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SUINREBE  The Communication Process

Sender Receiver
Message b — — M Me
k:a%: — mauuu:;? _;jﬂ:_ r&c::m = dﬂ-c:::ﬁ;
s PO Moize 5 H'H-Hv —|
T Feadback =
vi18 3~ EHE
QAND I+

WS B REE R CE Z RIME @ IR, 1E-IX
LLIB BRI 1 SR 3 A

EXHIBITI11-1
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ARHITE R SRR, REREHNRBHSEE:

HEME A TR A

AR BEASRETE ARG BRI 2 S-SR IPNUA TR

N 2B A RETR TR BRI ? PRENAN BN R IR o

N LB EASRETH IRIC IR 1 ? PER B AP B EAZ T IR SR A
N2 TS AT IRIZ B R? TRA A2 TR S 2

TRIZHE 2 MARRE D%,

N LB EASRETH VRIC BRI ? AN & W R o

N2 A A RETE IRIC BRI ? AN e R .

Source: Based on M. Kiely, “When ‘No’ Means ‘Yes,” " Marketing, October 1993, pp. 7-9. Reproduced in A. Huczynski EXHIBIT11-2

and D. Buchanan, Organizational Behaviour, 4th ed. (Essex, England: Pearson Education, 2001), p. 194.
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Chain Wheel

EXHIBIT11-3
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3. X T AR R TR ARREI TR, 7E 73R AR — I F Y,
B35 HEAFK—m
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Source: Adapted from L. Hirschhorn, “Managing Rumors,” in L. Hirschhorn (ed.), EXHIBITI11-5

Cutting Back (San Francisco: Jossey-Bass, 1983), pp. 54-56. With permission.
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Formal repors, Online discussion L
i ive speeches
bulletins groups, groupware |

Low channel richness High channel richness

Telephone
conversations

Memos, letters Electronic mail

HAH

v

IEH A

Source: Based on R.H. Lengel and D.L. Daft, “The Selection of Communication Media as an Executive Skill,”

Academy of Management Executive, August 1988, pp. 225-32; and R.L. Daft and R.H. Lengel, “Organizational

Information Requirements, Media Richness, and Structural Design,” Managerial Science, May 1996, pp. 554-72. EXHIBIT11-7
Reproduced from R.L. Daft and R.A. Noe, Organizational Behavior (Fort Worth, TX: Harcourt, 2001), p. 311.
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FAR SIDE®

By GARY LARSON

=, &

1*@

The Far Sige® by Gary Larson & 1884 FarWorks, Inc. All Rights Resarsed. Used with permission.

“Well, actually, Doreen, | rather resent being
called a ‘swamp thing.’ ... | prefer the

Source: The Far Side by Gary Larson
© 1994 Far Works, Inc. All rights
reserved. Used with permission.
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term ‘wetlands-challenged-mutant.™

EXHIBIT11-8
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The A-OK Sign The “Hook’em Horns” Sign

In the United States, this is just a friendly This sign encourages University of Texas
sign for “All right!” or “Good going.” In athletes, and it's a good luck gesture in
Australia and Islamic countries, it is Brazil and Venezuela. In parts of Africa it
equivcﬂenf to what generations of high is a curse. In |h:1|y, it is signcﬂing to another
school students know as “flipping the bird.” that “your spouse is being unfaithful.”

EXHIBIT11-9
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“V" for Victory Sign

In many parts of the world, this means

"victory” or “peace.” In England, if the

palm and fingers face inward, it means

"Up yours!” especially if executed with
an upward jerk of the fingers.

© 2007 Prentice Hall Inc. All rights reserved.

Finger-Beckoning Sign

This sign means “come here” in the

United States. In Malaysia, it is used
only for calling animals. In Indonesia
and Australia, it is used for beckoning

“ladies of the nighi. "

EXHIBIT11-9 (cont'd)
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High A

context Chinese
Korean
AR Japanese

55 AL Viethamese
Arab
Greek
Spanish
ltalian
English
North American
Scandinavian
Swiss
German

=B IE

Low
context Y

EXHIBIT11-10
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GROUP WRITING _
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TO WRELTE A SEMTEMCE.
THE ADMANTAGE OF THLS
METHOD 15 THAT YOu END
UF WITH SOMETHING FOR
WHEH 10U WITLL NOT BE
FERSONALLY BLARED.

\

ki

owld TS fef

IT ATEHT OFFERD s
PEOFLE MANED A

"THBADORE" WORD.

SR

)

ITS OWERUSED,  THIS AINT
IF ¥OU ASK,

GHARESPEARE §
LETS LSL LoDy
WE ALL UNIER=
STAND,

(

5. Adams, Build o Bebar Lifs by Sedling Ofics Suppliss (Kansas City, MO Andress & McMed, 1991], p. 31, Diber reprinted with per-
rnission of Linited Feafures Symdicate, Inc.
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A nine-by-nine matrix
outlining 81 different
leadership styles.

EXHIBIT12-1
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RIS IR AL

Good | e e e
"""" Task-Oriented
()
(&)
(-
©
£
O
)
D- >
— Relationship
-Oriented
Poor ------------------

Favorable Moderate Unfavorable

» Category
* Leader-Member
Relations
» Task Structure
* Position Power
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Exhibit 12-2
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Category
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Posifion power

EXHIBIT12-2
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Personal compatibility,
subordinate competence,
and/or extroverted personality

~a—p  |eader

Formal

| Trust remmmm————a relations
' * High interactions

Subordmnie' Subordmute| Suborcllnufel Subardinutel Suburclinufe' Subordinuie\
D E F

In-group Out-group

EXHIBIT12-3
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Leader behavior Outcomes

® Directive ® Achievement-oriented - Perfof:nqnce
® Participative ® Supportive e Satistaction

EXHIBIT12-4
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EXHIBIT12-5
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Source: Based on J. A. Conger and R. N. Kanungo, Charismatic EXHIBIT13-1

Leadership in Organizations (Thousand Oaks, CA: Sage, 1998), p. 94.
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Source: B. M. Bass, “From Transactional to Transformational Leadership: Learning to

Share the Vision,” Organizational Dynamics, Winter 1990, p. 22. Reprinted by permission EXHIBITI13-2
of the publisher. American Management Association, New York. All rights reserved.
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e RS KIS Rt
Full Range of Leadership Model

Effective

Active

Passive
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EXHIBIT12-2

Source: Gantz Wiley Research. Reproduced in USA Today, February 12, 2003, p. 7B.
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ARG A T RER S

Exhibit 13-6

gl

“So, does anyone in the group feel like responding
to what Richard has just shared with us?”

EXHIBIT13-6
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Defining Characteristics

Relationship-
Oriented
Leadership

Task-
Oriented
Leadership

Individual

Experience/training

Professionalism

Indifference to rewards

Job

Highly structured task
Provides its own feedback
Intrinsically satisfying

Organization

Explicit formalized goals
Rigid rules and procedures
Cohesive work groups

No effect on
Substitutes for
Neutralizes

No effect on
No effect on
Substitutes for

No effect on
No effect on
Substitutes for

Source: Based on S. Kerr and J. M. Jermier, “Substitutes for Leadership: Their Meaning and
Measurement,” Organizational Behavior and Human Performance, December 1978, p. 378.

© 2007 Prentice Hall Inc. All rights reserved.

Substitutes for
Substitutes for
Neutralizes

Substitutes for
Substitutes for
No effect on

Substitutes for
Substitutes for
Substitutes for

EXHIBIT13-7
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“I was just going to say “Well, I dow’t make the rules But,
of course, I do make the rules.”

Source: Drawing by Leo Cullum in The New Yorker, copyright ©1986 EXHIBIT 14-1

The New Yorker Magazine. Reprinted by permission.

© 2007 Prentice Hall Inc. All rights reserved.
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Upward Influence Downward Influence Lateral Influence

Rational persuasion Rational persuasion Rational persuasion
Inspirational appeals Consultation
Pressure Ingratiation
Consultation Exchange
Ingratiation Legitimacy
Exchange Personal appeals
Legitimacy Coalitions

EXHIBIT 14-2
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I 4

“Political” Label “Effective Management”
Label
1. Blaming others VSs. Fixing responsibility
2. “Kissing up” VSs. Developing working relationships

3. Apple polishing VS. Demonstrating loyalty
4. Passing the buck  vs. Delegating authority

5. Covering your rear vs. Documenting decisions
6. Creating conflict Vvs. Encouraging change and innovation
7. Forming coalitions vs. Facilitating teamwork
8. Whistle blowing Vvs. Improving efficiency
9. Scheming Vvs. Planning ahead
10. Overachieving Vvs. Competent and caeable
ource: Based on T. C. Krell, M. E.
1t -mMi denhall, and J. Sendry, “Doi
11' Ambltlous VS. Career mlndqgir;rs:i_r?th:réonce_spu;IyMorZ?sgof
12. Opportunistic vs. AStULe  rcconied ot he wiestem Academy of
. N . Management Conference, Hollywood,
13. Cunning VS. Practical-minde CA, April 1987.

14. Arrogant Vvs. Confident

© 2007 Prentice Hall xR EEfRCHQNISt Vs. Attentive to detail



Individual factors
* High selfmonitors
® |nternal locus of control
® High Mach personality
* Organizational investment
® Perceived job alternatives
* Expectations of success

Organizational factors
* Reallocation of resources
* Promotion opportunities
* Low trust
* Role ambiguity
¢ Unclear performance

evaluation system

* Zero-sum reward practices
® Democratic decision making
* High performance pressures
* Self-serving senior managers

© 2007 Prentice Hall Inc. All rights reserved.

Low

SR BUARAT NI 2

Political behavior

* High

—

Favorable outcomes
® Rewards
® Averted punishments

EXHIBIT 14-4



|l VAN

YEAR] J V.
Decreased job
satisfaction
Increased

anxiety and stress

| Increased
turnover
Reduced
+
performance

EXHIBIT 14-5
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EXHIBIT 14-6
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Source: Based on B. R. Schlenker, Impression Management (Monterey, CA:
Brooks/Cole, 1980); W. L. Gardner and M. J. Martinko, “Impression
Management in Organizations,” Journal of Management, June 1988, p. 332;
and R. B. Cialdini, “Indirect Tactics of Image Management Beyond Basking,”
in R. A. Giacalone and P. Rosenfeld (eds.), Impression Management in the
Organization (Hillsdale, NJ: Lawrence Erlbaum Associates, 1989), pp. 45-71.

EXHIBIT 14-7
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Stage |

Stage Il

Potential opposition Cognition and

or incompatibility personalization

Perceived

Antecedent conditions conbich

* Communication
® Structure

*® Personal variables Felt

conflict

© 2007 Prentice Hall Inc. All rights reserved.

A
d

Stage lli

Intentions

Conflicthandling
intentions
* Competing
. c:bllafo-msﬁhg
* Compromising
* Avoiding
* Accommodating

—

Stage IV

Behavior

Overt conflict
* Party’s
behavior
® Other's
reaction

Stage V

Outcomes

Increased

performance

EXHIBIT 15-1
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O .
> . Collaboratin
2 Competing d
E
w
o <= su)p
@
o
>
= ®
® Compromising
W o
g 2
=
O * ﬁ
[ ]
wy
=
- Avoiding Accommodating
Uncooperative Cooperative
Cooperativeness
Source: K. Thomas, “Conflict and Negotiation Processes in Organizations,” in M.D. Dunnette
and L.M. Hough (eds.), Handbook of Industrial and Organizational Psychology, 2nd ed., vol. 3

(Palo Alto, CA: Consulting Psychologists Press, 1992), p. 668. With permission.
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Annihilatory Overt efforts to destroy the other party
conflct Aggressive physical aftacks
Threats and ultimatums
Assertive verbal attacks
Overt questioning or challenging of others

Minor disagreements or misunderstandings

No conflict

Source: Based on S.P. Robbins, Managing Organizational Conflict: A Nontraditional Approach
(Upper Saddle River, NJ: Prentice Hall, 1974), pp. 93-97; and F. Glasi, “The Process of Conflict
Escalation and the Roles of Third Parties,” in G.B.J. Bomers and R. Peterson (eds.), Conflict EXHIBIT 15-3
Management and Industrial Relations (Boston: Kluwer-Nijhoff, 1982), pp. 119-40.
© 2007 Prentice Hall Inc. All rights reserved.
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Source: Based on S. P. Robbins,
Managing Organizational Conflict:
A Nontraditional Approach (Upper
Saddle River, NJ: Prentice Hall,
1974), pp. 59-89

EXHIBIT 154



Source: Based on S. P. Robbins, Managing Organizational Conflict: A Nontraditional EXHIBIT 15-4 (cont'd)

Approach (Upper Saddle River, NJ: Prentice Hall, 1974), pp. 59-89
© 2007 Prentice Hall Inc. All rights reserved.
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Bargaining - Distributive Integrative

Characteristic ~  Bargaining Bargaining
Goal Get as much of pie Expand the pie
: as possible :
Motivation Win-Lose. Win-Win
Focus A Positions Interests
Information Fow: ' 4 High-
Sharing
Duration of 3 Short term Long term
3 relationships 3

E XHIBIT 15-5

Source: Based on R. J. Lewicki and J. A. Litterer, Negotiation (Homewood, IL: Irwin, 1985), p. 280.
© 2007 Prentice Hall Inc. All rights reserved.



‘l‘)< \/I X ¢

<=Party A’s aspiration range >|
a
Settlement
-—

Party B's aspiration range

Party A’s Party B's Party A’s Party B's
target resistance resistance target
point point point point

EXHIBIT 15-6
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Preparation and
planning

Y

Definition of
ground rules

Y

BATNARH| H it Clarification and

justification

T R U M R R i
R AR A -
WIS ORIEHRGR. | oo

problem solving

Y

Closure and
implementation

EXHIBIT 15-7
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EXHIBIT 15-8

Source: Adapted from L. Khosla, “You Say Tomato,” Forbes, May 21, 2001, p. 36.
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SN—

~a—— Unit performance ——m
\‘/

[Low) —= Level of conflict » (High|
Situgfi Level of Type of Unit's internal ~ Unit performance
ruafion conflict conflict characteristics outcome

Apathetic

Low Stagnant

. MNonresponsive
A n:.m Dysfunctional o change Low
Lack of new
ideas

EXHIBIT 15-9
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(High)

~&— Productivity —»

(Low) = Work specialization » (High)

EXHIBIT 16-2
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Members at each level

(Highest) Assuming Assuming
span of 4 span of 8
] 1 X
= @ 16 o5
g . o4 \ 512
5 4,096
> 6 1,024 . Span of 8:
o 7 Operatives = 4,096
Bl Managers (Levels 1-4) = 585
Span of 4
Operatives = 4,096

Managers (Levels 1-6) = 1,365
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—

YOU WILL AFPEAR TO BE A | WEVE 6OT TO DECENTRALIZE
VISIONARY PLANMER IF YOU T0 REMOVE THE BOTTLENECKS.
DECENTRALIZE EVERYTHING
WHICH 15 CENTRALIZED
AND CENTRALLZE EVERY-
THING WHICH IS5 DECENTRAL-
IZED.

(e
= A

ONE YEAR LATER |

ORG CHART

WEVE GOT TO CENTRALLZE
To BE MORE EFFICIENT.

THE MAN IS A
Og _°© | MANAGEMENT
o pg? GENIUS,
o o
ORG CHART

Source: S. Adams, Dogbert’s Big Book of Business, DILBERT EXHIBIT 16-4
reprinted by permission of United Features Syndicate, Inc.
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Jack Gold & ik

Jack Gold,
ownermanager
|
| | | | | |
Johnny Moore, Edna Joiner, Bob Munson, = Noma Sloman, Jerry Plotkin, Helen Wright,

salesperson salesperson salesperson salesperson salesperson cashier

EXHIBIT 16-5
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The mechanistic model The organic model
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* High specialization * Cross-functional teams

* Rigid departmentalization * Cross-hierarchical teams
¢ Clear chain of command * Free flow of information
* Narrow spans of control * Wide spans of control

* Centralization * Decentralization

* High formalization * Low formalization
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Causes

Structural designs Associated

* Strategy determines . o with Performance
Mechanistic

e Size ) - and

® Technology * Organic satisfaction

® Environment

Moderated by
individual

éﬁ.éﬁ%*@%ﬁ%%*ﬁﬁ differences and

cultural norms
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Socialization process Outcomes

—p  Productivity I

Prearrival }—p Encounter '—» Metamorphosis =tepp- Commitment

- Turnover l

EXHIBIT 17-2
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EXHIBIT 17-3

Source: Based on J. Van Maanen, “People Processing: Strategies of Organizational
Socialization,” Organizational Dynamics, Summer 1978, pp. 19-36; and E. H. Schein,
Organizational Culture,” American Psychologist, February 1990, p. 116.
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Objective factors
* Innovation and risk
taking
* Attention fo detail
® Qufcome orientation
* People orientation
® Team orientation

* Aggressiveness
e Stability

Perceived as

-
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B FTE AN RBS B Top management

(Infernal customer)

Manager Suppliers

(Internal customer) (External customer)

Y

Employee
Subordinates Clients
(Internal customer) (External customer)
Coworkers or Other department
team members representatives
(Internal customer) (Internal customer)

EXHIBIT 18-2

Source: Adapted from Personnel Journal, November 1994, p. 100.
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Source: Based on C. A. Thompson, “Managing the Work-Life Balancing Act: An Introductory
Exercise,” Journal of Management Education, April 2002, p. 210; and R. Levering and M. EXHIBIT 18-4
Moskowitz, “The Best in the Worst of Times,” Fortune, February 4, 2002, pp. 60-90.
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Exercise,” Journal of Management Education, April 2002, p. 210; and R. Levering and M. EXHIBIT 18-4 (cont'd)
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Unfreezing p—» Movement p—» Refreezing

EXHIBIT 19-3
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EXHIBIT 19-5

Source: Based on J. P. Kotter, Leading Change (Boston: Harvard Business School Press, 1996).
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EXHIBIT 19-6

Source: Based on P. M. Senge, The Fifth Discipline (New York: Doubleday, 1990).
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EXHIBIT 19-7

Source: Business Week, July 16, 2001, p. 12.
© 2007 Prentice Hall Inc. All rights reserved.



AT

“\‘jj

—MEN A, ERXMEAT, MEZETEXY
S58Ccie ERIEHEKEIPE. R KE
R, TEAEEGE R R R RIEE EE A

NAHE -
M

¥ N
\
|
L2 ~
(>
_ &
AN

© 2007 Prentice Hall Inc. All rights reserved.



AT

LB

A%EIW%%EHMm

%E&

B
A BT 3?j?
RER KW =

© 2007 Prentice Hall Inc. All rights reserved.



SUINEEERY  AModelof Stress
Potential scurces individual differences Consequences
* Parception
Environmental factors * |ob experience Physiclogical symptoms
* Economic uncertainty i * Social support o * Headaches
* Political uncertainty * Belief in locus * High blocd pressure
* Technological change of contral * Heart disease
* Sellefficacy
* Hostility
Organizational factors Psycholegical symptoms
* Task demands . * Anxiety
* Role demands g - Depression
* Interpersonal demands * Decrease in job satisfaction
Personal factors Behavioral symptoms
* Family problems | - ® Preductivity
* Economic problems ® Absentesism
* Personality ® Turnowver

EXHIBIT 19-9
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The Far Side® by Gary Larson B 1990 FarWorks, Inc. All Rights Resarved. Used with permission.

Source: The Far Side® by Gary Larsen © 1995 & 1991 Farworks, Inc./Distributed EXHIBIT 19-8

by Universal Press Syndicate. Reprinted with permission. All rights reserved.
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EXHIBIT 19-10
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