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BAN380 ORCANIZATIONAL BEHAVIOUR
Canadjan Organizational Behaviour, 2nd Edition, MoShane, |rwin,

1885,

The text may ba shared with a trusted fellow student. It 15 u=ed in
the sequential course, BA2380

URL 3ite is hitp:fiwww. bus. sfu.cot/cobhome.ntml
MNil. (A fresh mind).

The organization of human productve energy 15 the centrsl
focus of this introductory course. Tha themeas of balancing task and
refationsiip requirements and the needs of the organization with
those of the person are stressed.  Specific topics include:
mativauon, stress, group dynamics, leadership and the managament
of change.

Organization behaviour type courses have, in some oritcs'
minds, the reputation for being ‘trendy" and *mushy". 1.e. probably
worth taking a look 2t but cedainly not worth serious academic
study and even more assurediy, not of any great value in the work
place. In a word. This viaw s nonsense,

While it is premature to call the discipline a science, there is a body
of well researched knowledge which is anything but *mush’.  As
well, il 15 the rare axecutive who will deny that his major problems
anse rom people imsues. This course does expose students 1o
theory but sencusly allemnpts to make it practical and relevant

In short, ng student 15 adequately prepared o enter the modern
waorld of organizations withouwt an appreciation far the fundamentals
af how any why pecple (including themselves) behave as they do.
Thes, then, is the major objective of this course,

A subsidiary objective 15 10 provide an opportunity for siudents to
use the concapts and panciples derived,

Fimally, it 1z hoped that stugents will re-evaluate their attitudes in the
light of tha material covered.
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TIESTS

Only those students who contact me before a schadulad test will be permitted o write
& supplemental. In mMost cases, supplementals are waived and the valus of the final
oxam is increaced to compensate for the test not writtan, This can b (Ishy su il s fare
preferable to write the test. If you are unable to write a test call me or leave a message
(please make sure that the message has a time on it.)

HAND INS

My policy is to deduct 10% per school date |ate to a maximum of two days after which
do not bother 1o hand in the assignment. [tis my objective to gat next class feadback
(ie. hand in on Friday get paper back on Monday) so once papers are returned, late
papers cannot be acceptad

PUNCTUALITY/ATTENDANCE

Clagses will start on bme all the time and reviews of material already covered will not be
provided for late students. Altendance in my courses is super imporant as my policy
is that you will only ba testad on material covered inclass. Please make arrangements
with a fellow student to pick up handouts if your are absent.

NOTES

The test of gooa notes is wnether they are meaningful and helpful when you need them
Ithas been my experience that shudents require MORE than what is written on the baard
I use abbreviations/acronyms/buzz words extensively so PLEASE seek clarification as
wa procesd.

ASSISTANCE

The onus 1z on the stedant 10 seek help as required. | shall presums satisfaciory

regress and comprehension uniess | near o the contrary. There is no shame
whatsoever in seeking assistance and | shall happily provide it, but YOU must initiate the
process. Please do so early s it s rather difficult to help in a significant way the day
before the exam

My office hours are only a guide 1o my availability, Please fesl frée 1o wander in as you
see fi. | may be busy and will have to set an appaintrment time for you. YOU ARE NOT
BOTHERING FACULTY WHEN YOU ASK FOR HELP: YOU ARE ASKING US TO DO
OUR JOBS.

I am comtortable with calls at home before 10 p.m andg am willing 1o maat on weekends
if necessany,

I you are confused by a pointin class do yourself {and the rest of the class) a favour by
sasking clarfication at the time




SKITS

Objectives. senhance |eaming by application of material
use creative talents of students
sanjoyabla change of pace
=faview of material
sprovide a common denominator re: group dynamics

Task' |n groups of £-7, wnte and deliver a 7-10 minute skit which is based on & real or
imaginary situation and which demanstrates OB principles in use or abuse. Skits
in which an OB principle could or should have been uszed but was not will likcely
provide the most imeresting material. Scripts may be read but feel free 1o fLaliy
exeTcise your creative facilities - - the more outlandish the batter] Then, a 7-10
mirute debrisf/Q8A session lead by the group is required during which time the
OB porvon should be hammered home. Drawing the information out of your
audience is much preferable to simply reiterating the point yourselves, DO NOT
WINGIT FOR THE DEBRIEF - IT SHOULD BE PLANNED. | will be pleased ta help
if asked. You will be assigned (o a skit team, All students in the group get the
Identical mark UMNLESS there s a compelling reason 1o deny non-participants a
grade.

How you work as a team will be testeg on the final exam, so please pay attention o
group processes as you meet and prepare skit.

Marking Scheme: Creativity and Polish of Presentation 3
Interest Aroused and Maintainea 3
Relevance of Skit 1o OB 1
Adherenca to Time Lines 2
Learning Value of Debrief &
TOTAL 15

It has been my experience that students are mnibally reluctant to partaxe |n skits but
find them, in retrospect, 1o be among their most vaiuable and interasting experiences.
HAVE FURNI!!



SUALITY REVOLUTION
Quality products and service via eaployee Anvolvewsnt,

¥hat wvent wrong? .complacent, lazy and sloppy
-quality sfforte unfocuwmed
s coEpetitisn-better, chwaper, fawier
« Agnored customers

FORD (Fix Or Repair Daily)

-loat skille, pride, "heart" ~"no hrainer Jobm/idiet prapse
- quantity not quality- keep line going &t ell costas
Leading fo: lov morsle, poor quality, lost custowmers.

Bet the Company Decision on Culture Cheange~-Tauruas

~#tole ideam-best in clasa

“ground up design

-peaple pride and care-quality vie E.I.- & EaYy.
~a@k th# experta- Es‘s, dealers, SCuSFtomeTs, vendors

Turnarcund-defects down S@XI-car aof the year
-profit of » 1 Billion (300 Jewt of 81,098 nillg)
“operating costs down 8 5 Billion,
“productivity up 48X gince 1980
“Customer sstisfection up 4%
~Job satimfection up 38-40%
Kanssil=Continuous lwprovement- “only 1/2 way there"

GLOBE METTALURGICAL

“unpredictable guality-inspect and trash after the fact.

“GC expenmive therefore S5PC- build in not inspect ocut

“check inputs and processes not Sutputa.

TEVery- one asn inepecior-didn‘t work wntil hourlies trasined and
committed.

“more customsers. larger orderse, fewer returng, leas inventory,
lemss scrap, smaller payrell and record profitm.

*no  foremen, higher pay ‘turnover almost aere, safety up,
sbaentesism dovn, AYOIDANCE BEHAYIQURS.

KODaK

“elimindted OC Dep’t-a Sop. animosity, mimtakenm repsaled,

"noY N[O quotal, inapectiors. Rather OC Circlew, info mharing,
measuring Ivhat get'a mosavred gete done. ) .

~BD. af Directors to run Dep'ta, recognition systews, appreciation.
“quality wvwp 189 times. coste down B@%, valume up @YX + mogd
(Culture) chanpge- pride and Sppreciation, avtonomy and ovheranip,
*our job to care"

Ranagement needa CORViINCAng o chenge not workers.



Bad Service im Epidemic- gloricus cppertunity ain s1aply ngy
Lgnoring youl Cumtomers.

SEVELL VILLAGE CADILLAC

-commlisent to quality service
Objectives-pride not &

-donger houra, 1 on 1 Telationahips, computer history. leoaner carsa,
CUStomer EUrveya, great pecple with fzedback.

The Secret?

~focus on customera and gquality

~bresk down mansgement/lsbour lines

-Loang

*a pisce of the action (¥ end ovnership of job)

DESIGN, SERVICE, AND QUALITY ARE CONMPETITIVE ADVANTAGES
ATTAINABLE CWLY BY 4 TURNED ON YOREFORCE
-trust- trested and sxpectied to behsve as sdulta,



WHAT DO WORXERS HANT FEOM THEIR JOBS?

Rank the following elements from the perspective of Wworkers in gensral, nat
Ivom your own perspective, A rank af | would inficare Ehat the item 1§ Che
wost imporient Lo workers, & rank of 2 would indicate Lhat it 1% Ehe nex: mogg
important, and #0 on. A rank of |0 would indicate the least impocsant .

Company lovalty go workers

Feeling “in" on things

Full appreciation of work performed

Good pay

Good working conditions

Interesting work

Job securiczy

Premotion and growvth

Syompathecic help with personal problems

Taceful discipline
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THIRTY PRINCIPLES OF HUMAN MoTtvaTION

Use appropriate methods of reinforcemant,

Make rewards contingent on performance
Recognlze personal differences about what is rewarding
Frovide feedback and rewards as S00n as possible.

Eliminate unnecessary threats and Punishments.

Make sSure that accomplishment is adequately recognized,
Provide pecple with flexibility and choice.

Frovide support when it is needed.

Provide individuals with responsibility along wWith their
accountability.

Encourage individuals %o set their own goals.

Make sure that individuals are aware of how thelir tasks
relate to personal and organizational goals.

Clarify your expectations and make sure that Fecple under-
stand themn.

Frovide an appropriate mix of extrinsic rewvards and
intrinsic satisfaction.

Design tasks and environmente to be consistent with
individual neegds,

Individualize your supervision.

Provide immediate and relevant feedback that will help
pecple improve their performance in the future.
Recognize and helf elirinate barriers to individual
achievement.

Exhibit cenfidence in individuals.

Increase the likelihood tha= individuals will expevriance
accomplishment.

Encourage individuals *o par-icipate in making décisions
That affect them.

Establish & climaze of trust and Cpen commyunicatrion.
Minimize the use of s:azutasy pPoWers.

Halp individuals tc ses the integrivy, significance, ang
relevance of their work in terms of organizational output.
Listen To and deal effeszzively wi=h individual complaints,
Folnt Qut improvenents in performance, no matter how small.
Demonstrate yaur owWwn mocsivazien “hrough behavier and
attitudae.

Criticize behav:is=, no= paople.

Make sure that esfor- -ays cif in results,

Encourage indivicials == grgage :n novel and challenging
activities,

Anxiety is fundamenta. “c mosivazien. don’t eliminate it
entirely.

Don‘t believe trna=z “likzng" is always correlated with
positive performance.

Be concerned wiih shars-ter= and long=-term mozivation.
RKeep the lines of two-way ccamunicaticon open.



SENERAL

Viour ip motivated.
;:?:i ::::ﬁllﬂlll] Slvays dowe vhat 3% perceives 1o pe zn ;?l S€L{ invtergs,
JlMegvivation satiers: Ferformance = Aotivation X tCapabiiity - Sliectyian
‘ *will da" "san oo" leagergn,
41Manpgers can't motivate: they cen create Spproprirate environments T avoim
de-motivation.
S'Motivation does 0oL #qual movement. The Instest and eacieEL way Lg Shange
benaviour is to ¢henge the reverd ELrusture,

HAHEI

118eld fulfallang prophesy- peaple tend to periars at level of expeclationg -
pesrs, gubordinates, and superiors.

21X im 'Bteatic, Y iz dyhamig; Lherefore, bertter 1o SLArt wiLlh tha latier.
3:The competence/conficencs Spirsl-upvards and dovnvards,

41Two facea of X-nasty and nice-ie, Carret and stieck.

GENERAL THEDRY Y P :Cognative, Hedonism, Instipnet, Craive.

fproblems watm all}

2 W'S HIERARCH N

i'¥% are not enough= PRE¥Chaologicel 1ncoms 15 imperat _ve to megt higher (.- P
negas.

ZiNeed satisfaction ix & continuous challange Lp maLagementl-never goes avay.

JiPgople strive far whnat LA®Y want At Jos what they have.

SIDEPPRIVATION IS RELATIVE,

HERZBERG'S DUal FACTOR LRO YA SN NYSIENE TEIORY

1209048 hygiens iE NECREBAry but not sufficient. It leags to movement. Demans
=% inEatiable and only Ealislied shart sus. LHEEt Hawve You doane for me
lately?)

<1Jop enrichment wvia Satixliers.

JIRecoagR1Itian SYBLeME-cheap anc powerfyl.

4ilet people achieve via delegation ana BTowih opportunites.

“iFeople shouldn‘t do geTrril.as’' wvors,

v M E THEORY

iilesire X Belief that YOU can gt “ne gooaieg r Rotivation. 1M= v ¥ E:

21Tndaviduals daffer in motivatios, CMEIESUrably )

JiwWark on variables not wmoctivatian "i®. augment desire ARA™Ar cement Jink
betveen effore and pavorff, |

EElUIT HEQRY

Liself and crhers' PErXcepiions of fairness of Fevarde mattersg.

Z1Groups do have an aimpact,

J1Equal Lreaiment 18 pat fQuitable Lrepiment-"ag Y® 0V, mo ghall ¥® reap. "

dllnconsistent Lreatment tfavourl.sm & discaplaine) 1g 3 Eure fire union
geLLer.



AMD *MEED

IFersonslity drives effective motivator ie. not Bll reepond 4o same thing.
Achieverment, Afflliation, Pover.
2iHigh (nAch} like personal resp., feedback and moderate risk. Can selecy

L/or train.
SiEest mgra. ere high (LuPow) (regults through others) and Llow inAff,

GOAL SETTING THEQRY

liNever *do your best." Specific, siretch goals moarg effective 14 accepres,
Z21Hutritious feedback: mpecific and seld generated preferable. fepapa=k LE
the breakfast of champions.

ER./ E

LiMetzvation 18 complex but can be integrated into ane vorkable model.

CONCLUDING CONMENTS

1iPeaple will get their “"jollies® (18, strive 0 satigily higher level needag;
Eomevhere., Belier for both ihe org and the Ferson of{ a/he does so on the at
21Rerely avoiding de-motlivation 15 & great victory.
d)Zest, enthusissem and fun are infectious.
411t takes time to Change & motivational Climate ard inatial remults will be
disappointing. WHY? abusze from thoas fequUiIrLng TA. Ther peer presaure
kKicks in. Degigh soclo-techhnaical £ystems for Lh- 9%% of EMployees who wans
to ¥vin, be effectiive, contribute.
4'Key i1s meaningful, responziple Jebs-train "em anc Jet out of the NaY.
"8Voad de-SMi..ing Jobs.
“expecl and demand excellenca.
“signiiicanse, gkill Variety, tagk
identi:iiy, autonomy, and feedback.
Si1Grovth and competence FEQUires MigTaMes, Errors need flagging not flogging,
The opposite of success i1sn't fazlure, 1t's ROt tryinog.
The skilled manager vorks himsel? cutl of g Job.
E+PEQOPLE LGVE TO WIN aAND BE OR wWIKNING TEANS. ngr. ax » coach Bitriving far a
logjiam af excellence.
7i8ive people a reagon to give a damn! MNake Lhem owAers or share gains,
Pover 13 the ultimate aphrodesiac. Sharce it-their gain 1% your gaarn,
BiGive up changing the world-start *ith your Dep’‘t. No Folicy manual mave you
Can‘t appreciste and recognlize a 1ob well done.
FIASKLING tvD questions ig BlYays appropriate:
Liv¥hat's the objective?
ijiiwhate are the motivati:onael iMpactis on the people affectea?
i@1*0n the Folly of Revarding A while noping for B* Feople will respond to
vhat s REALLY revarded not sfficrally revarded. To change behaviour, change
revard structure-admittiedly thix 13 sovement Lut often this suffices.
Llikhen in doubt, agk the EXperis. Recall the importance Gcale reportea oy
wArKETS.



KITA OR WHAT HAVE YOU DONE FOR ME LATELY?

Heg. physical KITA = stick - inelegant and dangerous
. pesychological KITA = oilent blesding., ne backlash
Fos KITA ®= revard ie the carrot (Big Picture Approach, Human
Relations, Cosmunications etc. eto. )
KICKER IS HMOTIVATED, KICKEE HOVES

Tws Questions in Workplace ilHov do you treat pecple
1i)How do you uwme pecopler?

HYGIERE- must clean up the job environment but no motivational bang
l)Treat Ee’'s 858 vwell ag you can afford to.

213hort term and requires frequent replenishment.

direturns to zero but,

dlrxoro eacalates.

Thereiore, ilnever use hygiene as @ revard-eye on wrong ball
tshould be on achievement)
iirlgive 1t end shut up sbout it
LiiMRHISE

HOTIYATORS: How do you use people on the Job%

Tougher- too used to KITAS which are easy to administer and yvield
quick resultg
= a turned on Ee 1% a very different enimal than o HITA
Boeker.

Thereiore, two pronged strategy of OK Hygiene and Mex Hotivators,
There i1s a technology to help here- J0B Enrichment and Job Design

NB> Hygiene and Dissstigliers are E¥Ynonymous
Rotivator and Satigfier - -

Achievemeni, HRecognition, Poss. of Growth, Advancement, WwWork
Itzelf, Responsibilaty:

Intrinsic Rewards, Jab Content, Free. Motaivation,
Use of Feople, TGIN, Generator in Long Term, Higher order negds, By
doing the Job.

Co. Folicy end Admin, Supervisgsion, Working Conditions, Buck and
Bennies, Fellow Workers (Peers and Subs}, Status., Security:

Extrinsic Rewards, Job Contewt, Job Environment, 866, MHovement,
Treatment, TGIF, Batiery in Short Term, Lower Urder MNeedg,. For
Doing The Job.




INTRODUCTION

Chaenge leads Lo stiress

*Good or Bad*=-body doesn‘t know or care

Urester the stress Lhe agreater the likelihood of tliness
Feople vary in stress coping ability and perceived stregaars
Yeruwes/Dobson curve: hypo., hyper = distresg, Optimal

Defi'n: .anyvihing that induces Lhe fignt/flight response in the
bodw.
-8 condition of gtrain on one's emotionsa, thoupghkt processes
and phyeical conditions.

We have & finite amount of stress coping abilivry.
CAUSES: AYORGANIZATIONAL

Occupational Demands: Pressure to Perform/Decigicn Haking Latitude

Role Conflict

Role Ambiouity

Overload/tUnderload: guantitative and gualitative

Respongibility for Other= {particulary wso sentroll

Lack of Participetion: Exit/Voice: Internals/Externals re: Locus
af Control.

Dihers: Perf{. Appraisals, Working Conditione, Personzl Relations

FERSONAL

Lzfe Change Unitx: mitigated by Stress Hardiness tChange,
Commiteent, Controll

Personality A/B -Tortoise and Hare

Locus of Contrel: Perception

cognilive Appralsal

INPACTS: Physical, Paychological, Orgs.
COPING TECHNIGUES: get tougher, control, smarter. friends

Enhanced Physical Fitness: sleep, exercige, diet. habits.
Social Supports

Plan Ahead/Time Hanagemant

Vacation/Hobby/Outeide Activities: Compalrtmentalization
Relaxation/Meditation

Strem= Holiday=s

Attitudes:thie too shall pass, how imp't in 3 ywarsg?
Reier Handout:Revitalize’ Enercize Yourgels




CRG. STRATEGIES

Change Org Structure

Change Rewvard Svatoms

Training and Plscement

Commupnication

Changes to Specific Jobs

Froact wvias policy, early interventiuncs, Eupport for personal
strats.

GROUP DYHRAHICS

Groups are a fact of org life:TEANS

Synergy: l=l=3, wvhole 18 greater than the sum of its paris
Superior implementation via participation, involvement, SWnership
Expectations for & aaly.

We hate the abuses of Arocupe and mock activities but. ..
Recall, Gulag Archepelago and Filipino Mafia

D#f'n : Group Dynamics: 2 or muUre interacting
Interacting implies common obhiectives, activities, interexzts,
beliefs, values and etc.,

Farmal QOrg. ws. Ininrmal-unplnnned, uncontrellable and powerful
Attributes of Effective Oroups: accomplich task and sat. menbers

Individual's behaviour ig different 1in & group-conformity,
Eubmigsion to authority, role, norme etc.

TOODLS OF ANALYSIS

liSuciocgram aka Affect Strvcture:Clique. Eubgroup, =Etar, Bgpirants,
isolisgtes.

How are affpcts det'd° physical proximity, desirebility, likeg
dtiract, choose Lhose who choose us.

S1Tuckaman's Formation Stages: Forming Storming Horming and
Performing

FRoles: Leaders (Taek and Socic-emoticnall-behaviour Bpecieliate
~determined by methad of residues
=T «+ S/’E + Yision = Cherismatic
Expert., Sec‘t, Regular Member, Scapegoat, Observer., MNon-
Fartid;plnt, Greybesrd, +s»

4!Coheslion - gocipl glue. sense of we-ness, BEtrength of
interpersonal attractions
~function {Homogeneity, Communication, Isclation, Size,

autpeag ] Lo Kl Y LY arnd clmemRoe



If high-styong identificstion with group and itz sblectives and
high value on Qroup membershap BUT no rnecessary link with
productivity-depende on group norms. Also, rigk of Sfounthirsl.

2iHernle: degrew of member Eatisfeetion

High morale leads ts haigh productivity IF abiectives and FCrmE ar e
in synch vwith the oro's.

Benefits. internal cchegivenecss, Cope with conflict bhetie.,
enhancéd adaptubility, hiah identificeticn  with GrAdb, Magh
vonfidence in lesdership, mutual suppert. AORE FUN.

Low morale lesads Lo avoldance behaviaurs: Grouwed Individuss,
Actaive s Fassive

Veriables-gize, recency of promotlan, content of job, leadershyg.

ASEETE: better decision potential. willinoness to Implement,
legitimaoy
LIRITATIONE: confourmity, groupthink, easily manipulated, recistance
to change, time, win/lpse dynamics, Figky zhife.

LEADERSHIP

What do we already konow abosul seadershipT

weadership opportunities are everyvwhere and there L2 a desperate

ghortage aof legders.

Guod lesdership ie invisible; bad i5 coaspicucus

Hature/nurture controversy: born or made, traite or behaviours
hire or train, vhat vou are or do.

Great and fruitless search for the keys BUT intellicence,

donirnance, self confidencs, high energy. task relative know liov and

cummunications ability are pogitively correlated with who leads and

vho lesds bettbter,

Defn i a pattern of perecnel characterigtics ir combination with
charstteristics, astivitlies, and goals of the followers,

EFiclogical Imperatives
Traditional vg. HKew Style: Hanager w=a. Leadey

All HModels pertainm to Initiation of Structure iTagk) @nd
Comsideration iRelationship)

Blake and Mouton danagerial Grid- static normative pErsonality
Hersev and Blanchard Situation Leadership - dynamic, descriptive,
f behaviour



