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preface »

hroughout our years of teaching and consulting in the fields of social

science and organizational behavior, we have become increasingly aware
of the need for a textbook that is down-to-earth, experience based, and
grounded in sound research and theory. We believe strongly in the impor-
tance of understanding the relationship between self-esteem and human
relations, and, by extension, the relationship between human relations skills
and ongoing career success. On the other hand, we do not condone the
approach of the “self-esteem peddlers” who encourage self-esteem building
outside of a context of the real world. What realistic strategies and tech-
niques can we teach our students to encourage their growth in human rela-
tions success, on and off the job site? How can students tap into the power
that comes from working well in one-on-one situations, in groups, and in
organizations large and small?

Human Relations: Strategies for Success attempts to provide answers to these
questions and guidance in developing human relations skills that trans-
fer from the classroom to the real world of work. Our commitment to the
creation of a book that is at once interesting to read, motivating to study,
and relevant to a wide variety of students has been the driving force behind
Human Relations: Strategies for Success.

This text covers time-tested, research-based social science and manage-
ment principles, as well as newer theories and philosophies of human rela-
tions drawn from management theory, group theory, personality theory, and
relationship theory. More than ever, effective human relations skills are cru-
cial to business success as organizations grow and compete in a global busi-
ness environment. Employees must have the knowledge and skill to adapt to
a workplace where change is as frequent as it is inevitable.

FEATURES OF THE FIFTH EDITION

This fifth edition features the following changes from previous editions:

Chapter 1

* New introductory vignette is more current, and better sets the tone for
the book

e Updated figures and diagrams
e Updated demographic data

* Additional “Review Question” to reinforce learning, and generate dis-
cussion on how the growth of the Internet has affected human relations
in business

* New, more contemporary “Case Study” to reinforce Chapter 1 themes

* Minor textual edits throughout the chapter to update contemporary
understanding of issues



PREFACE

Chapter 2

New text revisions and inserts throughout the chapter to promote
understanding and clarity

Revised figure(s)

Minor textual edits throughout chapter to update contemporary under-
standing of issues

Chapter 3

Streamlined (deleted) and updated “Real World Examples” for
improved continuity

Two new, more contemporary “Case Studies” provided to reinforce
Chapter 3 themes

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Chapter 4 (combined former Chapters 4 & 5)

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Condensed and consolidated material on attitudes (former Chapter 4)
and values (former Chapter 5) to concentrate a focus on the most rel-
evant aspects of values and attitudes in the workplace

Removed material from of Csikszentmihalyi, with concepts of “flow”
and optimal experience, and placed them in the chapter on creativity

Updated historical references and research study results

Chapter 5 (former Chapter 6)

Updated opening vignette to reflect contemporary economic
environment

New text revisions and inserts throughout the chapter to promote
understanding and clarity

Removal of discussion on “Theories X and Y” and “intrinsic and
extrinsic rewards” (the former are briefly discussed in Chapter 1)

Improved presentation of figures, and other layout improvements

New figures provided to illustrate changing demographic and
employment (workplace) trends

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Chapter 6 (former Chapter 7)

Updated opening vignette to reflect more contemporary workplace
scenario



vi

PREFACE

New subsection on “Online Communication” has been included to
provide students with strategies for successful online communication,
as well as the pitfalls that can occur with these transactions

New “Real World Example” to connect students’ learning about
communication with a prominent contemporary workplace scenario

New text provides contemporary discussion on our “wired” culture,
including how smartphones and social networking platforms can skew
effective listening techniques

Improved presentation of figures, and other layout improvements

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Chapter 7 (combined former Chapters 8 and 9)

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Combined former Chapter 8 and former Chapter 9 to consolidate
and streamline the most relevant information on groups and leaders
(former Chapter 8) with teamwork (Chapter 9)

Reduced the focus on TQM and ISO 9000, replaced it with a more
general discussion of quality organizations

Moved the material on the types and components of corporate culture
to the “Online Resources Package”

Consolidated material on corporate/organizational culture and the
“new” corporate culture

Chapter 8 (former Chapter 10)

Updated discussion on Gardner’s “Ninth Intelligence”

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Streamlined “The Games People Play” section

Streamlined “Working It Out” section

Chapter 9 (former Chapter 11)

Updated discussion on organizational changes resulting from
technology, (i.e., the rise of the Internet as a critical business tool)

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Improved presentation of figures, and other layout improvements

New “Real World Example” included to enhance students’ connection
between conceptual ideas presented in the chapter with real world
scenarios

Streamlined (deleted) “Real World Example(s)” to promote clarity
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Completely revised section on international and intercultural business
practices, de-emphasizing the “Japanese Approach” with introduction
of new term, “Kaizen”

New “More About” to connect students’ learning with real world
examples (e.g., Kaizen)

Streamlined (deleted) “Case Study 11.2” to promote overall clarity

Chapter 10 (former Chapter 12)

Improved presentation of figures, and other layout improvements

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Entirely new section on “Flow” and creativity has been added
Enhanced discussion of creativity in the workplace

Enhanced discussion of Csikszentmihalyi (“Big C / little c”), creativity
theory, with new discussion on “Four C’s of Creativity”

Several new “More About” sections added to connect students’ learning
with real world examples (e.g., “Four C’s of Creativity”)

New, more contemporary “Real World” example included as Steve Jobs’
‘Creating “iCulture’”

Introduction of two new terms into the chapter, “flow” and “optimal
experience”

New “Critical Thinking” question added to challenge students’ views
on the role of college/higher learning in achieving successful creative
endeavors

Streamlined “Working It Out” section

Chapter 11 (former Chapter 13)

Updated demographic data

New figures provided to illustrate changing demographic and
employment (workplace) trends

Improved presentation of figures, and other layout improvements

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Chapter 12 (former Chapter 14)

New information on stress reflecting the latest research on the topic

New and enhanced “More About” sections include useful information
for students on dealing with stress in college, the connection between
chronic illness and stress, and more

New images and figures provided to illustrate changing demographic
and employment (workplace) trends

Improved presentation of figures, and other layout improvements

vii
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PREFACE

Streamlined (deleted) and updated “Real World Examples” for
improved continuity

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Chapter 13 (former Chapter 15)

New and enhanced “More About” sections provide information on
ethics in the workplace

New section, “Customer Service Ethics,” provides a more contemporary
discussion of ethics in the workplace, including the evolving ethics of
the Internet

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Chapter 14 (former Chapter 16)

Updated demographic data

New text revisions and inserts throughout the chapter reflect changing
U.S. economic and political climate

New figures provided to illustrate changing demographic and
employment (workplace) trends

Improved presentation of figures, and other layout improvements

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Chapter 15 (former Chapter 17)

Improved presentation of figures, and other layout improvements

Minor textual edits throughout the chapter to update contemporary
understanding of issues

New “Real World Example” illustrates contemporary business ethics
issues surrounding technology and use of the Internet as a business
tool

New “More About” section discusses the role of and potential ethical
issues involved with so-called “hactivism” in the discussion on
whistleblowers

New “Critical Thinking” question about the role of business ethics in
our technologically advanced society

Chapter 16 (combined former Chapters 18 & 19)

Minor textual edits throughout the chapter to update contemporary
understanding of issues

Combined material on workplace productivity (former Chapter 18)
with material on future success (former Chapter 19)
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Streamlined material on family and individual issues leading to lower
productivity in the workplace, with a focus on the most relevant issues
occurring in the workplace

Condensed time management information and movement of applied
exercises on time logs to the Online Learning Center

Streamlined material from Chapter 19 on attaining future success, and
moved the most relevant information to Chapter 16, with elimination of
Chapter 19

Moved all job search material from Chapter 19 to the Online Learning
Center for instructors to allow access to the information

TEXTBOOK-WIDE CHANGES

Deletion of all “Internet Exercises” from the textbook—these will now
appear in the publisher’s comprehensive, single-source Online Learn-
ing Center

Moved the deleted opening vignettes and case studies to the Online
Learning Center for instructors who prefer to use them

Each chapter includes the following pedagogical features to facilitate

student comprehension and to show how chapter concepts apply to the real
world:

Strategies for Success. To highlight the connection between human
relations theories and their real-world applications, this textbook
contains a unique series of strategies that are integrated into all of
the chapters. These strategies offer concrete guidance on how to use
human relations skills to address situations that all people face.

Opening Vignettes. Each chapter opens with a short vignette to set
the tone of the chapter. These vignettes use the narrative approach to
make the chapter concepts more real to students at the outset, before
they begin to absorb concepts and terms.

Key Terms. Important terms are highlighted within the text and called
out in the margin. They are also listed at the end of each chapter and
are defined in the glossary.

Review Questions and Critical Thinking Questions. Each chapter
closes with thought-provoking questions. These questions call on
students to go beyond simply reading the chapter, by asking them to
consider its implications for their lives in the classroom and beyond.
Many questions tap students’ creativity and problem-solving abilities as
they encourage students to think beyond the boundaries of the book.

Case Studies. Two realistic, job-based case studies (each with questions)
are presented in every chapter. These classroom-tested case studies are

drawn from familiar experiences in a wide variety of workplace settings.
These cases allow students to resolve realistic human relations problems
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for which there is usually more than one viable solution. Each case
study can be used as a springboard for classroom discussion and group
problem-solving activities.

“Working It Out” Exercises. For most students, active participation is
motivating, rewarding, and crucial to reinforcing learning. In a variety
of classroom-tested Working It Out exercises, students are encouraged
to build on their human relations skills as they role-play, interview each
other, assess their own and each other’s strengths and weaknesses, work
on setting goals and developing strategies, practice giving and receiving
feedback, and explore other applications of chapter topics.

The following teaching and learning resources are also available for
instructors and students.

Online Learning Center—www.mhhe.com/lambertonbe

Instructor’s Resource Manual. This teaching aid includes teaching sug-
gestions for each chapter in the form of lecture outlines, answers and
guidelines for all in-text questions, review questions, case study ques-
tions, and Working It Out exercises. Many additional in-class activities
are also provided.

Test Bank. True-false, multiple-choice, fill-in-the-blank, and short
answer questions are provided for each chapter.

PowerPoint Slides. These slides outline the key points and exhibits
from the text.

Student Resources. Online self-grading quizzes, Internet exercises, and
a glossary are available for students.

Organizational Behavior Video DVD Vol. 2. This collection of videos
features interesting and timely issues, companies, and people related to
organizational behavior and interpersonal skills.
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PART ONE

«human relations
and you

Human Relations: A Background

Self-Concept andsSelf-Esteem in Human Relations
Self-Awareness and Self-Dis€lesure

Attitudes and Values in Human Relations

Motivation: Increasing™Productivity

In Part One we’ll explore the foundations of human relations skills. Specifically,
how does each one of us develop the necessary tools to work well together at
home, in school, and on the job? What aspects of our personality contribute
to our success at human relations? Are there strategies we can use to build
human relations skills?

Chapters 1 through 5 define human relations, then look closely at the rela-
tionship between self-understanding and communication. These chapters will
test your ability to ask questions about personal and global values, and help
you discover how to tap motivational strategies for yourself and others. These
are important first steps to develop the human relations skills you need for
success in personal life and in the world of work. »»



CHAPTER ONE

HUMAN RELATIONS
A Background

LEARNING OBJECTIVES

After studying this chapter, you will be able to:

LO 1-1  Define human relations.
LO 1-2  Explain the importance of human relations in business.

LO 1-3  Discuss the challenges of human relations as these factors affect
success in business.

LO 1-4 Identify what the study of human relations does not include.

LO 1-5 Describe the areas of emphasis for human relations in today’s
workplace.

LO 1-6 Discuss a short history of the study of human relations.

STRATEGIES FOR SUCCESS

Develop Mutual Respect

Build Your Communication Skills



Flying in Rough Weather

SITUATION

The pilot hesitated. Weather conditions were
terrible on that day in 1982. Freezing rain was
falling in Washington, D.C., and his young
copilot was bugging him. The younger man
kept asking puzzling questions. “Why does
this gauge read like this? Are you sure we're
all right to take off? Is it safe?”

DISCOVERY
The pilot had to decide. “Let's go!” he finally grunted. Less

than 30 minutes later the plane had crashed. The crew and
most of the passengers were dead, drowned in the icy
Potomac River. When the airplane’s black box was exam-
ined, FAA investigators heard that a young copilot with some

honest misgivings about take-off was ignored by an older

pilot—for reasons no one could fully explain. We can be

certain, though, that a serious human rela-
tions problem was involved in this tragedy.
Once it became clear that the plane was in
trouble, the two men, who had previously
been formal with each other, began to call
each other by first names. But it was too late
for a better relationship to help this situation.
If communication lines had remained open between the two
men—if the younger man had felt confident enough about
himself to speak out forcefully and the older man more will-
ing to listen—this tragedy would likely have been avoided

THINK ABOUT IT

Think about how human relations affect most
situations. Can you think of a circumstance that might
have been improved by better human relations in your

own life?




human relations

The skill or ability to work
effectively through and with
other people.

more about...

trust

To rely on, or have confidence
in, the honesty and integrity
of a person.

Internal customers can be defined as a
department’s employees, or as employees in
other departments within an organization.

PART | » Human Relations and You

»> WHAT IS HUMAN RELATIONS?

Not all human relations decisions involve life-or-death outcomes, but they can
have very serious impacts. The importance of human relations in our personal
and work lives cannot be exaggerated. The skills that are necessary for good
relations with others are the most important skills anyone can learn in life.

Human relations is the skill or ability to work effectively through and with
other people. Human relations includes a desire to understand others, their
needs and weaknesses, and their talents and abilities. For anyone in a work-
place setting, human relations also involves an understanding of how people
work together in groups, satisfying both individual needs and group objec-
tives. If an organization is to succeed, the relationships among the people in
that organization must be monitored and maintained.

In all aspects of life, you will deal with other people. No matter what you
do for a living or how well you do it, your relationship with others is the key
to your success or failure. Even when someone is otherwise only average at a
job, good human relations skills can usually make that person seem better
to others. Sadly, the opposite is also true: Poor human relations skills can
make an otherwise able person seem like a poor performer. A doctor who
respects patients, a lawyer who listens carefully to clients, a manager who
gets along well with others in the workplace: all of these people will most
likely be thought of by others as successful.

> THE IMPORTANCE OF HUMAN RELATIONS SKILLS

Other reasons for studying human relations include the following:

1. Human rights. Today, managers and employees have
a greater awareness of the rights of employees. This
awareness calls for more skillful relations among
employees, using tact, trust, and diplomacy with
greater skill. The rights of all others involved in the
dealings of an organization must be respected and
protected as well. In today’s workplace, the term
internal customer is often used. This identifies a new
attitude toward employees as the other customers

in a company. Companies must also protect the human rights of tradi-

tional customers, managers, and even competitors.

2. The global marketplace. The United States seems to have fallen into
disfavor in many countries—even countries we had long considered to
be our friends. Often, when anti-American stories are told, they involve
Americans using poor human relations skills when doing business with
people from other cultures. Improving interpersonal skills (the skills asso-
ciated with getting along with others) can be a factor in fighting the wide-
spread anti-Americanism that sometimes seems to be growing worldwide.
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3. Emphasis on people as human resources. Two decades ago, many fore-
casters predicted that by this time in history, strong computer skills would
be the number one factor in the workplace. However, now, perhaps more
than ever, managers and corporate planners are placing great emphasis
on the human factor. The two sets of behaviors now considered the most
important for new job applicants are communication skills and human
relations abilities.® This trend, emphasis on what are often called busi-
ness “soft skills,” will likely continue in the future.

4. Renewed emphasis on working groups. Today’s employees tend to like
working as teams and being involved in making decisions as a group.
Helping groups work well together in such endeavors (as either a team
member or leader) requires a great deal of human relations skill. Both
managers and employees need to understand the dynamic of group
interaction if such participation is to be effective.

5. Increasing diversity in the workplace. Few countries on earth contain
the diversity of race, religion, and culture that exists in the United States.
The number of foreign-born Americans in the United States in 1970
was estimated at 10 million. By the year 2000 the number had grown to
28 million (about 10 percent of the total population), and the number
is projected to reach 48 million by the year 2020.* The United States
gains an international migrant every 25 seconds.” Add to this reality the
increase in the number of women in the workplace today compared with
past years, and the number of employees staying in the workplace past
typical retirement age. Experts predict that the number of older workers
will increase more than five times faster than the overall labor force over
the next several years, and that ethnic and racial diversity will continue
to increase as well.® A deep understanding of the differences that diver-
sity brings is one of the most important skills in human relations.

Human Relations and You

The study of human relations can help you in several ways. Human relations
skills can help you get a job, enjoy your work, be more productive at it, and
stay there longer with better chances for advancement. An understanding of
yourself and others can help you be happier and more productive in all areas
of your life.

You, the Manager

A percentage of students who read this book will one day become managers.
For a manager, no skill area is more important than human relations abilities.
A manager with good human relations skills will retain employees longer,
be more productive, and provide employees with an enjoyable environment.
The most common reason for failure in the job of manager is faulty human
relations skills.” Because interpersonal skills are so important, experts often
suggest that new managers should put as much effort into studying people as
they put into developing technical skills.®

LY

Group work is a necessity
in today’s workforce.
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An entrepreneur is someone who organizes
and assumes the risks of beginning a business

enterprise.
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You, the Entrepreneur

In the 21st century, an increasing number of today’s
business students are entering the exciting realm
of entrepreneurship: owning their own businesses.
When you are the owner and operator of a busi-
ness, your people skills—or human relations—are
the most important factors in your success. In an
e-commerce business, although there is less face-to-
face contact with customers and suppliers, the ability
to work with people and to fulfill their needs remains extremely crucial
to success.

In a larger sense, your knowledge of human relations helps the work you
do—or the business you own—provide fulfillment. Famed Russian author
Fyodor Dostoyevsky wrote, “If it were desired to reduce a man to nothing-
ness, it would be necessary only to give his work a character of uselessness.””
Many entrepreneurs become business owners to escape the feeling of use-
lessness associated with their former jobs. The entrepreneur is in the posi-
tion of being able to control the human climate of the business he or she
owns and operates.

You, the Employee

Underdeveloped interpersonal skills represent the single most important
reason for failure at a job. This is especially true in the early days and weeks
on a new assignment.'’ Making a good impression on your superiors, your
peers, and all other co-workers will set you on a good track. Developing inter-
personal skills is extremely important to the advancement of your career
and will affect the ways in which your fellow employees, supervisors, and
customers view your overall performance.'!

> CURRENT CHALLENGES IN HUMAN RELATIONS

Today’s Generation Y, the generation now enter-
ing the job market, can tend to find that good,

Generation X is the generation of Americans
born between 1965-1980, following the Baby
Boomers who were born during the vyears
1946-1964.

Generation Y, also called the “Millennial
Generation,” generally refers to Americans born
after 1980, especially students who are now
graduating from high school and either going to
college or entering the job market. The Millennial
Generation is a fast-growing segment of today’s
workforce.

sustainable-wage jobs are hard to come by, and
advancement is very difficult. The problems faced
by this group and by Generation X are often
blamed on the “Baby Boomers,” the late-middle-
aged people who are mostly in management posi-
tions above them. Although a “generation gap”
is nothing new in our history, this one affects
human relations in the workplace directly and
forcefully.'? You will learn more about this topic
in Chapter 14, which discusses issues of workplace
diversity.
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Increased Competition in the Workplace

Competitiveness reaches into all areas—urban, suburban, and rural—and affects
all businesses, large and small. Small businesses feel pressure to meet the high
international standards of the foreign market, and of the huge multinational
companies that dominate the economy. When a chain retailer such as Walmart
moves into a small town, the competition felt by local business owners is very
real. Likewise, the increasing number of people doing business on the Internet
has created a source of competition unlike anything else in human history.

Higher paying jobs for all age groups are more competitive than before.
Having a college degree is no longer a ticket to a meaningful career, as it was
only a generation ago. This new reality causes a great deal of frustration for
many people in the workplace, and many human relations problems result.

Another very important factor in competition is the current strength of
some Asian countries, especially China, which have an ever-increasing share
of the world economy. During the past two decades, for example, China
developed economically at the average rate of 9.2 percent annually.'?

Economic factors that have made this power position possible are lower
labor costs, a nationwide desire to compete, and a government role that
allows potent government help to businesses. Experts predict that countries
such as China, India, Japan, and other Asian nations will continue to have a
major impact on world markets, and continue their growth and competition
with the traditionally dominant West.*

Dual-Career Families

Most families now need income from both adult members to survive comfort-
ably. This reality has placed a strain on the family and its members—a strain
that is felt in the workplace in several ways. First, additional financial pres-
sures cause workplace stress. Second, the time needed for the everyday reali-
ties of child rearing—such as visits to the family doctor and transportation to
and from school—create difficulties for everyone involved.

Single-Parent Families and Divorce

Two important factors have contributed to the existence of a
higher number of single parents than was prevalent among the
baby boomer generation: a high divorce rate and an increase
in the number of never-married parents. The parent—often
the mother—must be the provider, taxi service, spiritual
guide, and emotional support source. These many roles often
result in a spillover effect of frustration and stress in the work-
place. This type of worker can be truly overloaded.

A divorced person typically has to go through a period
of emotional recovery, during which many emotional
issues can form. Such issues often negatively affect job
performance and attitudes, harming relationships with

Divorce: a heavy impact
on employees’ lives
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co-workers, bosses, and fellow employees. Besides the already-heavy bur-
dens of single parenthood that divorced, single workers have, they are often
dealing with challenging issues of self-worth and self-esteem.

Two Generations of Dependents

People are living longer now than ever before.'® This rise in life expectancy,
along with fewer high-income jobs for senior citizens, and cuts to pension
funds and post-retirement health insurance, means that many middle-age
adults now find themselves helping to support their own children along with
their aging parents and parents-in-law-all at the same time. These middle-
aged adults who find themselves squeezed for time and finances are often
referred to as the “sandwich generation” (with the elderly dependent parents
as one piece of bread, and the dependent children as the other). The added
responsibilities exist when parents or in-laws live with the adult children
and their families, but also when elderly parents live alone or in retirement
homes. The emotional impact affects all involved, including the dependent
parent who usually would prefer self-sufficiency.

>> WHAT HUMAN RELATIONS IS NOT

Now that you know what human relations is, and how it has developed into
what it is, it’s time to look at some characteristics it does not have. First, human
relations is not a study in understanding human behavior in order to manip-
ulate others. Good human relations means being real, positive, and honest.
Practicing effective human relations means being yourself at your very best.

Second, learning better human relations skills is not a cure-all. Norisita
quick-fix for deep and ongoing personal problems. The skills you will learn
in this book are skills to be built upon, developed, and tried out whenever
you can as part of your own experience on the job and throughout your life.

Last, human relations is not just common sense. This argument is often
used by people who think a book like this in unnecessary. “Common sense,”
they may say, “will carry you through!” In the area of human relations, how-
ever, common sense (meaning ordinary good sense and judgment) is all too
uncommon. The abuses of many workers on the job today, the misunder-
standings that cost thousands of companies millions of dollars every year,
the unhappiness of many workers with the jobs they have: all of these factors
illustrate the need for a strong foundation in human relations—even if much
of it seems like simple common sense.

Despite all of the progress in human relations during the past decades,
the 21st century has produced some “nay-sayers” who will argue that mistreat-
ing employees actually works. According to Bloomberg Businessweek magazine,
Dish Network’s boss, Charlie Ergan makes that claim. He says that “ruling
with an iron hand” is one of his success secrets.'® Perhaps then, it is not sur-
prising that his company was named “America’s worst company to work for”
by a watchdog Web site.!”
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We invite you to track the Dish Network and see if they continue to
thrive. If they do, perhaps we’ll make room for an exception. Only time will
tell. Rarely, if ever, does an abusive attitude pay off for any manager.

»> AREAS OF MAJOR EMPHASIS

In the broadest sense, the study of human relations has two goals: personal
development and growth, and achievement of an organization’s objectives.
(See Figure 1.1.) All of the following areas of emphasis take both of those
goals into consideration. You will notice that each of the areas is further
developed in the following chapters of this book. Most of them overlap, and
some are dependent upon others. Those relationships will become clearer as
you read further.

Self-Esteem

Self-esteem is your feeling of confidence and worth as a person. Psychologi-
cal research has shown that lower self-esteem is related to a variety of men-
tal health problems, including alcoholism, anxiety, and depression—all of
which cause problems on the job. Higher self-esteem, on the other hand,
improves attitudes, job morale, and overall quality of life. In the workplace,
healthy self-esteem is the key to top performance and high-quality work—
especially when the work directly affects other people.

Self-esteem is a buzzword in business circles today. Most Americans
seem to have discovered this important part of themselves and its influence
on every other factor in their lives. More than a mere buzzword, though,
self-esteem is at the core of most issues in human relations. Because it is so
important, Chapter 2 is dedicated to that subject.

Personal Satisfying the
development objectives of
and growth the organization

Communication
Skills
Group dynamics

Self-esteem
Mutual respect
Self-awareness

and self-disclosure  Motivation

self-esteem

A person’s feeling of
confidence and worth as a
person.

figure 1.1

MAJOR GOALS AND
EMPHASIS AREAS OF
HUMAN RELATIONS

Which of these areas do
you personally consider
most important to
effective human relations?





