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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
® Dbehavioural ethics
e abusive supervision

* executive board composition



e espoused and enacted climates

* 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

e 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.

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.

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.

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.

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

PREFACE

XV
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GUIDED TOUR

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.

/ N\

Fach chapter begins with a list LEARNING OBJECTIVES | e
of LEARNING OBJECTIVES

After studying this chapter, you should be able to:
that outline what you should

1.1 Demonstrate the importance 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 contribute to OB.
attention on the major issues 1.5 Demonstrate why few absolutes apply in OB.
detailed in the 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 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 / ‘/ ‘/
ap';riggtlﬁjig:nd ‘/ ; ‘/ '/
analysis
Social K ‘/ ‘/ \
responsibility -
The new EMPLOYABILITY
SKILLS MATRIX shows how
the features in the chapter will
support you in developing the
skills employers are looking for.
Givor for orgamisational renewal L J/

An opening VIGNETTE provides an example about an individual
or an organisation relevant to the content in that chapter. The
featured individuals or organisations come from a broad spectrum
and each example is selected specifically to help you link OB
concepts to OB practice.

XVii



GUIDED TOUR

The MYTH OR SCIENCE? feature presents a
commonly accepted ‘fact’ about human behaviour,

followed by confirming or disproving research evidence.

These sections help you to see how the field of OB,

built on a large body of research evidence, can provide

valuable insights into human behaviour at work.

cecsceccsscn,

‘Smile, and the work

world smiles with you’

It's true that a smile isn't always an emotional expression. Smiles are used as social currency in most
organisations 1o create a positive atmosphere, and a smile usually evokes an unconscious reflexive return
smile. However, anyone who has ever smiled at an angry manager knows this doesn't always work. In truth,
the giving and withholding of smiles is often an unconscious power play of office politcs.

Research on the 'boss effect’ suggests that the amount of power and status a person feels over another
person dictates who will smile. Subordinates generally smile more often than their bosses smile back at
them. This may happen in part because workers are increasingly expected to show expressions of happiness.
with their jobs. However, the relationship is complex and varies by national culture. In one study, Chinese
workers reflexively smiled only at bosses who had the power to give them negative job evaluations, while US
participants smiled mostly at managers perceived to have higher social power. Other researchers found that
when individuals felt powerful, they usually didn't return even a high-ranking individual's smile. Conversely,
when people felt powerless, they returned everyone’s smiles. “Your feelings about power and status seem to
dictate how much you are willing to return a smile to another person,” cognitive neuroscientist Evan Carr
affirmed.

‘The science of smiling transcends the expression of emotion. While an angry manager may not smile
back, a happy manager might not either, according to ‘boss effect” research.

“The relationship of what we show on our face and how we feel is a very loose one, said Arvid Kappas, 2
professor of emotion research at Jacobs University remen in Germany. This sugeests that, when we want to
display positive emotions to others, we should do more than smile, as service representatives do when they.
ty to create happy moods in their customers with excited voice pitch, encouraging gestures and energetic
body movement,

The science of smiling is an area of current research, but it's clear already that knowing about the
“boss effect’ suggests many practical applications. For one, managers and employees can be made more
aware of ingrained tendencies towards others and, through careful self-observation, change their habits
Comprehensive displays of positive emotion using voice inflection, gestures and word choice may also be
more helpful in building good business relationships than the simple smile.

SOURCES: Basad o . L. Hos To mportant i okt "o foct”, The Wl Stot o 16 Ot 2012, .02 . s,
"o tyany of the fored i’ T New Yok Tims, 5 Fabeuy 2015, p L 30 E.Kim an . . Yon, Wy does sanicewith a sl

. 105967
B A R I I I I A

Career
OBjectives

How can | get a better job?

I feel like my career is at a standstill, and | want to talk to my boss about getting a more

assignment. How can | negotiate effectively for a better job position?
— Wei
Dear Wei,

Your priorities are certainly sensible. Many people see salary as their main concern and negotiate to
maximise this. This strategy can appeal in the short-term, but sustained career growth has a better long-
term payoff. Professional development will prepare you for many future salary increases. Developmental
assignments will also give you a better position for future negotiations because you'll have more career
options.

Long-term career based on can be easier to raise with
your supervisor because salary negotiation is often seen as a zero-sum situation, while developmental
negotiations offer positive outcomes to both sides. When negotiating for a developmental assignment,
make sure you emphasise a few key points:

 When it comes to salary negotiations, most people think either you get the money, or the company
keeps the money. Given that, your interests and the interests of your managers seem directly opposed.
On the other hand, negotiating for developmental assignments usually means finding ways to improve
your skills and your contribution to the company. You can, in complete honesty, frame your case
around these mutual benefits.

« Let your supervisor know that you are interested in getting better at your job and that you are motivated
to improve through a developmental assignment. Asking your supervisor for opportunities to grow is a
clear sign that you're an employee worth investing in.

« Be open to creative solutions. There may be idiosyncratic solutions (also called I-deals) for enhancing
both your interests and those of your supervisor. One of the best things about an integrative bargaining
situation like this is that you and your negotiation partner can find novel solutions that neither would
have imagined separately.

Think strategically about your career, and you're not just negotiating for a better pay cheque tomorrow,
but for one that keeps increasing in the years to come.
SOURCES: Based on Y. Rofcanin, . Kieer and K. Stauss, How sl bl esourcs o faciitate rciprocaton: mediting e of
positive affctiv states', Academy of Management Proceeings, Agust 2014; . Liao, 5. 1. Woyne and D. M. Rouseau, “desynratc
eas incontemporaryorganizatins: 3 qualitative and meta-anayical teview', Journal of Oganizatanal Behavir, 16 Ocober 2014; and
. Brenninkmeier an . Hekkat-Koning, o crat o ot 1o rat, Carer Development Iternational 20, 2015, . 14762,

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.

Man:
The work of managers can be categorised into four different activiti

agement fu'r;;:ﬁo'r;s

lanning, organising,
leading and controlling. The planning functior ing an 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 t I 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 s 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 managements job to direct and coordinate

The KEY TERMS are highlighted in bold print when they first
appear and are defined in the adjoining margin. The terms are
also grouped together at the end of the book in the glossary.

those people. This is the leading function. When managers motivate employees, dircet their
I channels or resolve confl

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 s the controlling funcion.
S0, using the functional the answer to the question ‘What do managers do?” is that
they plan, organise, lead and control.

ncludes defining goels,
establishing a strategy
and developing plars to
coordinate activities.

organising Determining what
tasks are to be done, who's
todo them, how the tasks are:

whom and where decisions.
are to be made.

leading A function that

resolving conficts

controlling Monitoring
actiities o ensure they

are being accomplished as
planned, and correcting any
significant deviations.
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Office talk

desk and
nearly knocking over your coffee cup. As she talks about the marning meeting, do you (a) stop what you're
doing and lsten, or (b) explain that you're in the middle of  project and ask t talk some other time?

Your answer may reflect your attitude towards affice talk, but it Should be guided by whether your
partcipation s ethical find
Solutions to problems. Other times, office talk can be damaging to everyone. Cansider the scenaro from
two perspectives: oer-sharing and ventin.

Mare than 60% of 514 professional employees recently surveyed indicated they encounter individuals

about themselves, . narcisstc and think you wart to
Know allthe detais o thei lies,”according o psychologist Alan Hiffer.

Despite the drawbacks, oversharers can be strong contributors. For example, a manager who is an oter

sharer and constantly boasts about thei latest sales may push other employees to work harder, Employees
L tories related goals.

Now lets look at this anather way. According to Yale Professar Amy Wizesniewski, when it comes to

offce talk, some peogle are often ‘the irst people to become offende when they think the organisaton is
They can . challenging and outspok theirviews. If they
are ot heard, they can increase their verting or withdraw.

Vet these people can be top-performing employes: they are often highly engaged, inspirng and strong.

otners. sitive
attitude to keep them performing highly. Research indicates that venting to calleagues can also build
camaraderie.

Guidelines for acceptable offce conversation are almost non-existet. in the cantemporary age of
openness, personalisation and transparercy, so you need to decide what kinds o offce talk are ethical and
productive. Knowing who is approaching you for conversation, why they what they may
talk about, and how you may keep the discussion productive and ethical can help you choose whether to

Ethical
choice

The ETHICAL CHOICE features are based on real business
scenarios and situations that have posed an ethical dilemma.

engage or excuse yoursll

®ecessssccsssscssssscssssnens

The SUMMARY and IMPLICATIONS FOR
MANAGERS sections offer a concise summary of the .

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

Implications for managers

Resist the inclination to rely on generalisations; some provide valid insights into human behaviour,
but many are erroneous.

Use metrics rather than ‘hunches’ to explain cause-and-effect relationships.

Work on your interpersonal skills to increase your leadership potential.

® 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 employees’ work quality and productivity by showing you

The POINT/COUNTERPOINT
feature presents opposing

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

HEROES ARE MADE, NOT BORN

POINT

COUNTERPOINT

If you really get down to specifics, you can see that CEOs
start in leadership roles early i life. They have similar
backgrounds, childhood challenges and coping strategies.
In fact, it's easy to see a CEO-in-the-making at your local
garage sale.

What's the profile of burgeoning CEOS? It starts with
their parents, who are almost always successful through
industriousness. For example, Sir Richard Branson,
English business magnate and founder of the Virgin group
of companies, grew up with a father who was an English
barrister and a grandfather who was an English High Court
judge. His mother, Dame Eve Branson was the daughter
of a major in the British armed forces. Dame Branson,

a renowned philanthropist and author of novels and
children’s books, served in the forces during World War 11
and after the war toured s a ballet dancer, worked as an
air hostess, ran a real estate business, and was a military
police officer and a probation officer.

icardo Semler, the Brazilian entrepreneur best known
for his transformational leadership style and radical form
of industrial democracy and innovative management
practices, grew up with an autocratic, traditional
industrialist father, from whom he took over as CEQ when
he was 21 years old in 1980, which was the same year in
which he became the youngest Harvard MBA graduate. By
1994, Ricardo was named by ime as one of the global
100 young leaders.

Second, future CEOs are raised with responsibilities.
‘Susan Story, CEO of utiity company American Water, leamed
as a child that "no matter how bad things g, it's about
working hard and taking personal responsibility, because
nobody owes you anything’. Dame Eve Branson once sent her
son, Richard, off on an 80-kilometre bike ride to the English
oast ith only some sandwiches and an apple when he was
ot even 12 years old. She told him to find water on the way
and he didn't manage to get back home until the next day.
She said she wanted to teach him the importance of stamina
and a sense of direction!

Third, burgeoning CEOs are successful leaders when
they're young. Richard Branson started his first successful
business, a student magazine, at 16 years of age and
within one year had generated a net worth of £50000.

Clearly, CEOs start early.

CEOs who start early have good stories to tell when they
become successful, but that doesn't necessarily mean they
represent the majority. Let's look at a few other aspects of the
tender years of CEOs.

First, we know that much of our personality is attributable
to genetics, but it's incorrect to infer that we can (2) map the
genetic trail for a personality trait from ancestors to CEO or (b)
tell where a young person's traits wil lead. Likewise, we can't
say that if the parents are successful through industriousness,
their children will be. Susan Story's parents worked in a cotton
mill and a wastewater plant, and they ‘didn't have a lot of
money’.

Mitch Rothschild is CEO and founder of the medical
website Vitals.com, which regards itself as the largest online
database for patient reviews of doctors and facilities. He has
observed, ‘Parents influence you either because you want to be
Tike them o because you want to not be like them’.

Second, what child is raised without responsibilities? Nane,
even if all they have to do is go to school. There are plenty of
CEOs who had a lot of responsibilities growing up, and others.
who didn’

Third, it would be a mistake to conclude that CEOS start
as young leaders. The ones who don't, simply don't talk
about it. The late Dame Anita Roddick, founder of The Body
Shop, didn't open her first Body Shop until she was 34 years
old. Naomi Simson, Australian entrepreneur and founder of

RedBalloon, an online experience gift retailer, had a career in
corporate marketing before she started RedBalloon at the age
of 37.

‘The stories of CEOs who start early make for good press.
reports, but CEOs don't by definition start early. What we can
say, though, is that genetics and experiences both shape young.
people, and that the relationship between those factors and
CEO success is complex.

SOURGES: 82503 o A, Bt The o descripon s st 1 sr,Th New Yk Tims, 14 Sptames, 2014, 2 A, Byt Pushing seyond comft zones’, T Now York s, 25

16,55, 652.74, o,

Yo Worer Bovks,

Py L. 2015

o

how to empower your employees, design and implement change programs, improve customer service
and help your employees balance work-life conflicts.

QUESTIONS FOR REVIEW
align with the chapter learning
objectives to help you thoroughly
revise the content.

Questions for review

What s the importance of interpersonal skills in the
workplace?

Why are there so few absolutes in OB?

What are the challenges and opportunities for managers in

using OB concepts?

7. What are the three levels of analysis in this book's OB
model?

»
@

What is organisational behaviour (OB)?
How does systematic study contribute to our understanding
of 0B?

©

»

What are the major behavioural science disciplines that
contribute to 0B?
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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.

f\.pplication and employability

Diversity, in a variety of forms, is important to the application
of OB in the workplace. First, workplace discrimination can
undermine the effectiveness of an organisation and can lead

to many poor outcomes. Beyond biographical characteristics,
other factors such as intellectual and physical abilities are
important to OB. Knowledge of diversity in OB can help you and
your organisation manage diversity effectively and can help you
work effectively with co-workers who may be different from you
in a variety of ways. In this chapter, you improved your critical
thinking skills and learned various ways to approach issues of
social responsibility by considering how even minor elements of

a person's appearance (e.g. baldness) can affect perceptions in
the workplace, thinking about the role of diversity—specifically
allowing women in combat roles—in the ADF, the considerations
to make when deciding whether you should come out at work, and
the usefulness and ethics surrounding changes to the 457 visa
program. Next, you'll have more opportunities to develop these
skills by recognising the differences and similarities between

you and your classmates, considering invisible disabilities in the
workplace, and learning about the case of Jordon Steele-John, an
Australian senator bringing his lived experienced of disability to
Parliament.

SOOI, DD

JOB ATTITUDES SITUATIONAL INTERVIEW

Think about a situation in which you felt satisfied or dissatisfied 4. What did you (actually) do in response to your experience?
(or committed or not committed) in the workplace (if you have What was the outcome?

never been employed, imagine a situation). Write this experience
down in as much detail as possible. When you've finished,
exchange your answer with another class member. In pairs, take i
turns asking and recording the answers to the following questions  SUestions

As a class, share your findings and discuss the following questions.

(asking follow-up questions as needed): 1. Do you think it's possible for the affective, cognitive or

1. What sorts of feelings were you experiencing at the time? behavioural components of job attitudes to conflict with one
What were you thinking when this was going on? Did you another? Why or why not?
think about doing anything in that moment? 2. Can job attitudes be directed towards different targets?

2. What targets were your feelings or thoughts directed Why or why not? What implications does this have for the
towards? For example, were they directed towards your behavioural outcomes of satisfaction and commitment?
organisation? Towards the job? Colleagues? Pay and 3. Do you believe job attitudes can change over time? Or does
benefits? each person have a typical level of job attitude that they

3. What led you to your feelings of satisfaction/dissatisfaction exhibit from one job to the next?

and commitment in that moment?

EXPERIENTIAL EXERCISES provide you with an
opportunity to actively engage in your learning
of the chapter content either in a group or

individually.

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

Ease study 2

JOB CRAFTING

Consider for a moment a mid-level manager, Fatima, who
seems to be doing well. She's consistently making her required
benchmarks and goals, she has built successful relationships
with colleagues, and senior management has identified her as
having *high potential’. But she isn't happy with her work. She'd
be much more interested in understanding how her organisation
can use social media in marketing efforts at all levels of the
organisation. Ideally, she'd like to quit and find something

that better suits her passions, but in the current economic
environment this may not be an option. So, she has decided to
proactively reconfigure her current job.

Fatima is part of a movement towards job ‘crafting’, which is
the process of deliberately reorganising your job so that it better
fits your motives, strengths and passions. The process of job
crafting can start with creating diagrams of day-to-day activities
with a coach. Then you and the coach can collaboratively
identify which tasks fit with your personal passions and which
tend to drain motivation and satisfaction. Next, you and your
coach can work together to imagine ways to emphasise preferred
activities and de-emphasise those that are less interesting.
Many people engaged in job crafting find that upon deeper
consideration, they have more control over their work than they
thought.

So, how did Fatima craft her job? She first noticed that
she was spending too much of her time monitoring her team’s

performance and answering team questions and not enough
time working on the creative projects that inspire her. She then
considered how to madify her relationship with the team so
that these activities incorporated her passion for social media
strategies, with team activities more centred around developing
new marketing. She also identified members of her team who
might be able to help her implement these new strategies, and
directed her interactions with these individuals towards her
new goals. As a result, not only has her engagement in her work
increased, but she has also developed new ideas that are being
recognised and advanced within the organisation. As a result,
she has found that by actively and creatively examining her work,
she has been able to craft her current job into one that is truly
satisfying.

As you may have noted, Fatima exhibited a proactive
personality—she was eager to develop her own options and
find her own resources. Proactive individuals are often self-
empowered and are, therefore, more open to seeking workable
solutions when they're not satisfied. Research would lead us to
believe Fatima will be successful in her customised job. In fact,
it's quite possible Fatima's employer never would have helped
her craft a better job had she not sought help and that her
proactivity is responsible for her success. All employees should
feel encouraged to be proactive in creating their best work
situations wherever possible.

XX
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