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Preface

Employability
A new Employability Skills Matrix 
at the beginning of each chapter 
provides students with a visual 
guide to features that support the 
development of skills employers 
are looking for in today’s busi-
ness graduates, helping students 
to see from the start of class the 
relevance of the course to their 
career goals.

 Diversity in Organizations    CHAPTER 2  75

“FOODTREPRENEURS” UNITE!

In the “melting pot” of San Francisco, California, a single commercial 

kitchen in the Mission District harbors what may be “the most important 

food organization in San Francisco.” La Cocina, “the kitchen” in Spanish, 

acts as an anchor to the community, where it enables low-income, female 

food entrepreneurs from diverse ethnic backgrounds to formalize, grow, 

and develop their businesses. La Cocina provides affordable kitchen space 

(at roughly a third of the San Francisco market rate), specialized knowledge 

of the food industry, and business development opportunities to these 

diverse entrepreneurs so that these women can have an opportunity to 

do what they love to do while fostering an inclusive, vibrant San Francisco 

united by the love of food.

So why is La Cocina so important to San Francisco? For one, the city 

of San Francisco is fundamentally changing. What was once an extremely 

diverse city has experienced a drastic change in ethnic composition accom-

panied by its rising cost of living. Wealthy businessmen and engineers 

have been flocking to the area, drawn in by the economic boom and resur-

gence of the tech industry in the area. Notably, the area surrounding San 

Francisco is home to a number of tech and social media giants, including 

Employability Skills Matrix (ESM)

Myth or 
Science?

Career 
OBjectives

An Ethical 
Choice

Point/ 
Counterpoint

Experiential 
Exercise

Ethical 
Dilemma

Case  
Incident 1

Case  
Incident 2

Critical 
Thinking ✓ ✓ ✓ ✓ ✓ ✓ ✓

Communication ✓ ✓ ✓ ✓
Collaboration ✓ ✓
Knowledge 

Application and 
Analysis

✓ ✓ ✓ ✓ ✓ ✓

Social 
Responsibility ✓ ✓ ✓ ✓ ✓ ✓ ✓

This matrix identifies which features and end-of-chapter material will help 
you develop specific skills employers are looking for in job candidates.

MyLab Management Chapter Warm Up
If your instructor has assigned this activity, go to www.pearson.com/
mylab/management to complete the chapter warm up.
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The World’s Most Successful Organizational Behavior 
Text Is Better Than Ever

(Employability Skills Matrix for Chapter 2)

Develop Self-Awareness and an Awareness of Others
The authors have recommended a Personal Inventory Assessment for each chapter, which is assignable in 
MyLab Management. These assessments help develop professionalism and awareness of oneself and others, 
skills necessary for future career success.

(Personal Inventory Assessment in MyLab Management for Chapter 6)

A01_ROBB9239_18_GE_FM.indd   23 18/04/18   1:26 PM



24 Preface

Additional Application Practice in End-of-Chapter
Experiential Activities, Ethical Dilemmas, and two Cases are included at the end of each chapter. Also, five 
Comprehensive Cases at the end of the textbook provide more practice than any other text available.

 Communication    CHAPTER 12 453

CHAPTER REVIEW

MyLab Management Discussion Questions
Go to www.pearson.com/mylab/management to complete the problems marked with this icon .

QUESTIONS FOR REVIEW

12-1 What are the functions and process of  
communication?

12-2 What are the communication differences 
between downward, upward, and lateral communication 
sent through small-group networks and the grapevine?

12-3 What are the methods of oral communication, 
written communication, and nonverbal communication?

12-4 How does channel richness underlie the 
choice of communication method?

12-5 What is the difference between automatic and 
controlled processing of persuasive messages?

12-6 What are some common barriers to effective 
communication?

12-7 How do you overcome the potential problems 
of cross-cultural communication?

APPLICATION AND EMPLOYABILITY
The ability to communicate messages to others effectively 
is vital to succeeding in the workplace. Communication 
allows us to manage group members, provide and receive 
feedback, share our emotions, persuade others, and 
exchange information. A strong understanding of how 
to communicate effectively with others can help you be a 
better coworker by allowing you to set goals, coordinate 
with a team, and continuously improve through feedback. 
In this chapter, you learned better communication and 

analysis skills by assessing whether organizations still value 
oral communication, understanding how to communicate 
with someone who is deaf, and studying the pros and cons 
of employees using social media. In the next part of the 
chapter, you will learn about the difficulties of emotional 
sharing through e-mail, examine the use of personal 
devices in workplaces, learn about gender differences in 
communication style, and learn some techniques for man-
aging gossip.

EXPERIENTIAL EXERCISE Choosing the Right Modes of Communication
Pair up with someone you never worked with before. In 
this exercise, you will pretend to be Gerard, the head of 
the accounting department in the company. During an 
intense week, you receive the following email from the 
human resources director.

Subject: A difficult situation with an employee

Dear Gerard,

I am writing to inform you about a difficult situation we 
are handling among the personnel. An employee from 
the marketing department is experiencing interpersonal 
tensions with the boss and two colleagues, due to which 
he is frequently absent from work. As he is a valued 
employee with good performance records in the past, 
we’ve realized that changing offices could be beneficial 
for him and the company.

We believe that your department would be a good 
environment for this employee to feel more engaged 
on the job. Two colleagues from HR will assist you and 
the employee in the transition process, which we hope 
to begin next month. All the people involved so far have 
demonstrated great collaboration with us, and we are 
sure you will do the same. Sorry for the short notice, but 
we are facing strict deadlines this month.  

Do not hesitate to contact me if you have further ques-
tions. We will be monitoring the situation with monthly 
check-ins. I would like to thank you in advance for the 
welcome you will be giving the employee.

Thanks,
Michel L. Dalton
HR Director
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You are both surprised by and disappointed by this 
email for several reasons, including the decision to com-
municate such an important information via email, the 
short notice period, and above all, the fact that you 
were not consulted in the decision. However, you also 
know that helping the organization to retain its talents  
is the right thing to do. Take 5 minutes and write draft 
replies to Michel individually telling him whether you 
will accept the employee. Then try to come to an agree-
ment about the definitive reply to send the HR director 
and discuss the following questions.

Questions
 12-8. Were you two in agreement about the reply to send 

the HR director?
 12-9. What alternative modes of communication 

would you have used in similar circumstances? 
Why?

 12-10. Discuss with your partner the possible impact on 
Gerard’s reputation and career if he accepts or 
denies the HR director’s request. What changes 
in HR practices could avoid this situation in the 
future?

ETHICAL DILEMMA BYOD
“What’s your cell phone number? Good, I’ll call you about 
the meeting.” If you’re like many people in the world who 
have used a smartphone for years, or one of the 1.3 billion 
people who bought one recently, chances are you’ve used 
it for work. In fact, your employer may have even invited—
or asked—you to use your smartphone, tablet, or laptop 
in your job. Such is the bring-your-own-device (BYOD) 
trend, which started out of friendly convenience but now 
carries major ethical issues. For instance:

• Did you know your employer can wipe your personal devices 
clean? Remotely? With no warning? It happens, and not 
just at the 21 percent of organizations that erase devices 
when employees are terminated. Any time an organi-
zation has a privacy concern, it may wipe all devices 
clean to prevent a further breach of its cyberdefenses. 
Health care consultant Michael Irvin lost his personal 
e-mail accounts, apps, music, contacts, and photos sud-
denly one day, leaving his multiuse iPhone “like it came 
straight from the factory.” Another individual lost pic-
tures of a relative who had died.

• Is your device part of your employment contract, either explicitly  
or by understanding? If so, who pays for the device? Well, 
you did, and you continue to pay for the service. If the 
device breaks, who pays for the replacement device? Can 
you lose your job if you can’t aford the device and service?

• Can you use your device for all work-related communica-
tions? The cloud has brought opportunities for people 
to send classifed work information anywhere, anytime. 
Organizations are concerned about what social media, 
collaboration, and fle-sharing applications are in use, 
which is fair, but some policies can limit how you use 
your own device.

• Once you use your personal device for work, where are the 
boundaries between work and home life? Research indicates 
that intensive smartphone users, for instance, need 
to disengage in their of-hours to prevent work–home 

stress and burnout. Yet not everyone can do this, even 
if they are allowed to; research indicates that a signif-
cant proportion of smartphone users felt pressured to 
access their devices around the clock, whether or not 
that pressure was warranted.

The clear dilemma for employees is whether to 
acknowledge you own a smart device, and whether to offer 
its use for your employer’s convenience. Put that way, it 
seems obvious to say no: Why would you risk possibly los-
ing everything to a corporate swipe? But the convenience 
of carrying one phone is real. Some people think it’s bet-
ter to carry two phones—one for work, another for per-
sonal use. Attorney Luke Cocalis tried it and concluded, 
“It frankly keeps me saner.”

Questions
 12-11. Do you use your smartphone or other personal 

devices for work? If so, do you think this adds 
to your stress level or helps you by providing 
convenience?

 12-12. Cocalis likes the two-phone lifestyle and says that his 
boss has his personal phone number only for emer-
gencies. But assistant talent manager Chloe Ifshin 
reports that it doesn’t work so well in practice. “I have 
friends who are clients and clients who are friends,” 
she says, so work contacts end up on her personal 
phone and friends call her work phone. How does 
this consideration affect your thinking about using 
your own device for both work and leisure?

 12-13. Organizations are taking steps to protect themselves 
from what employees might be doing on their per-
sonal devices through allowing only approved com-
puter programs and stricter policies, but no federal 
regulations protect employees from these restric-
tions. What ethical initiatives might organizations 
adopt to make this situation fair for everyone?
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Applied Learning Opportunities Throughout
Multiple opportunities to apply course concepts are found throughout the text and in MyLab Management. 
Each chapter references MyLab Management exercises such as branching, scenario-based Try It Mini Sims, and 
Watch It Videos about real companies. Global examples embedded throughout show how culture and diversity 
have an impact on the application of OB concepts.

(Watch It Video in MyLab Management for Chapter 2)(Try It Mini Sim in MyLab Management for  
Chapter 7)
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CASE INCIDENT 1 Warning: Collaboration Overload
“Regardless of what you’re giving us, we’re dying by e-mail,” 
an executive told Jamie McLellan, a CTO at an advertis-
ing agency. McLellan invested in many different collabo-
ration tools with the goal of helping the employees work 
more efficiently. Many organizations have taken this same 
approach through open-plan offices, such as those in many 
knowledge-intensive companies like Facebook, which has 
a notorious 430,000-square-foot open office space. Among 
these tools, employees can use them to create internal 
team websites, chat, and share documents. However, almost 
everyone tended to stick to what they knew and were used 
to using: e-mail, with the employees sending and receiving 
between 3,000 to 5,000 e-mails per month.

This influx of various collaboration mechanisms has led 
to a real problem for organizations: collaboration over-
load. According to data spanning two decades, employees 
spend about 50 percent or more of their time collaborat-
ing with others. Although this may seem beneficial on 
the surface, this pattern has many drawbacks that aren’t 
readily apparent. For one, nearly 20 to 35 percent of col-
laborations that actually add value come from only 3 to 
5 percent of employees. Unfortunately, people become 
known for their capabilities and willingness to help, and 
thus the scope of their positions increases in a phenome-
non known as escalating citizenship. Another major prob-
lem with collaboration overload is that time and energy 

spent collaborating with others (rather than working on 
one’s work) translates to depleted personal resources.

Collaboration overload can have drastic effects on 
decision making within organizations. By increasing the 
number of collaboration tools and therefore increas-
ing communication complexity, the number of people 
involved in decision making increases exponentially, 
requiring more meetings, e-mails, and instant messages. 
Although there is much evidence that suggests we may 
need to tone down the richness, variety, and depth of our 
communication due to how little “deep” work can get 
done, there seems to be an escalation of commitment to 
the cult of collaboration, with not many offices agreeing 
to become at least partially unplugged.

Questions 
 5-14. In what ways do you think collaboration overload 

can have an impact on decision making?
 5-15. What biases do you think play into managers con-

tinued use of collaboration tools and modes?
 5-16. How does collaboration overload (e.g., requiring 

employees to use multiple collaboration mecha-
nisms or become employed in open-office envi-
ronments) compare to the three ethical decision 
criteria (i.e., utilitarianism, liberties/rights, and 
deonance) discussed in this chapter?

Sources: Based on “The Collaboration Curse,” The Economist (Schumpeter Blog), January 23, 2016,  
http://www.economist.com/news/business/21688872-fashion-making-employees-collaborate-has-
gone-too-far-collaboration-curse; R. Cross, R. Rebele, and A. Grant, “Collaborative Overload,” Har-
vard Business Review, January–February, 2016, https://hbr.org/2016/01/collaborative-overload;  
J. Greene, “Beware Collaboration-Tool Overload,” March 12, 2017, https://www.wsj.com/articles/
beware-collaboration-tool-overload-1489370400; and M. Mankins, “Collaboration Overload Is a 
Symptom of a Deeper Organizational Problem,” Harvard Business Review, March 27, 2017, https://
hbr.org/2017/03/collaboration-overload-is-a-symptom-of-a-deeper-organizational-problem.

CASE INCIDENT 2 How Do Employees Justify Cyberloafing?
It is a quiet, normal day in the office, your manager is off 
site, and you have just finished all duties for the day—but 
there are 3 hours left before you go home for the day. 
You decide to browse for some holiday packages that you 
have been looking for. You have just engaged in the act of 
cyberloafing.

Cyberloafing is the usage of the Internet and social 
network platforms while at work, thus engaging in non-
work online activities while on the clock. But are you 
really stealing company time? Many companies consider 
cyberloafing to be unethical and even illegal. They say 
that the consequences of cyberloafing can range from 
brief employee distraction (leading to inefficiency) to a 
more serious drain on company resources (for example, 

decreased profits) and even compromised security (due 
to, for example, slower network performance or com-
puter viruses). On the other hand, some research suggests 
that cyberloafing is an opportunity to be more productive 
as it results in employees feeling less bored and mentally 
exhausted, being more engaged, and even allowing a mea-
sure of stress release while at work.

From the employees’ end, the act of cyberloafing might 
be rationalized as personal time earned on the basis of 
having accrued sufficient credits previously through the 
effort and time they put into completing their task, or it 
may result in feelings of guilt. In organizational contexts 
that contractually restrict, filter (for example, WebTitan or 
firewall settings), or prohibit the use of the Internet while 
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The OB Poll in each chapter high-
lights statistics that challenge common 
assumptions.
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Workforce Demographics
The workforce has always adapted to variations in economies, longevity and 
birth rates, socioeconomic conditions, and other changes that have widespread 
impact. People adapt to survive, and OB studies the way those adaptations 
affect individuals’ behavior. For instance, even though the 2008 global reces-
sion ended years ago, some trends from those years are continuing: Some 
people who had long been unemployed left the workforce altogether,40 while 
others have cobbled together several part-time jobs41 or settled for on-demand 
work.42 Additional options that have been particularly popular for younger 
educated workers have included obtaining specialized industry training after 
college,43 accepting full-time jobs that are lower-level,44 and starting their own 
companies.45 As students of OB, we can investigate what factors lead employ-
ees to make various choices and how their experiences affect their perceptions 
of their workplaces. This understanding can help us predict organizational 
outcomes.

Longevity and birth rates have also changed the dynamics in organiza-
tions. Global longevity rates have increased six years in a very short time (since 
1990),46 while birth rates are decreasing for many developed countries, trends 
that together indicate a lasting shift toward an older workforce. OB research 
can help explain what this means for attitudes, organizational culture, leader-
ship, structure, and communication. Socioeconomic shifts have a profound 
effect on workforce demographics. The days when women stayed home 
because it was expected are just a memory in some cultures, while in others, 
women face significant barriers to entry into the workforce (see OB Poll). We 
are interested in how these women fare in the workplace and how their condi-
tions can be improved. This is just one illustration of how cultural and socio-
economic changes affect the workplace, and it is one of many. We will discuss 
how OB can provide understanding and insight on workforce issues through-
out this text.

Percentage of Men and Women Working

Sources: Based on U.S. Bureau of Labor Statistics, “Women in the Labor Force: A Datebook,” 2014, www.bls.gov/opub/reports/cps/women-in-the-labor-force-a- 

databook-2014.pdf; and U.S. Bureau of Labor Statistics, “Economic News Release,” 2013, http://www.bls.gov/news.release/ecopro.t02.htm.
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OB POLL

MyLab Management  
Personal Inventory Assessments
Go to www.pearson.com/mylab/management to complete the Personal 
Inventory Assessment related to this chapter.
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presents opposing positions on 
hot topics in Organizational 
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to think critically.
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Sources: Based on A. Nunes, “Unions Are Hurting Public Safety,” Forbes, April 10, 2017, https://www.forbes.com/sites/ashleynunes/2017/04/10/
unions-are-hurting-public-safety/2/#396682da516e; Rasmussen Polling, “Most Say Union Leaders Out of Touch with Members,” Rasmussen 
Reports, August 10, 2016, http://www.rasmussenreports.com/public_content/politics/general_politics/august_2016/most_say_union_leaders_ 
out_of_touch_with_members; D. DeMay, “Driver Union, for Lyft, Uber, Forces Seattle to Ask Tough Questions about ‘Gig’ Economy,” Seattle Post-
Intelligencer, December 19, 2016, http://www.seattlepi.com/local/transportation/article/Driver-union-for-Lyft-Uber-forces-Seattle-to-10797019.
php; M. Murro, “The Gig Economy: Complement or Cannibal?,” Brookings, November 17, 2016, https://www.brookings.edu/blog/the-avenue/ 
2016/11/17/the-gig-economy-complement-or-cannibal/; Reuters, “Unions and the Gig Economy Are Gearing Up for Battle in This State,” Fortune, 
November 28, 2016, http://fortune.com/2016/11/28/unions-gig-economy-new-york/; and K. Kokalitcheva, “Uber Lost Hundreds of Millions in the 
Most Recent Quarter,” Fortune, December 19, 2016, http://fortune.com/2016/12/19/uber-financials-2016/.

Nonunion Positions and the Gig Economy  
Are Bad for Workers

POINT

W hat do Uber, Etsy, and Amazon Turk all have in common? 
All of these platforms are fuel for short-term freelance 
work, and a reflection of what economists have dubbed 

the gig economy. Fifty years ago, employers expected workers to 
stay with a company for 30 years. In exchange for their loyalty, 
employees were given more opportunities and a pension. Unlike 
the labor market of today, companies promoted from within. As this 
practice fell by the wayside, employers hired employees for shorter 
and shorter periods. Now, many new jobs are not long-term or even 
short-term positions: They’re gigs. Employees work as indepen-
dent contractors, using third-party platforms to connect to clients. 
Because these employees do not have a traditional employment 
contract, they have complete flexibility: They can work as much or 
as little as they want.

Unfortunately, many of these platforms have a dirty secret. Unlike 
regular employment, people who are employed primarily through gigs 
do not have the benefits of a traditional job. Because they’re consid-
ered self-employed, they do not get paid for overtime, do not receive 
benefits, and have no collective bargaining power. There’s also evi-
dence that they’re replacing rather than supplementing more stable 
employment. For example, Uber and Lyft drivers tripled in Silicon Val-
ley from 2012 to 2014, while payrolled cab and limo jobs decreased 
by 31 percent in the same time period.

Without the ability to collectively bargain, the labor market is akin 
to the Wild West. That’s why many freelancers on these platforms are 
trying to unionize. In New York and Seattle, labor unions are trying 
to allow gig employees that work as rideshare drivers, house clean-
ers, and delivery persons the ability to create collective bargaining 
units. Doing so will allow employees to demand health benefits and 
overtime. It will also ensure that these employees make a living hourly 
wage, which is rare for gig employees based on recent research. Many 
employees, despite working 60 hours a week, still do not make as 
much as a traditional employee.

Yes, it’s great for employers to sell younger generations on the flex-
ibility of these positions. But in exchange for flexibility, they are also 
losing the power to negotiate for fair working conditions. Let’s stop 
pretending that freelance work platforms like Uber are good for the 
economy, and leave the gig economy trend at the curb.

COUNTERPOINT

W hile the gig economy has its drawbacks, these platforms 
exist for a reason. Employers and employees alike are fed 
up with traditional employment. Yes, some people who work 

through freelance apps use it as a primary source of income. But there 
are just as many, if not more, who just want a flexible second job to 
get a little extra cash. If these positions were like the services they are 
replacing (e.g., cab companies), then gig employees would have to 
agree to specific policies regarding sick days and work a set schedule.

I’m also skeptical of this idea that freelancers are replacing tra-
ditional employment. Yes, some city-level data shows that gig-based 
jobs increased while payroll jobs decreased. But there are also more 
data from 2010 to 2014 that suggest that contractor and payroll jobs 
have increased in most sectors that support freelance platforms. For 
example, while use of freelance platforms like Airbnb increased over 
four years, payroll jobs in hospitality also increased. The same is true 
for the transportation industry over the same time period. If anything, 
the reason these freelance platforms have been so successful is 
because these industries are growing. It’s not that they’re replacing 
traditional services—they’re meeting the demand that traditional ser-
vices cannot fulfill.

The benefits of having a collective bargaining agreement may also 
be exaggerated. Whenever a group tries to create a collective bar-
gaining agreement, it causes conflict. A 2016 poll indicates that most 
employees (80 percent) believe leaders will not protect the interests 
of the group as a whole. Instead, leaders usually use their power in 
numbers to protect their own self-interests in negotiations.

Collective bargaining doesn’t just hurt businesses—it also hurts 
the public. For example, the International Civil Aviation Organization 
has been trying to put cameras in commercial airline cockpits. These 
cameras would allow authorities and employers to monitor pilots 
on the job. These videos can help piece together why plane crashes 
occur. Yet pilots have been using collective bargaining techniques to 
fight the initiative on grounds that it violates airline pilots’ privacy. 
They also insist that it could be used to “lead investigators away from 
accurate conclusions” regarding employees’ performance.

Yes, traditional employment allows employees to bargain for rights 
as a group. But this also leads to concessions and conflict that do not 
benefit employees or their employers.
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The recently added Career OBjectives  
provide advice, in question-and-answer  
format, to help students think through  
how OB concepts can help them 
address issues they may face in today’s 
workforce.
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In general, cultural diversity seems to be an asset for tasks that call for a 
variety of viewpoints. But culturally heterogeneous teams have more difficulty 
learning to work with each other and solving problems. The good news is that 
these difficulties seem to dissipate with time.

Size of Teams Most experts agree that keeping teams small is key to improving 
group effectiveness.49 Amazon CEO Jeff Bezos uses the “two-pizza” rule, say-
ing, “If it takes more than two pizzas to feed the team, the team is too big.”50 
Psychologist George Miller claimed that “the magical number [is] seven, plus 
or minus two,” for the ideal team size.51 Author and Forbes publisher Rich  
Karlgaard writes, “Bigger teams almost never correlate with a greater chance of 
success” because the potential connections between people grow exponentially 
as team size increases, thus complicating communications.52

Career OBjectives 
Is it wrong that I’d rather have guys on my team?

Please don’t call me sexist; women 
are great colleagues and equally 
effective managers, but I’d rather have 
men on my team. It’s more relaxing 
for me, and for the other guys I think, 
because we naturally understand each 
other and can talk freely. The teams 
with all men that I’ve been in have all 
been very productive.

—Jorge
Dear Jorge,
With all the talk currently focused on 
gender diversity in organizations, your 
viewpoint is refreshingly honest. And 
your preferences are not uncommon. 
Researchers who studied 8 years of 
employee surveys from a large U.S. 
organization found that individuals were 
happier on teams mainly of their own 
gender, whereas those on diverse teams 
reported less happiness, trust, and coop-
eration. Researcher Sara Fisher Ellison 
noted, “People are more comfortable 
around other people who are like them.”

In some ways, the preference for 
our own gender in teams is an ugly 
truth. After all, if there hadn’t been 
gender diversity initiatives and protec-
tions, a majority of professional posi-
tions may still be closed to women in 
masculine cultures like Japan, Austria, 
and Venezuela (see Hofstede’s cultural 
values in Chapter 5). The value sys-
tem in many countries has fortunately 
changed, with increased recognition 

of team diversity’s potential for higher 
morale, trust, and satisfaction. Notice 
that these are values as opposed to 
the reported reality from the paragraph 
above. Ellison concluded that there is 
a “mismatch between the kind of work-
place people think they would like and 
the actual workplace that would make 
them happier.”

Don’t think this is your ticket to 
male-only teams, though. Happiness 
aside, this study found that diverse 
teams realized significantly greater rev-
enues, productivity, and performance. 
Other research in Spain indicated that 
gender-diverse teams realize novel solu-
tions and radical innovation at a greater 
rate. Still other research suggested that 
gender-diverse teams perform better 
than male-dominated ones in sales and 
profits. The contextual climate is key, 
however. One meta-analysis found that 
gender equality and collectivism were 
important conditions for task perfor-
mance in diverse teams, a Danish study 
indicated that diverse top management 
teams realized higher financial perfor-
mance only when the structure sup-
ported cross-functional team work, and 
a study in South Korea indicated that 
cooperative group norms can lower the 
negative effects of gender diversity.

What all this means for you is that, 
while you may naturally prefer to work 
with men, it’s not good for business. 

You would be better off putting your 
efforts into creating an egalitarian atmo-
sphere and choosing your teammates 
based on what they can contribute to 
your team.

Sources: Based on C. Diaz-Garcia, A. Gonzalez- 
Moreno, and F. Jose Saez-Martinez, “Gen-
der Diversity within R&D Teams: Its Impact 
on Radicalness of Innovation,” Innovation- 
Management Policy & Practice 15, no. 2 (2013): 
149–60; S. Hoogedoorn, H. Oosterbeek, and 
M. van Praag, “The Impact of Gender Diver-
sity on the Performance of Business Teams: 
Evidence from a Field Experiment,” Manage-
ment Science 59, no. 7 (2013): 1514–28; 
N. Opstrup and A. R. Villadsen, “The Right Mix? 
Gender Diversity in Top Management Teams 
and Financial Performance,” Public Adminis-
tration Review (2015): 291–301; M. Schneid, 
R. Isidor, C. Li, et al., “The Influence of Cultural 
Context on the Relationship between Gender 
Diversity and Team Performance: A Meta- 
Analysis,” International Journal of Human 
Resource Management 26, no. 6 (2015): 
733–56; J. Y. Seong and D.-S. Hong, “Gender 
Diversity: How Can We Facilitate Its Positive 
Effects on Teams?” Social Behavior and Per-
sonality 41, no. 3 (2013): 497–508; and R. E. 
Silverman, “Do Men and Women Like Working 
Together?,” The Wall Street Journal, December 
16, 2014, D2.

The opinions provided here are of the manag-
ers and authors only and do not necessar-
ily reflect those of their organizations. The 
authors or managers are not responsible for 
any errors or omissions, or for the results 
obtained from the use of this information. 
In no event will the authors or managers, or 
their related partnerships or corporations 
thereof, be liable to you or anyone else for 
any decision made or action taken in reliance 
on the opinions provided here.
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teachers, marine commanders, ministers, presidents of MBA associations, mili-
tary cadets, union shop stewards, sales representatives). In general, organiza-
tions perform better when they have transformational leaders.

The effect of transformational leadership on performance can vary by the 
situation. In general, transformational leadership has a greater impact on the 
bottom line in smaller, privately held firms than in more complex organiza-
tions.70 A great deal of research suggests that the stress and demands surround-
ing the context affects whether or not transformational leadership improves 
health outcomes and work engagement (see Chapter 3). In particular, a study 
of Dutch elementary school teachers found that their principals’ transforma-
tional behaviors were most effective at improving the teachers’ engagement 
when the situations were cognitively demanding and when they had a high 
workload.71 Transformational leaders helped reduce emotional exhaustion and 
improve perceptions of work-life balance in German information technology 
(IT) professionals when the time pressures were high.72

Transformational leadership may also be more effective when leaders can 
interact directly with the workforce to make decisions (when they have high 
task autonomy) than when they report to an external board of directors or deal 
with a complex bureaucratic structure. One study showed transformational 
leaders were more effective in improving group potency in teams higher in 
power distance and collectivism.73

The transformational leadership of 
Netflix CEO Reed Hastings has helped 
the company grow from a small DVD 
rental service to an Internet streaming 
service with 93 million customers in 
more than 190 countries. Hastings 
encourages employees to take risks, 
empowers them to make decisions, 
and gives them the freedom and 
responsibility to create innovative 
ideas and products.
Source: Bernd Van Jutrczenka/DPA Picture Alliance/

Alamy Stock Photo

The characteristics of the leader and the followers may also play roles in the 
effectiveness of transformational leadership. For example, transformational lead-
ership can inspire employees to learn and thrive on the job, especially if they are 
high on openness to experience.74 Another study suggests that IQ is important 

MyLab Management Try It
If your professor has assigned this activity, go to www.pearson.com/
mylab/management to complete the Mini Sim.
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Real and Relevant 
Examples
Every chapter is filled with 
examples to make OB more 
meaningful and help students 
recognize course concepts in 
action. Profiles of real com-
pany leaders throughout illus-
trate how course concepts 
have helped their success.

(Page 477)

(Page 52)

(Page 692)

(Page 369)

Bernd Van Jutrczenka/DPA Picture Alliance/Alamy Stock Photo
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Key Changes to the Eighteenth Edition
●● NEW Employability matrix at the beginning of every chapter provides stu-

dents 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 from the start of class the relevance of the course to their career goals.

●● NEW Application and Employability section in every chapter summarizes 
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.

●● NEW Personal Inventory Assessments (PIAs) in Chapter 4, “Personality 
and Values,” and Chapter 8, “Motivation: From Concepts to Applications,” 
reflect the most empirically sound Organizational Behavior research.

●● NEW “Try It” single-chapter and multichapter mini simulations give stu-
dents a chance to apply what they’ve learned about organizational behavior 
to real-world situations.

●● NEW AND UPDATED Opening Vignettes in every chapter bring current busi-
ness trends and events to the forefront.

●● NEW AND UPDATED content in every chapter reflects the most current 
developments in OB research. This new content includes the following topics:

●● Expatriate Readjustment
●● Deviance and Counterproductive  

Work Behaviors
●● Customer Satisfaction
●● Emotional Labor
●● Mindfulness
●● Unemployment/Job Search
●● Behavioral Ethics
●● Deonance Theory
●● Third-Party Observations of  

Injustice

●● Job Enrichment
●● Voice
●● Abusive Supervision
●● Executive Board Composition
●● Espoused and Enacted Climates
●● High-Performance Work Systems
●● Human Capital Resources
●● Sleep Deprivation
●● Recovery Experiences
●● Job Demands

●● NEW photos and captions in over 75 percent of chapters link the chapter 
content to contemporary, real-life worldwide situations to enhance students’ 
understanding of hands-on application of concepts.

●● NEW Point/Counterpoint features reflect ongoing tensions between  
perspectives in OB, focusing students’ attention on new topics in 5 of  
18 chapters.

●● The following end-of-chapter material is either completely new or substan-
tially revised and updated for each chapter (along with assisted-graded writ-
ing questions), bringing the most contemporary thinking to the attention 
of students:

●● Experiential Exercise (9 of 18 total)
●● Ethical Dilemma (9 of 18 total)
●● Case Incidents (18 of 36 total)

●● Updated References throughout every chapter.

Chapter-by-Chapter Changes
Chapter 1: What Is Organizational Behavior?

●● Revised Learning Objectives
●● New Opening Vignette (Road Warriors)
●● New research in The Importance of Interpersonal Skills and Big Data
●● New major section: Employability Skills
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Chapter 2: Diversity in Organizations
●● New Opening Vignette (“Foodtrepreneurs” Unite!)
●● New section on Expatriate Adjustment
●● Revised/updated sections: Demographic Characteristics, Tenure, Sexual 

Orientation and Gender Identity, and Ability
●● New research in Stereotype Threat; Discrimination in the Workplace; Age, 

Sex, Race, and Ethnicity; Hidden Disabilities; Religion; Sexual Orientation 
and Gender Identity; and Intellectual Abilities

●● Updated OB Poll (Gender Pay Gap: Narrowing but Still There)
●● Updated An Ethical Choice (Global Diversity: Affirmative Action)
●● New Ethical Dilemma (Voiding the “License to Discriminate”)
●● New Case Incident 1 (Can Organizations Train Diversity?)
●● New Try It Mini Simulation (Human Resources)

Chapter 3: Attitudes and Job Satisfaction
●● New Opening Vignette (In the Legoland Wonderland)
●● Revised/updated sections: Attitudes, Organizational Commitment, Perceived  

Organizational Support, Employee Engagement, and Organizational Citi-
zenship Behavior (OCB)

●● New research in Job Satisfaction and Involvement, Employee Engagement, 
Personality, Customer Satisfaction, and Counterproductive Work Behavior 
(CWB)

●● New international research in Attitudes, Job Conditions, and Corporate 
Social Responsibility (CSR)

●● Updated Exhibit 3-2 (Worst Jobs of 2016 for Job Satisfaction)
●● New Try It Mini Simulation (Attitudes and Job Satisfaction)
●● New Experiential Exercise (Job Attitudes Situational Interview)
●● New Case Incident 1 (On-Boarding … or On-Leaving?)

Chapter 4: Personality and Values
●● Revised Learning Objectives
●● New Opening Vignette (Leading the “Quiet Revolution”)
●● New major section on Personality, Job Search, and Unemployment
●● Revised/updated section: The Big Five Personality Model
●● New research in Conscientiousness at Work, Emotional Stability at Work, 

Extraversion at Work, Openness at Work, Agreeableness at Work, and Proac-
tive Personality

●● New Feature! Personal Inventory Assessment (Core Five Personality Dimensions)
●● Updated Myth or Science? (We Can Accurately Judge Individuals’ Personali-

ties a Few Seconds after Meeting Them)
●● Revised Summary
●● Revised Questions for Review
●● New Case Incident 2 (The Clash of the Traits)

Chapter 5: Perception and Individual Decision Making
●● New Opening Vignette (Individual Intuition Igniting Innovation)
●● Revised section on Halo and Horns Effects
●● Revised/updated sections: Context, Attribution Theory, Selective Percep-

tion, Confirmation Bias, and Three Ethical Decision Criteria
●● New research in Context, Bounded Rationality, Intuition, Escalation of 

Commitment, Risk Aversion, Personality, Gender, and Three Ethical Deci-
sion Criteria

●● New international research in Contrast Effects

A01_ROBB9239_18_GE_FM.indd   27 16/04/18   1:09 PM



28 Preface

●● New Try It Mini Simulation (Perception and Individual Decision Making)
●● New Point/Counterpoint (Implicit Assessment)
●● New Experiential Exercise (Mafia)
●● New Case Incident 1 (Warning: Collaboration Overload)
●● New Case Incident 2 (How Do Employees Justify Cyberloafing?)

Chapter 6: Emotions and Moods
●● New Opening Vignette (Objections Sustained)
●● Revised/updated sections: What Are Emotions and Moods?, The Basic Emo-

tions, Moral Emotions, Do Emotions Make Us Ethical?, and Emotion Regu-
lation Techniques

●● New research in The Function of Emotions, Do Emotions Make Us Ethical?, 
Stress, Age, Sex, Emotional Labor, Affective Events Theory, Emotional Intel-
ligence, and Emotion Regulation Techniques

●● New international research in The Basic Emotions, Experiencing Moods 
and Emotions, Emotional Labor, Emotional Intelligence, and Emotion Reg-
ulation Techniques

●● Updated OB Poll (Emotional States)
●● New Try It Mini Simulation (Emotions and Moods)
●● Updated Experiential Exercise (Mindfulness at Work)
●● New Case Incident 1 (Hiring an Emotionally Intelligent Employee)
●● New Case Incident 2 (When the Going Gets Boring)

Chapter 7: Motivation Concepts
●● Revised Learning Objectives
●● New Opening Vignette (When Goals Go out of Control)
●● New sections on Equity Theory/Organizational Justice and Others’ Reac-

tions to Injustice
●● Revised/updated sections: Hierarchy of Needs Theory, Two-Factor Theory, 

McClelland’s Theory of Needs, Other Contemporary Theories of Motiva-
tion, and Expectancy Theory

●● New research in McClelland’s Theory of Needs, Self-Determination The-
ory, Goal-Setting Theory, Goal Commitment, Task Characteristics, Imple-
menting Goal Setting, Equity Theory/Organizational Justice, and Job  
Engagement

●● New international research in McClelland’s Theory of Needs, Self-Determi-
nation Theory, and Equity Theory/Organizational Justice

●● Revised Summary
●● Revised Implications for Managers
●● Revised Questions for Review
●● New Ethical Dilemma (Follies of Reward)
●● New Case Incident 2 (Laziness Is Contagious)
●● New Try It Mini Simulation (Motivation)

Chapter 8: Motivation: From Concepts to Applications
●● New Opening Vignette (Employees Trading Places)
●● New Section on Job Enrichment
●● Revised/updated sections: Relational Job Design, Flextime, Job Sharing, 

Telecommuting, and How to Pay: Rewarding Individual Employees through 
Variable-Pay Programs

●● New research in The Job Characteristics Model, Flextime, Telecommuting, 
Participative Management, Using Rewards to Motivate Employees, How 
to Pay: Rewarding Individual Employees through Variable-Pay Programs, 
Bonus, and Employee Stock Ownership Plan
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●● New international research in The Job Characteristics Model, Flextime, 
How to Pay: Rewarding Individual Employees through Variable-Pay Pro-
grams, and Flexible Benefits: Developing a Benefits Package

●● New Feature! Personal Inventory Assessment (Diagnosing Poor Performance 
and Enhancing Motivation)

●● New Point/Counterpoint (Gainsharing: Fair Shares?)
●● Updated OB Poll (Who Works from Home?)
●● Updated An Ethical Choice (Workers’ Cooperatives)
●● New Try It Mini Simulation (Motivation: From Concepts to Applications)
●● New Experiential Exercise (Developing an Organizational Development and 

Compensation Plan for Automotive Sales Consultants)
●● New Ethical Dilemma (You Want Me to Do What?)
●● New Case Incident 1 (We Talk, But They Don’t Listen)
●● New Case Incident 2 (Will More Money Fill the Gap?)

Chapter 9: Foundations of Group Behavior
●● New Opening Vignette (A Tale of Two Cops)
●● New research in Social Identity, Group Development, Role Expectations, 

Negative Norms and Group Outcomes, Status and Stigmatization, and 
Group Property 6: Diversity

●● New international research in Group Property 4: Size and Dynamics and 
Group Property 6: Diversity

●● New Try It Mini Simulation (Group Behavior)
●● New Point/Counterpoint (Diverse Work Groups Are Smarter and More  

Innovative)
●● New Ethical Dilemma (It’s Obvious, They’re Chinese)
●● New Case Incident 1 (You Are All Fired, but You Are Hired!)

Chapter 10: Understanding Work Teams
●● New Opening Vignette (RadioImmaginaria: A Radio for Teenagers Managed 

by Teenagers)
●● Revised/updated section: Diversity of Members
●● New research in Multiteam Systems, Adequate Resources, Leadership 

and Structure, Team Composition, Common Plan and Purpose, Team 
Identity, Team Cohesion, Conflict Levels, and Training: Creating Team 
Players

●● New international research in Conflict Levels
●● New Try It Multi-Chapter Mini Simulation (Innovation and Teams)
●● New Try It Mini Simulation (Virtual Teams)
●● New Try It Mini Simulation (Teams)
●● New Experiential Exercise (Should You Use Self-Managed Teams?)
●● New Ethical Dilemma (When Your Cycling Skills Matter!)
●● New Case Incident 1 (Trusting Someone You Can’t See)

Chapter 11: Power and Politics
●● New Opening Vignette (A Tale of Presidential Corruption)
●● New research in Coercive Power, Social Network Analysis: A Tool for Assess-

ing Resources, Applying Power Tactics, and Interviews and IM
●● New international research in Performance Evaluations and IM
●● New Try It Mini Simulation (Power and Politics)
●● New Ethical Dilemma (Sexual Harassment and Office Romances)
●● New Case Incident 1 (Should Women Have More Power?)
●● New Case Incident 2 (Where Flattery Will Get You)
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Chapter 12: Communication
●● New Opening Vignette (The Oakhurst Comma)
●● Revised/updated section: Social Media Websites
●● New research in Upward Communication, The Grapevine, Meetings, E-Mail, 

Information Overload, Language, and Silence
●● New international research in Cultural Barriers
●● New Try It Multi-Chapter Mini Simulation (Diversity)
●● New Try It Mini Simulation (Communication)
●● New Experiential Exercise (Conveying Tone through E-Mail)
●● New Case Incident 1 (Do Men and Women Speak the Same Language?)
●● New Case Incident 2 (An Underwater Meeting)

Chapter 13: Leadership
●● New Opening Vignette (From “Wacky” Vision to Total Hotel Industry Disruption)
●● New section on Abusive Supervision
●● Revised/updated sections: Trait Theories, Behavioral Theories, Leader-

Member Exchange (LMX) Theory, How Charismatic Leaders Influence 
Followers, How Transformational Leadership Works, Evaluation of Trans-
formational Leadership, Responsible Leadership, Authentic Leadership, 
and Ethical Leadership

●● New research in Trait Theories, Leader-Member Exchange (LMX) Theory, 
What Is Charismatic Leadership?, Are Charismatic Leaders Born or Made?, 
How Charismatic Leaders Influence Followers, Does Effective Charismatic 
Leadership Depend on the Situation?, Transactional and Transformational 
Leadership, How Transformational Leadership Works, Evaluation of Trans-
formational Leadership, Transformational versus Transactional Leadership, 
Authentic Leadership, Ethical Leadership, Servant Leadership, The Role of 
Time, and Training Leaders

●● New international research in Leader-Member Exchange (LMX) Theory, 
Are Charismatic Leaders Born or Made?, How Transformational Leadership 
Works, Evaluation of Transformational Leadership, Authentic Leadership, 
Ethical Leadership, and Servant Leadership

●● New Try It Multi-Chapter Mini Simulation (Leadership and Teams)
●● New Try It Mini Simulation (Leadership)
●● Revised Implications for Managers
●● New Experiential Exercise (What’s in a Leader?)
●● New Ethical Dilemma (Innocent, but What about Trust?)
●● New Case Incident 1 (Sharing Is Performing)

Chapter 14: Foundations of Organization Structure
●● Revised Learning Objectives
●● New Opening Vignette (Samsung: Transforming a Hierarchy)
●● Revised/updated sections: Departmentalization, The Simple Structure, The 

Virtual Structure, and The Leaner Organization: Downsizing
●● New research in Work Specialization, Centralization, Boundary Spanning, 

The Bureaucracy, The Divisional Structure, The Virtual Structure, The 
Leaner Organization: Downsizing, Technology, and Organizational Designs 
and Employee Behavior

●● New international research in Boundary Spanning
●● New Point/Counterpoint (Open-Air Offices Inspire Creativity and Enhance 

Productivity)
●● Revised Questions for Review
●● New Case Incident 2 (Turbulence on United Airlines)
●● New Try It Mini Simulation (Organizational Structure)
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