
Index

360 degree feedback systems 88–9
1001 Ways to Reward Employees (Nelson) 

246, 248

Abilene Paradox 313–14
ability 8–11, 389–404

see also knowledge, skills, abilities and other 
characteristics

absenteeism 22–3, 25, 194
accidents 24
accounting case example 605–7
acquisitions 138
action tendency 148–9
actorhood 617
Adams, J. S. 255–6
AEC (architecture, engineering and 

construction) 603
affect, positive 484
affective integration 332, 338
affective states, training 62, 70
aging workforce case example 508
agreeableness 29–30, 48
Alavi, Maryam 595–614
Allison, John 378–80
Amabile, Teresa M. 481–97
Amazon.com 604
ambidexterous organizational structure 416
American Federation of  Government 

Employees 230
America Online 130
Ancona, Deborah 295–307
Andersen Consulting 600, 607
Angel Johnson Organics 570
anonymous feedback 89
anticipatory coping 504–5, 509
Appache software 604

appeals 358–9, 361
Apple Computer 537–45, 549

see also Jobs, Steve
appraisals of  performance 85–104, 259, 283
apprising tactic, infl uence 357, 361
architecture, engineering and construction 

(AEC) 603
area-product matrix structures 418
ASDA case example 550–1
Ash, Mary Kay 565
Asian work culture 624
ASQ (Attributional Style Questionnaire) 511
attitudes

see also knowledge, skills and attitudes
job attitudes 124–9, 136
vision statements 369, 372, 374–5

Attributional Style Questionnaire
(ASQ) 511

attribution theory 397
authoritarian leadership 510
authority 350–1, 355
automobile design case example 337–9
autonomy 483
aviation case examples 77–8, 288
avoiders 522

“babbler” case example 438
backcasting 315
Baltes, Boris B. 581–94
Bandura, A. 166–7, 179–200
bank teller case example 250–1
Barnard, Chester 276
Barrick, Murray R. 19–39
BARS (Behaviorally Anchored Rating Scale) 

90, 92
Bartol, Kathryn M. 217–38
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634 INDEX

BATNA (best alternative to negotiated 
agreement) 520, 528

Baum, J. Robert 559–78
BB&T bank 378–80
Bechky, Beth A. 309–25
Becton Dickinson 547
Beer, Michael 537–55
behavioral change 249
Behaviorally Anchored Rating Scale (BARS) 

90, 92
behaviorally-based performance appraisals 

89–91
Behavioral Observation Scale (BOS) 90–2
behavior prediction 20–5, 33–4
belief  in personal effi cacy see self-effi cacy
benchmarking 166–7, 544–5
benevolence 389–404, 437
best alternative to negotiated agreement 

(BATNA) 520, 528
Best Buy 91
best practice benchmarking 544–5
Bies, R. J. 257–8
Big Five see Five Factor Model
BIM (Building Information Management) 603
blended learning 65, 75–6
Blink (Gladwell) 473, 475
Blockbuster fi lm 320–1
Bond, S. D. 464
bonuses 218, 221

see also rewards
Booz, Allen and Hamilton 138
BOS (Behavioral Observation Scale) 90–2
“bottom up” processes 466–7
boundary activities of  teams 295–307

see also teams
backgrounds of  members 296–7
balancing demands 302
case examples 302–4
changing tasks 301–2
composition of  team 299–300
confi guration of  team 298–300
critical processes diagram 301
environment mapping 299–300
external ties 297–300
functional diversity 297, 299–300
limitations 300–2
mechanisms used 296–9
moderators 300–2
nature of  task 300–1
research 295–6

brainstorming 430, 471–2, 570
Branson, Richard 208
Brett, J. M. 518
bricolage 318–19, 563
Brin, Sergy 559–61
broadband networks 596
Brooks, Frederick 279
Brown, Gwendolyn 608
Buffet, Warren 157
Building Information Management (BIM) 603
burnout 156–7, 502

Cai, Deborah A. 425–44
Caldwell, David 295–307
Canadian supervisor study 264
careers 32–3, 138, 181, 507
Carson, Johnny 526–9
Carter, Bill 526
challenge 483, 501
Challenger space shuttle case example 475–6
change behaviors 563–4

see also organizational change
checklist decision-making systems 470–1
chemical company case example 400–1
Chen, S. S. 436
childcare on worksites 585–6
Children’s Hospital, Boston 228–9
China 373, 429, 625
Cisco Systems 230–1
Citigroup 138
citizenship behaviors 21–2
Clark, Malissa A. 581–94
coaching

performance appraisals 95–6
self-effi cacy 167
supporting change 547–8
teams 281, 284–6

coacting groups 279
coalition tactics 360–2
Coch, L. 446
cockpit crew case example 288
coercive power 352–3
cognitive factors in decision making 42–5
cognitive modeling, skills 191–3
cognitive states, training 62, 70
cognitive theory, social 240–2
cognitive-transactional stress theory 500–1
collaboration 327–46

case examples 337–9
confl ict management 327–46
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 INDEX 635

cultivating helpful conditions 330–7
escalation of  confl ict 336–7
identifying strategies 329–30
infl uence 359
negotiation 519–21
packaging issues 336
propensity toward 333–5
relationship confl ict 327–30
task confl ict 327–30
teams 327–46

confl ict types 328–9
member behavior 335–7
orientation 331–3

trade-offs 336, 339
collective effi cacy 331–2, 622
collective intuition 309–25

building intuition 310–12
expertise 310–11
information 310–12
variety 310–11
well-rehearsed roles 312

collectivistic cultures 373, 619, 625
see also Japanese work culture

Colquitt, Jason A. 389–404
commitment

conscientiousness 28
emotional stability 28
goal setting 163–8
job satisfaction 28
power 356
procedural justice 259
trust 392
turnover 125

communication 425–44
Apple Computer 538
balance 425–44
case examples 438–40
emails 431–2
formal/informal learning 434–5
information exchange 335–6
IT 596–7, 599–601
listening 427–8
manner 428–9
newcomers/veterans 435–6
non-responses 432
organizational change 547
pay for performance 222
performance appraisals 93–4
relational activities 432–4
senders/receivers 425–7

speaking/listening 427–8
task/relational activities 432–4
teams 296, 332–3, 335–6, 433–4
timing 429–32
trust 391, 393, 396, 436–7
veteran employees 435–6
vision statements 367–8, 373–4

comparative performance appraisal 89–90
compensation, SOC 587–9
competence

see also knowledge, skills and attitudes; 
KSAOCs

Apple Computer 538
coping with stress 503
pay for performance 222
teams 300
trust 393–4, 437

competencies, self-regulatory 193–4
competition 486, 616
compliance 24, 351–3, 356
compressed workweeks 584
confl ict 517–35

see also task confl ict
breaking escalation 336–7
case examples 526–9
collaboration management 327–46
costs of  disputing 518
decision-making 472–3
manager’s role 517–35
mediation 521–6
negotiation 519–30
packaging issues 336
relationship confl ict 327–30
resolution 518–19, 525
work-family balance 581–3

Conger, Jay A. 201–16
conscientiousness 19–39

career success 32–3
case examples 32–4
meta-analytic studies 20
performance predictors 20–1, 26–9, 33
predicting behaviors 20–5, 33–4
selecting employees 19–39
trust 437

consensus with qualifi cation 318–19
consultation 358, 361–2
contextual factors in decision making 42–5, 

48–9
contextual interventions, mediation 524–5
contextual performance (CP) 6, 21
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636 INDEX

continuance commitment 28
control of  emotions 145–59
cooperation 333–5, 616
coping strategies 499–515

see also stress
Corporate Ink Public Relations 132
corporate “parenting” 417
cost-benefi t analysis 462
cost control 415–17
costs of  disputing 518
counterproductive work behaviors (CWBs) 5–6, 

21–2, 86–7
Countrywide Financial 228, 376
Covey, S. R. 510
Cowden Associates 131
CP (contextual performance) 6, 21
Creative Problem Solving (CPS) 487
creativity 481–97

Apple Computer 538
case examples 487–91
determining factors 484–5
entrepreneurship 560, 564–5, 570
extrinsic motivation 481–2, 485–6
implementation 486–7
intelligence 482
intrinsic motivation 481–2, 484–6
positive affect 484
tools 487
trust 391
work environment 483–7

credit card processing case example 251
Crew Resource Management (CRM) 78
cross-functional product development case 

example 337–9
cross-functional teams 471
CSRs (customer service representatives)

11–13, 156
culture

global 615–32
management practice 615–32
national 615–32
organizational change 540–1
pay for performance 225
trustworthiness 392–4
vision statements 373
work-family strategies 586–7

customers
Apple Computer 538
conscientiousness 22
emotional stability 22

needs 538
service 11–13, 22, 156
staff  performance feedback 88–9

customer service representatives (CSRs)
111–13, 156

CWBs (counterproductive work behaviors) 5–6, 
21–2, 86–7

Dalgaard, Lars 134
Daniel, John 591
dashboard interface 72
deadlines 317–19
decentralization 411–12, 414–15
decision making 461–80

accurate predictions 468–9
analysis paralysis 472
broadening techniques 465–75

formal 465–9
informal 469–72
limitations 472–5

case examples 475–7
checklist systems 470–1
“consider an alternative”

technique 470
diverse perspectives 471–2
Five Whys 470
future world states 467–8
group process 317–18
hiring example 466–8
integrity of  leaders 395–6
interviews 42–9
IT 599–601
multiple attributes 466–7
narrow frames 462–5

alternatives 464
future view 463
objectives 463–4
social environment 464–5

pet ownership study 468–9
pitfalls 462–5
politics and confl ict 472–3
quantitative techniques 469
quick decisions 473–5
research 42–3
Ringi decision making 452
searching for information 470
self-effi cacy 181
teams 299
trade-offs 473
trust 395–7
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 INDEX 637

decision support system (DSS) 599–601
dedication to job 21
defensiveness 157
Dell Computer 602, 606
Dell, Michael 559, 561
dependability 437
“devil’s advocacy” role 315
diagnostic interventions 524
digital components, embedded 605
discrimination laws 24
disempowerment 202–4

see also empowerment
dissatisfaction 542–3
distributed teams 279–80
distributive justice 255–6, 259
distributive negotiation 519, 525–6
diversifi cation 410, 413–18, 420
diversity, creativity 483, 487
divisionalization 414–16, 420
Donaldson, Lex 407–24
Donohue, W. A. 428
Dresser, Mickey 155
DSS (decision support system) 599–601
due diligence 60–1, 69
Duncan Hines angel food cake factory 112–13
Dunlap, Al 552
Durham, Cathy C. 217–38
dynamism, industry 560, 567–8
dysfunctional habits 190–1

earnings see wages
eBay.com 604
Eberly, Marion B. 123–42
EDI (electronic data interchange) 602
educational systems 283
effectiveness

communication 426
confl ict resolution 518–19
decision making 461–80
infl uence 361–2
leadership power 355–6
manager stress 499
mediation 521
participation 450–1
self-effi cacy 179–200
teams 275–93
vision statements 371–3

effi cacy
see also self-effi cacy
collective 331–2, 622

effort 27
EI (emotional intelligence) 154
Eisenhardt, K. M. 311, 316, 568
Eisenstat, R. 546
eldercare 582
electronic data interchange (EDI) 602
Electronic Products 547–8
electronic technology

cognitive modeling 192–3
data interchange 602
meeting support systems 451
performance appraisals 87, 89
self-effi cacy 182

emails 431–2
see also communication; information 

technology; Internet
embeddedness into job 130–1, 136
emotional intelligence (EI) 154
emotional stability 19–39

career success 32–3
case examples 32–4
meta-analytic studies 20
performance predictors 20–1, 26–9, 33
predicting behaviors 20–5, 33–4
selecting employees 19–39

emotions 145–59
achieving control 152–3
action tendency 148–9
affective integration 332, 338
burnout 156–7
case examples 153–4
changing emotions 150, 153
communication 431–2
control 145–59
CSRs 156
defense 152, 157
defi nitions 145–51
emoticons 431
empowerment 205–6
experience vs expression 155
faking emotions 155–6
injustice 260
intelligence 154
introspection 149–52, 154
leadership roles 157–8
life happiness 158
mediators 151
moderators 151–2
moods 146–8, 155–6
multiple emotions 148
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638 INDEX

emotions (Continued )
nature of  145–6
offi ce mood 155–6
reason 149–51, 157–8
relationship confl ict 328–9
role of  emotions 151
self-effi cacy 185
stability 19–39
team confl ict 328–9, 332, 336–7
at work 150, 155–6

empathy boxes 164–5
employees

see also selection of  employees
employee-related management 618, 622–3
GMA-based systems 10
hiring 8–11, 45–56, 466–8

employment 12–13
see also job performance; work . . .

empowerment 201–16
see also power
case examples 208–11
contextual factors 202–4
coping with stress 507
hierarchical leader behavior 202–3
individual difference 207
job design 202–4
leadership 202–3, 205
limitations 206–7
management practices 202, 204
organizational factors 202–3
personal interpretation 202, 206
reward systems 202–3
self-confi dence 207
self-effi cacy 202, 204–6
stages 202–6

enactive mastery experiences 184–5
encouragement 483
e-negotiations 521
Enterprise Resource Planning (ERP) 400, 

598–9, 606–8
entrepreneurship 559–78

case examples 572–5
change behaviors 563–4
conscientiousness 23
context 562
creativity 560, 564–5, 570
defi nitions 561–2
emotional stability 23
experimentation 559–78
goal-setting 560, 567, 571–2

implementation 569–72
importance 561
industry dynamism 560, 567–8
moderating factors 567–9
munifi cence 560, 568–9
overview diagram 560
principles 559–61
regional munifi cence 560, 568–9
resources 560, 569
self-effi cacy 182, 560, 566, 571
start-ups 562
swiftness 559–78
tenacity 560, 565–6, 570

environmental uncertainty 169–70
environment mapping 299–300
epistemic motivation 334–5, 339
equality 620, 624–5
equity theory 255–6
Erez, M. 172, 615–32
ERP (Enterprise Resource Planning) 400, 

598–9, 606–8
error management 170
Eversheds law fi rm 376
Exactech 132
exchange tactics, infl uence 358–9, 361
expatriates 23
expectancy theory 26
experiences 63–4, 72–3, 155
experimentation 559–78
expertise

creativity 485
decision making 473–4
group process 310–11
power 353–6

expression, emotional 155
extraversion 29, 48
extrinsic motivation 481–2, 485–6

face-to-face teams 279
fairness 393

see also organizational justice
faking personality traits 32
family interfering with work (FIW) 582–3

see also work-family balance
Federal Express (FedEx) 565, 608–10
feedback

behaviorally-based rating 91
global culture 623–4
goal setting 163
informal recognition 245

bindex.indd   638bindex.indd   638 6/17/09   8:14:20 PM6/17/09   8:14:20 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



 INDEX 639

organizational change 544
perfecting skills 188
performance appraisals 88–9, 91
training 76

feminine cultures 620–1
FFM (Five Factor Model) 20, 29
Fielbig, Ashley 517–35
Fink, Edward L. 425–44
Finnish hospital worker study 261
First Tennessee Bank 590–1
Fisher, Colin M. 481–97
Fisher, R. 519
Five Factor Model (FFM) 20, 29

see also personality traits
Five Whys 470
FIW (family interfering with work) 582–3
fl exibility

fl extime 583–4, 591–2
interviews 41, 52
work schedules 507

Folger, R. 257
follower trust 397
follower vision 369, 372, 374–5
Ford, Henry 566
forecasting 315
forethought 242
formalization of  organization 410–11
Four R listening method 428
frame of  reference training 74, 92
Franklin, Benjamin 462
FRCH Design Worldwide 131–2
French, J. R. P., Jr 446
Frese, M. 170
Friedman, I. A. 508
Friedman, L. T. 615
functional-product matrix structure 416–17
The Functions of  the Executive (Barnard) 276
fundraising case examples 362–3
future time orientation 621

gainsharing 219
Gates, Bill 559, 561, 565
General Electric (GE) 208–9, 469, 552
general mental ability (GMA) 4–14
General Motors 566, 604
geographical diversity 410, 417–18
geography-product matrix structures 418
Ginnett, Robert 288
Gist, M. E. 188, 192
Gladwell, Malcolm 473, 475

global culture 615–32
case examples 626–8
employee-related management 618, 622–3
identifying national characteristics 618–21
interpersonal practices 618, 624–5
local/global contexts 616–17
management practice 615–32
multi-level model 616
practice/culture matching 623–6
principles 618–23
shared work culture 617–23
task-oriented practices 618
teamwork 625–6
understand own values 618, 621–2

global pay 230–1
see also pay for performance

Global Positioning systems (GPS) 605
Globe Study (House et al.) 620
GMA (general mental ability) 4–14
GNS (Growth Need Strength) 114–15
goals

see also goal setting
commitment to 163, 165–7
self-effi cacy 163, 165–7, 180, 193–4
teams 331

goal setting 161–78
case examples 172–3
challenging goals 162–3
commitment 163–8
coping with stress 505–7
distal/proximal goals 169–70
entrepreneurship 560, 567, 571–2
environmental uncertainty 169–70
feedback 163
framing goals 171
future direction 174
global culture 623–4
high performance cycle 170–1
implementation 171–2
interviews 46
learning 168–9, 171
motivation 26
outcome expectancies 163–5
performance 93, 161–78
resources 168
self-regulation 172
setters of  goals 172
specifi c goals 162–3
stretch goals 170
vision statements 371–2

bindex.indd   639bindex.indd   639 6/17/09   8:14:20 PM6/17/09   8:14:20 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



640 INDEX

Goldberg, S. J. 518
Golden Banana award, Hewlett Packard 247
Gooding, R. Z. 446–7
Google 559–60
gossip 435
Gottman, John 475
GPS (Global Positioning systems) 605
Granovetter, M. S. 436
Graphic Rating Scale 90
Greeley Hard Copy 416
Greenberg, Jerald 255–71
group process 309–25, 600–1

see also teams
case examples 320–1
collective intuition 309–25
creativity 485
leadership 319–20
milestones 317–19
pacing the process 309–25
task confl ict 309–25

group support system (GSS) 600–1
Groupthink 314
Grove, Andrew 543
Growth Need Strength (GNS) 114–15
GSS (group support system) 600–1
guided skills mastery 186–93

cognitive modeling 191–3
enabling modeling 187
modeling 187, 191–3
perfecting skills 187–9
self-effi cacy 186–93
transfer training 189–91
verbalizing thoughts 191

Hackman, J. R. 109, 275–93
Haire, Mason 163
Handelsbanken 229–30
hardiness 510–11
health issues

see also physical state; stress
conscientiousness 24–5
emotional stability 24–5
injustice 260–1
insomnia 264–5
self-effi cacy 183

Hewlett-Packard 229, 247, 549–50, 601
hierarchy 408–9, 411, 433

see also Japanese work culture
high performance cycle 170–1
hiring employees 8–11, 41–56, 466–8

Hogan Personality Inventory (HPI) 31
Holtom, Brooks C. 123–42
Home Depot recognition program 246
Honest Tea 570
honesty 396
horizontal loading, job satisfaction 112
hospital case example 250
hospital workers, Finland 261
hotel turnover case example 126
House, Robert 620
HPI (Hogan Personality Inventory) 31
HR (human resource) departments 433
human learning theory 5
human resource (HR) departments 433
humor 319–20, 434
Humphrey, S. E. 109–10

IBM 569, 601, 604, 607
ideas generation 482, 484, 487

see also innovation
identifi cation, personal 354
identity 622
Ilies, R. 26
impression management 31–2
improvisation 563
incentive plans 217–18

see also recognition
independent interviewers 44, 49
independent self  621–2
Indian work culture 624
indirect management 517
individualism 619
industry dynamism 560, 567–8
industry experience 560, 571–2
infl uence 349–65

appeals 358–9, 361
apprising tactics 357, 361
case examples 362–3
coalition tactics 360–2
collaboration 359
consultation 358, 361–2
effectiveness of  tactics 361–2
exchange tactics 358–9, 361
ingratiation 359–62
leadership 349–65
legitimating tactics 360–1
participation 445–6
pressure tactics 360–2
proactive tactics 357–61
rational persuasion 357, 361–2
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 INDEX 641

informal recognition 240–5, 247
information

control over 353
decision making 470
electronic technology 192–3
formal/informal learning 434–5
group process 310–13
integrity of  leaders 396
job-related 85
participation 445–59
power 353
recognition 241–2
self-effi cacy 185–6
teams 283, 335–6, 339
trust 397

informational justice 258
information technology (IT) 595–614

see also technology
broadband networks 596
case examples 606–10
communication 596–7, 599–601
competition 602–3
decision making 599–601
digital product components 604–5
emerging technologies 596–8
implementation failure 605–6
industry structuring 602–3
Internet 596–7, 602–4
management support 605–6
miniaturizing resources 596
mobile devices 597
new business models 603–5
operational effi ciency 598–9
organizational change 598–605
trend implications 597–8
wireless technology 597

ingratiation 359–62
injustice see organizational justice
innovation

see also creativity
creativity 482
organizational structure 410, 412–13
self-effi cacy 183
trust 391

inquisitors 521–3
insomnia 264–5
inspiration 358, 370, 374–5
integrated product development (IPD) 338–9
integrity 22–3, 389–404, 437

see also moral values

Intel 601
intellectual capital 137
intelligence 3–17

case examples 11–14
conscientiousness 20, 21, 33–4
creativity 482
defi nitions 3–5
emotional stability 20, 21, 33–4
general mental ability 4–14
GMA-based hiring 6–11
too high for job 8–9
job performance 3–17
meta-analysis 3
range restriction bias 4–5
selecting employees 3–17

interactional justice 257–61
interdependent self  621–2
interests, confl ict of  518
Internet 596–7, 602–4

see also emails; technology
interpersonal facilitation 21
interpersonal justice 258
interpersonal performance 30
interpersonal practices 618, 624–5
interviews 41–56

applicants
answers 46–7, 50–1, 56
decisions 44–5, 48–9
ratings 47

case examples 49–52
evaluations 43–4, 45–7, 56
goal identifi cation 46
interviewer decisions 43–4, 47–9
preinterview information 48
scoring criteria 46–7
structuring 41–56

intra-team confl ict 327–46
intrinsic motivation 481–2, 484–5
introspection 149–52, 154
intuition see collective intuition
IPD (integrated product development) 338–9
IP V6 (internet protocol) 597
irrational behavior 525–9
Israeli work culture 626–8
IT see information technology
Iverson, Ken 157

Japan
management practices 452–3
work culture 616, 619–21, 624, 627–8
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642 INDEX

JCM (  Job Characteristics Model) 108–11, 
113–14

J.Crew 155
JDS (  Job Diagnostic Survey) 109–11
Jehn, Karen A. 327–46
job analysis 30–1, 46
job attitudes 124–9, 136

see also attitudes
Job Characteristics Model (  JCM) 108–11, 

113–14
job design 202–4
Job Diagnostic Survey (  JDS)

109–11
job embeddedness 130–1, 136
job enlargement 112
job enrichment 112–13, 181
job performance 3–17

see also performance . . .
case examples 11–14
employee attitudes 10
general mental ability 4–14
GMA-based hiring 6–11
intelligence 3–17
job satisfaction 108
predicting performance 5–6
selection 3–17
trust 391
turnover 134–5
variability 7

job rotation 111–12
job satisfaction 107–21

case examples 117–18
conscientiousness 27–8
emotional stability 27–8
goal setting 163
increasing challenge 111–13
JCM 108–11
mental challenge 107–21
moderators 114–17
participation 447
procedural justice 259
turnover 124–8, 136

job sharing 585–6
Jobs, Steve 537, 540, 549, 559, 561
Job Stress Survey (  JSS) 502
Joie de Vivre Hospitality 126
JSS (  Job Stress Survey) 502
judges 522–3
Judge, T. A. 26, 107–21
justice see organizational justice

Kampen Company case example 438–40
Karpenter Corporation case example 487–91
Keeney, Ralph 476–7
Keith, N. 170
KEYS: Assessing the Climate for Creativity 487
Kirkpatrick, S. A. 367–87, 448
Klinger, Ryan 107–21
knowledge 284, 311–12, 445–59

see also knowledge, skills and attitudes
knowledge, skills, abilities and other 

characteristics (KSAOCs) 46
knowledge, skills and attitudes (KSAs)

affective integration 332
pay for performance 222
training 62, 70–1, 73–5, 78

Kokai watch, TQM 471
KSAOCs (knowledge, skills, abilities and other 

characteristics) 46
KSAs see knowledge, skills and attitudes
Kushnick, Helen 526–9

Lad and Hooker beer 572–4
Larrick, Richard P. 461–80
Lasswell, H. D. 426
The Late Show (Carter) 526
Latham, G. P. 161–78, 189–90, 448
Lawler, E. E. 224
Lax, D. A. 519
Lazarus, R. S. 500, 503–4, 509
leadership 201–16

authoritarian 510
communication 433–4
conscientiousness 23
effectiveness 355–6
emotional issues 23, 157–8
fostering trust 389–404
group process 319–20
infl uence 349–65
integrity 396
organizational change 542–3
pet ownership study 468–9
power 349–65
stress 510
teams 275–93
values 375–83
vision statements 367–75, 378–80

learned optimism training 511–12
learning

see also training
blended learning 65, 75–6
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 INDEX 643

communication 434–5
formal/informal 434–5
goal setting 168–9, 171
intelligence 5
pay for performance 227

Lee, Thomas W. 123–42
legal compliance, employee selection 24
legal risks, hiring systems 9
legitimate power 350–1
legitimation, infl uence 360–1
Leno, Jay 526–9
Letterman, David 526, 528
Leventhal, G. S. 256–7, 259
life happiness/satisfaction 28–9, 108, 158
Lincoln Electric 91
Linux software 604
listening 427–8
Locke, E. A. 115–16, 145–59, 172, 448, 504
Lockheed Aircraft Corporation 416
logistics and transportation company case 

example 398–400
longevity 24–5
Lotus Notes software system 600
loyalty 138
Lulofs, R. S. 436
lump-sum bonuses 218
Luthans, Fred 239–53, 517

Macan, T. H. 47
McGrath, Joseph 276
Maertz, C. P. Jr. 127
management

employee-related 622–3
global culture 615–32
MBO seminars 572
MBWA 136
practice 202, 204, 615–32
role of  manager 517–35
stress 499, 510
support for IT 605–6
teams 314, 316–17, 374
vision statements 374

Management by Objective (MBO) seminars 572
management by wandering around (MBWA) 136
managers 499, 517–35
manner of  communication 428–9
manufacturing case examples 248–9
masculine cultures 620–1
Maslach Burnout Inventory (MBI) 502
mastery, guided skills 186–93

matrix organizational structures 416–18
MBI (Maslach Burnout Inventory) 502
MBO (Management by Objective seminars) 572
MBWA (management by wandering around) 136
meat-packing case example 249–50
mechanistic work design 114
mediation 517–35

see also negotiation
behavior types 524
emotions 151
failure to use 523
high/low confl ict levels 526
by managers 521–6
mode usage effects 523
principles 525
quick interventions 526
Sheppard’s system 521–3
substantive interventions 524–5
third party roles 521–2, 525

medical instrument case example 626–7
mentally challenging work 107–21
mergers 138
merit pay plans 217–19
Microsoft 565, 569
Middendorf, C. H. 47
MidState Analytics case example 380–3
Millman, Z. 168
mindsets 510–11
Mitchell, Terence R. 123–42
Moag, J. S. 257
mobile devices, IT 597
moods 146–8, 155–6
moral values 375
Morgeson, F. P. 110
Morton, Gorry 599
Morton, Scott 599
motivation

collaboration 333–5
conscientiousness 26–7
decision making 42–5
emotions 26–7, 151
extrinsic 481–2
global culture 624–5
goal setting 161–78
intrinsic 223, 481–2, 484–5
non-fi nancial 223, 227
participation 446–7
reward allocation 624–5
self-effi cacy 180–1
vision statements 371–2, 374–5
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Motorola 471
Mount, Michael K. 19–39
multicultural teams 625–6
multicultural vision statements 373
multi-source feedback systems 88–9
munifi cence 560, 568–9
mutual agreement 408–9

Nahrgang, J. D. 109–10
NASA (National Aeronautics and Space 

Administration) 606–8
national cultures 615–32
Navigation Products 545
Navy, US 77–8
need rule, reward allocation 625
needs analysis 60–3, 78–9
negotiation 517–35

see also confl ict
case examples 526–9
collaborative 519–21
communication 430
irrational behavior 525–9
by managers 519–21
mediation 521–6
principles 519–20
recommendations 519–20
reconciling interests 519–21
self-effi cacy 188

Nelson, B. 246, 248
NEO Personality Inventory 31
neuroticism 20, 25, 27–8
newcomers to organizations 435–6
New York taxi driver safety rules 265–6
Ngai, P. B.-Y. 430
NGT (Nominal Group Technique) 450
Nipont case example 420
nominal groups 450, 471
Nominal Group Technique (NGT) 450
Nordstrom department store 377
Norman, Archie 551–2
note-taking 47
NRG Systems 132
nurse insomnia study 264–5

OB Mod. (Organizational Behavior 
Modifi cation model) 243, 248

O’Brien, Conan 528
OCB (organizational citizenship behavior) 21, 

86–7, 264
O’Connor, M. 285–6

oil industry case examples 302–4
Okhuysen, Gerardo A. 309–25
Oldham, G.R. 109
openness 29, 332–3
optimism 183–4, 511–12
optimization, SOC 587–9
O’Reilly Coated Materials case example 

487–91
organic structures, innovation 412–13
Organizational Behavior Modifi cation model 

(OB Mod.) 243, 248
organizational change 537–55

alignment 539–41
Apple Computer 537–45, 549
barriers to change 545–6
capabilities necessary 537–9
case examples 549–51
communication 547
complexity of  systems 539–40
consistency 543
corporate-wide change 548–9
culture 540–1
dissatisfaction 542–3
energy mobilization 544–5
guideline universality 551–2
IT 598–605
leadership 542–3
monitoring progress 548
new directions 545–6
people involvement 547
resistant behavior 541–2
seven step model 543–8, 551–2
successful change 543–8
support for change 547–8
vision for success 546–7

organizational citizenship behavior (OCB) 21, 
86–7, 264

organizational justice 255–71
case examples 265–6
distributive 255–6, 259
exceptions 262–4
forms 255–8
implementation issues 264–5
interactional 257–61
outcome valence 262
principles 258–61
procedural 256–60
social sensitivity 263–4
special cases 262–4
training managers 264–5
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 INDEX 645

trust 395
having a voice 262–6

organizational structure 407–24
case examples 418–20
contingencies 409–18
coordination mechanisms 408–9, 413
diversifi cation 410, 413–18
geographical diversity 410, 417–18
innovation 410, 412–13
size of  organization 409–12
strategy 407–24
task uncertainty 408–9, 413

outcome X process interaction, justice 262

pacing group process 309–25
Page, Larry 559–61
paralanguage 428–9
“parenting”, corporate 417
participation 445–59

case examples 451–3
cognitive studies 448–9
complexity of  task 447, 449–50
effectiveness 450–1
group size 447
implementation 450–1
infl uence on behavior 445
infl uence sharing 446
information sharing 445–59
interdependence 449
job satisfaction 447
moderators 449–50
motivation 446–7
stability of  context 450

part-time work 585–6, 591–2
passion 481–97
past behavior description question format

46, 50–1
Patten, B. 519
pauses in communication 430–1
pay for performance systems 217–38

see also performance . . .; wages
attraction patterns 221
best practice 221
case examples 227–31
communication 222
competence 222
culture of  organization 225
defi nition of  performance 222
exceptions 227
global pay 230–1

individuals 217–19, 224, 227–8
intrinsic motivation 223
making systems work 222–6
management purpose 225
measuring performance 225
monitoring 227
nature of  task 224–5
non-fi nancial motivators 223
organizational level 219–21, 229–30
retention patterns 221
risk levels 226
targeting correct levels 224–6
teams 219, 224–6, 228–9
values of  employees 223

PCI (Personal Characteristics 
Inventory) 31

Pearce, Craig L. 201–16
peer appraisals 88–9
PepsiCo 289
perceptions 372, 586–7
performance

see also job performance; pay for 
performance

contextual 6
goal setting 161–78
improvement 239–53, 544
organizational change 537–55
predictors 20–1, 26–30, 33, 46
recognition 239–53
teams 284
training 61–2, 69
vision statements 368–9

performance appraisals 85–104
accuracy of  information 86–92
behaviorally based 89–91
case examples 96–9
categories of  performance 87
coaching employees 95–6
defi nition of  performance 86–7
feedback sources 88–9, 91
goal setting 93
improving performance 92–6
meeting with employees 94
observing/recording performance 87
poor performers 96
procedural justice 259
self-assessment 94–5
teams 283
training raters 92
two-way communication 93–4
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646 INDEX

perseverance see tenacity
Personal Characteristics Inventory (PCI) 31
personal identifi cation 354
personality 19–39, 116, 397
personal power 349–50, 355–6, 362
personal resources, stress 503
personal values 375
persuasion 357, 361–2
Peterson, R. S. 263
pet ownership study 468–9
Pfeffer, J. 225
Philip Morris plant case example 13–14
physical state, self-effi cacy 185
piece-rate pay plans 217–18
planning/plans 408, 598–9, 606
police force case example 11–12
political aspects 9–10, 286–8, 472–3
pooled task interdependence 409
position power 349–50, 355–6, 362
positive affect 484
power 349–65, 609

see also empowerment
case examples 362–3
confl ict 518
effectiveness 355–6, 361–2
exercise of  356–61
infl uence 349–65
leadership 349–65
power distance 620
proactive tactics 357–61
role modeling 355
types 349–55

PowerPad technology 609
predicting behaviors 20–5, 33–4, 468–9

see also performance, predictors
presentations 426–7
pressure tactics 360–2
pretraining transfer analysis 69
preventive coping 504–6, 508–9
Priceline.com 604
Priestley, Joseph 462
proactive coping 504–6, 510–12
problem-solving 484
procedural justice 256–60, 395
product development case example 419
professionalization 617
profi t sharing 219–20
Progressive Auto Insurance 602
property management case example 118
psychological safety 315
punishment 352–3

quality 210–11, 452, 462, 469–71
Quality Circles 452
question formats in interviews 45–7, 50–1
Quigley, N. R. 448

rapport-building 45, 47–8
rating job performance 85–104
rationalization, global culture 617
rational persuasion 357, 361–2
rational role of  leader 157–8
reactive coping 504–5, 509
Reality Show 321
real-time information 311–13
reason and emotions 149–51, 157–8
recognition 239–53

case examples 248–51
formal programs 239–40, 245–6, 247
implementation 246–8
informal 240–5, 247
moderators 244–5
outcome utility 241
self-effi cacy 245
social cognitive theory 240–2
survey 244

reconciliation 519–21
recruitment 41–56

see also hiring employees
Red Algae case example 627–8
reemployment programs 188–9
referent power 354–6
reinforcement 239–41, 247–8
relationships 327–30, 390–1, 432–4
report writing 278
repressing emotion 152–3
requests 350–1, 356
resilience 188–9
resistance to power 356
resources

creativity 486–7
entrepreneurship 560, 569
ERP 400, 598–9, 606–8
goal setting 168
SOC 590
stress 503

respect 332
response-based stress measures 502
results-based performance appraisal 91
Reuter, Tabea 499–515
rewards

see also bonuses
global culture 624–5
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goal-based 572
power 202–3, 351–2
teams 283

rights 518
Ringi decision making 452
risk

creativity 485
decision making 468
hiring systems 9
neuroticism 25
pay for performance 226
stress 505–6

Rogers, Don 547
role modeling 355, 375
rotation of  jobs 111–12
Rotundo, Maria 85–104
rules 408

Saari, L. M. 189–90
safety 24, 265–6, 315

psychological 315
Salam, Sabrina C. 389–404
Salas, Eduardo 59–84
sales commissions 217–18
sand dune teams 280
Santa Rosa Systems Division, Hewlett Packard 

549–50
satisfaction 27–9

see also job satisfaction
Saturn job enrichment 

program 113
scapegoating 433–4
Schmidt, Frank 3–17
Schwarzer, Ralf  499–515
Scott, L. R. 565
Scott Paper 552
screening applicants 48, 50–1
Scully, J. 448, 537, 539, 542–5
Seagate Technology 476–7
Sebenius, J. K. 519
selection of  employees 3–56
Selection, Optimization and Compensation 

(SOC) 587–90
self-appraisal 183–4
self-assessment 94–5
self-confi dence 207, 372

see also self-effi cacy
self-effi cacy 179–200

coaching 167
development 184–93
empowerment 202, 204–6

entrepreneurship 182, 560, 
566, 571

functional properties 179–81
goals 163, 165–7, 180, 193–4
guided skills mastery 186–93
independent self  622
motivation 26
organizational impact 181–4
outcome expectations 180
pay plans 226
recognition 245
self-regulation 193–4
stress 183, 503, 505–6
unproductive ventures 183

self-evaluation 116
“self-handicapping” paradox 27
self-management 193–4, 286

see also self-regulation
self-monitoring 30
self-regulation 172, 193–4
self-report personality tests 31–2
self-sacrifi ce 377
self-satisfaction 193–4
self-talk 167–8
semiconductor manufacturing case example 

286–8
Shannon, C. E. 426
shared meaning systems 372, 617, 619
sharing jobs 585–6
Shaver, K. G. 565
Shelley, M. 226
Sheppard, B. H. 521
Sheppard’s mediation classifi cation system 

521–2
shocks affecting turnover 126–9, 136
silences in communication 429–30
Simpson, Jerry 545
situational questions 46
situational specifi city, theory of  3, 5
Six Sigma 462, 469–70
size of  organization 409–12
skills 186–93, 284, 483

see also knowledge, skills and attitudes; 
KSAOCs

SMART goals 171
Smith, Fred 565
smoking bans 261–2
social capital 137
social cognitive theory 184–5, 240–2
social environment 464–5
social identity theory 622
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648 INDEX

social loafi ng 626
social modeling 185
social persuasion 185
social resources, stress 503
social sensitivity, justice 263–4
social support for stress 507
social value orientations 334
SOC (Selection, Optimization and 

Compensation) 587–90
speaking 427–8
specialization 410–11
Spielberger, C. D. 502
stability

see also emotional stability
workforce 137–8

Stagl, Kevin C. 59–84
Stajkovic, Alexander D. 239–53
standards of  training 75
start-ups 562
Staub, Marlan 574–5
steel plant case example 11
Steiner, I. D. 284
Stevens, Cynthia Kay 41–56
stimulus-based stress measures 502
stock ownership 219–21
Stolzfus, Hans 572–4
Stolzfus, Heinrich 572–4
store manager case example 266
stress 499–515

antecedents 503
assessment 501–2
case examples 508–12
cognitive-transactional 

theory 500–1
coping strategies 499–515
demands/resources 503
dimensions of  coping 503–4
experience of  500
individual coping 508–12
injustice 260–1
management programs 510
organizational approaches 506–8
perspectives on coping 504–6
poor work adjustment 502
process model 501
resources 503
role analysis 507
self-effi cacy 183, 503, 505–6
at work 500–8
work-family balance 582–3

structure
interviews 41–56

see also organizational structure
student internship study 464
student poster study 474
success 189–91, 559–78
Successfactors 134
supervisory encouragement 483
supervisory skills 190
supply chain management, IT 602
support systems

leader benevolence 394–5
stress 507
teams 283–4, 483
technology 451, 599–601, 605–6

suppressing emotion 153–4
surgical teams 279
Surowiecki, J. 471
swiftness 559–78

Taiwan 431
Take the Best (TTB) decision making

strategy 473
“taking charge” 260
task activities 432–4
task behaviors 21
task confl ict 309–25

see also confl ict
Abilene Paradox 313–14
collaboration 327–30
creating confl ict 314–15
“devil’s advocacy” role 315–16
exploiting confl ict 315–16
familiarity 312–13
framebreaking heuristics 315–16
Groupthink 314
multiple alternatives 314–16
positive outcomes 315–16
productive confl ict 312–16
psychological safety 315
real-time information 313
team composition 314
well-rehearsed roles 315

task interdependence 409, 413
task-oriented practices 618
task uncertainty 408–9, 413
taxi driver safety rules, NY 265–6
Taylor, M. Susan 517–35
TDS (Team Diagnostic Survey) 293
teacher stress case example 508–9
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 INDEX 649

Team Diagnostic Survey (TDS) 293
teams 275–346

see also boundary activities of  teams; group 
process

affective integration 332, 338
appropriacy 277–8
boundary activities 295–307
case examples 286–8
coaching 281, 284–6
collaboration 327–46
collective effi cacy 331–2
communication 296, 332–3, 335–6, 433–4
competence 300
composition of  team 282–3, 314
conduct norms 283
confl ict management 327–46
conscientiousness 22
cooperative members 333–5
creativity 483, 485, 487
cross-functional 471
direction 282
effectiveness 275–93
effort 284
emotional stability 22
epistemic motivation 334–5, 339
external issues 295–307
facilitating conditions 280–6

enablers 281, 282–6
essentials 280–2

framing activities 331, 338
global culture 625–6
goals 331
individualistic members 333–4, 338
information 283, 335–6, 339
knowledge 284
launching 288–90
leadership 275–93
member behavior 335–7
multicultural 625–6
negotiators 520–1
orientation of  team 331–4
pay for performance 219, 224–6, 228–9
performance 283–4
principles 276–86
process gains/losses 284, 286
real teams 281
right people 281
selection of  487
self-effi cacy 182
skills 284

social value orientation 334
stress 507
structure 282–3, 314
studies of  teams 286
supportive context 283–4
types 278–80
virtual 279, 601, 625–6
well-composed 283, 286
well-designed tasks 282
wrong leadership styles 290

technology
see also information technology
communication 431–2
group participation 450–1
industry dynamism 568
performance appraisals 87, 89
virtual teams 279, 601, 625–6

telecommunications case example 78–9
telecommuting 584–5
teller line case example 250–1
tenacity 560, 565–6, 570
Terracciano, A. 25
text messaging 431
theft 260–1
Thibault, J. 256–7, 259
timing issues 316–19, 429–32, 486
Tonight Show 526–9
“top down” processes 466–7
Total Quality Management (TQM) 462, 

469–71
Toyota Motor Corporation case examples 419, 

452–3
TQM (Total Quality Management) 462, 

469–71
trade-offs 336, 339, 473
traditional incentive plans 217–18
training 59–84

see also learning
analyzing needs 60–3
assessment tools 64, 73–4
case examples 77–9
content 63–4, 71–4
CRM naval training 78
design 59–84
evaluation 66–8, 76–7
goal setting 172–3
impact of  68
implementation 65–6, 74–6
learning architecture 63, 71–2
maintaining skills 66, 76
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650 INDEX

training (Continued )
organizational justice 264–5
performance raters 92
programs 23, 29, 47–8
results dissemination 68
science of  59–84
self-effi cacy 181
stage-setting for learning 65, 74–5
transfer of  skills 66, 76, 189–91
University of  Washington 172–3

transfer of  skills 66, 76, 189–91
transportation company case example 398–400
True Value Company 227–8
trust 389–404

affective integration 332, 338
benefi ts 390–2
case examples 398–401
communication 391, 393, 396, 436–7
culture of  392–4
fair procedures 393
follower personality 397
implementation 392–6
leadership 394–6
organizational justice 395

TTB (Take the Best) decision making
strategy 473

Tufte, E. R. 476
turnover 123–42

action implications 134–6
avoidability 135–6
building loyalty 138
case examples 126, 129–32, 134
complementary approaches 123–33
focus on staying 130–2
functionality 133–5
job attitudes 124–9, 136
low rates 22–3
managing turnover 132–3
non-job-specifi c behavior 134–5
shocks/psychological paths 126–9, 136
traditional theories 124–7
types of  organizations 138
unfolding model 124, 126–30, 135–6
withdrawal cognitions 124–6, 136
workforce stability 137–8

Twenty Statement Test 621–2

uncertainty 169–70, 408–9, 562, 620
unconscious decision making 474
unfolding turnover model 124, 126–30, 135–6

unionized companies 227
United States (US) 11–13, 77–8, 416, 421
university fundraising case examples 362–3
University of  Washington 172–3
upward appeals, infl uence 361
Ury, W. L. 518–19
US see United States
USA Today 416

validity
personality traits 32, 34
preinterview information 48

value appraisals 145–7, 150
values 375–83

case examples 378–83
global culture 619
implementation 376–7
integration into systems 377
job satisfaction 115–16
leadership 375–83
modeling 376–7
pay for performance 223
stating values 376

variable pay plans 217–18, 221, 226
verbal self-guidance (VSG) 167–8
veridical self-appraisal 183–4
vertical loading, job satisfaction 112–13
vertically integrated companies 414–15
veteran employees 435–6
videoconferencing 451, 601
Vinokur, A. D. 188–9
Virgin Group 208
virtual reality, IT 604
virtual teams 279, 601, 625–6

see also distributed teams
vision statements 367–75, 378–80

case examples 378–80
characteristics 369–70
communication 367–8, 373–4
effectiveness 371–3
follower attitudes 369, 372, 374–5
implementation 374–5
job perceptions 372
leadership 367–75, 378–80
management teams 374
multicultural settings 373
performance 368–9
research 371
role modeling 375
shared meaning 372
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 INDEX 651

symbols/images 375
uniqueness 370–1

voice, having a 262–4, 265–6
voluntary turnover 123–42
Volvo case examples 117–18, 451–3
VSG (verbal self-guidance) 167–8

Wageman, R. 225, 275–93
wages 23–4, 109, 230–1

see also pay for performance
Wagner, John A. III 445–59
Walker, L. 256–7, 259
Wall Street Journal 471–2
Wal-Mart 600, 602
Walt Disney Company 377
Walton, Sam 564–6, 569
Washington DC police force case example 

11–12
Weaver, W. 426
Weingart, Laurie R. 327–46
Welch, Jack 208–9

defensiveness 157
Leno case example 528
organizational change 544, 549, 552
training 79

Western Electric, US 446
Weyerhaeuser Company 163, 169
WIF (work interfering with family) 581–3
“will do” factors, employee selection 19
Winfrey, Oprah 559, 561
Winters, D. 448

wireless technology 597
Wisdom of  Crowds (Surowiecki) 471
withdrawal 108, 124–6, 136
women and communication 430
work cultures 616–21, 624, 

626–8
work environment 483–7, 507
work-family balance 581–94

case examples 590–2
confl ict 581–3
individual strategies 587–90
organizational strategies 583–7

workforce stability 137–8
see also stability

workgroup support 483
see also support systems

work interfering with family 
(WIF) 581–3

work relationships 390–1
see also relationships

work schedules 507
work teams 276–86

see also teams
The World is Flat (Friedman) 615
writing reports 278

XYZ Company 591–2

Yahoo! 129–30
Yoo, Youngjin 595–614
Yukl, Gary 349–65
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