is one caveat. Managers should know their employees well. As Rick Russell, CEO of Greer Laboratories,
says, ‘Fostering close ties with your lieutenants is the stuff that gets results. You have to rally the troops. You
can't do it from a memo." Management should therefore not substitute walking around for true management.
SOURCES: G. Luria and |. Morag, ‘Safety management by walking around (SMBWA): a safety intervention program based on both peer and manager

participation’, Accident Analysis and Prevention, March 2012, pp. 248-57; R. E. Silverman, ‘Where's the boss? Trapped in a meeting’, The Wall Street
Journal, 14 February 2012, pp. B1, B9; and J. S. Lublin, ‘Managers need to make time for face time’, The Wall Street Journal, 17 March 2015.
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