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UNIT-1 

INTRODUCTION TO ORGANIZATIONAL BEHAVIOUR 

MEANING & DEFINITION  

In words of K Aswathappa, “OB is the study of human behaviour in 

organisational setting, of the interface between human behaviour and 

organisation and of the organisation itself.” 

In words of Stephen P. Robbins, “OB is a field of study that investigates the 

impact that individuals, groups and structures have on behaviour within 

organisations for the purpose of applying such knowledge towards improving an 

organisation’s effectiveness.” 

According to Davis and Newstram, “Organisational behaviour is the study and 

application of knowledge about how people act within organisations.” 

OB is the study of individual behaviour in isolation, when in group and 

as a part of an organisation. The study of individual behaviour only, would be 

incomplete because behaviour is affected by the people surrounding us as well 

as by the organisation, in which we work. Studying only individuals or only 

organisations would be of no use. It is essential to study both simultaneously. 

 

NATURE 

Organizational behaviour has emerged as a separate field of study. 
The nature it has acquired is identified as follows: 
1.  A Separate Field of Study and Not a Discipline Only: 
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By definition, a discipline is an accepted science that is based on a theoretical 
foundation. But, O.B. has a multi- interdisciplinary orientation and is, thus, not 
based on a specific theoretical background. Therefore, it is better reasonable to 
call O.B. a separate field of study rather than a discipline only. 
 
2.  An Interdisciplinary Approach: 
Organizational behaviour is essentially an interdisciplinary approach to study 
human behaviour at work. It tries to integrate the relevant knowledge drawn 
from related disciplines like psychology, sociology and anthropology to make 
them applicable for studying and analysing organizational behaviour. 
 
3.  An Applied Science: 
The very nature of O.B. is applied. What O.B. basically does is the application 
of various researches to solve the organizational problems related to human 
behaviour. The basic line of difference between pure science and O.B. is that 
while the former concentrates of fundamental researches, the latter concentrates 
on applied researches. O.B. involves both applied research and its application 
in organizational analysis. Hence, O.B. can be called both science as well as 
art. 
 
4.  A Normative Science: 
Organizational Behaviour is a normative science also. While the positive 
science discusses only cause effect relationship, O.B. prescribes how the 
findings of applied researches can be applied to socially accepted 
organizational goals. Thus, O.B. deals with what is accepted by individuals and 
society engaged in an organization. Yes, it is not that O.B. is not normative at 
all. In fact, O.B. is normative as well that is well underscored by the 
proliferation of management theories. 
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5.  A Humanistic and Optimistic Approach: 
Organizational Behaviour applies humanistic approach towards people working 
in the organization. It, deals with the thinking and feeling of human beings. 
O.B. is based on the belief that people have an innate desire to be 
independent, creative and productive. It also realizes that people working in the 
organization can and will actualise these potentials if they are given proper 
conditions and environment. Environment affects performance or workers 
working in an organization. 
 
6.  A Total System Approach: 
The system approach is one that integrates all the variables, affecting 
organizational functioning. The systems approach has been developed by the 
behavioural scientists to analyse human behaviour in view of his/her socio-
psychological framework. Man’s socio- psychological framework makes man a 
complex one and the systems approach tries to study his/her complexity and 
find solution to it. 
 

CHARACTERISTICS 

Some of the important characteristics of organisational behaviour are 
discussed as follows: 
1. Organisational behaviour is a rational thinking, not an emotional feeling about 
people. The major goals of organisational behaviour are to explain and predict 
human behavioural in organisations. It is action-oriented and goal-directed. 
 
2. Organisational behavioural seeks to balanced human and technical values at 
work. It seeks to achieve productivity by building and maintaining employee’s 
dignity, growth and satisfaction, rather than at the expense of these values. 
 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
Subject: Organizational Behavior  Code: DSE-C-305  Class: SY BBA 

 

PROF. ARIFA NASIR  www.dacc.edu.in 
 

3. Organisational behaviour integrates behavioural sciences. Many of its core 
concepts are borrowed from others fields and discipline like social psychology, 
sociology, and anthropology, etc. 
 
4. Organisational behaviour is both a science and an art, the knowledge about 
human behaviour in organisations leans towards being science. Modern 
organisational behaviour is, at once, empirical, interpretative, and critical. It is 
an interpretative science in the pursuit of knowledge and meaning. 
The basic purpose is to make meaningful the facts of organisational life. 
Modern OB is an optic perspective; a process for looking at events, a way of 
life. It has empirical facts, and interesting interpretations and powerful 
paradigms. 
However, it is an inaccurate science to provide specific answers to specific 
organisational problems. As such very little can be prescribed to consistently 
predict relationships between a variable on broad scale. The skills in applying 
the knowledge clearly lean towards being art. 
 
5. Organisational behaviour exists at multiple like levels. Behaviour occurs at 
the individual, the group, and the organisational systems levels. Behaviour that 
is attributable to each of these levels can be both identified and isolated but at 
the same time these three levels interact with each other and OB-being 
affected by the behaviour of individuals, group level behaviour is affected by 
the organisational level phenomena and so on. 
 
6. Organisational behaviour does not exist in vacuum. Organisations are made 
up of both social and technical components and therefore characterized as 
social-technical systems. The operational implication of this is that any approach 
of looking at behaviour must also take into account the technical component of 
organisation especially such issues as the nature of work and the technology. 
Organisations at the same time, must take into account the constructs of the 
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working environment, for example, the extent to which the market and the 
product is changing. 
 

SCOPE 

The scope of the organizational behaviour is as under: 
1. Individual Behaviour 

 (i) Personality 
 (ii) Perception  
(iii) Values and Attitudes 
 (iv) Learning  
(v) Motivation 

 
2. Group Behaviour  

(i) Work groups and group dynamics  
(ii) Dynamics of conflict (iii) Communciation 
 (iv) Leadership  
(v) Morale  

 
3. Organization: Structure, Process and Application 

 (i) Organizational Climate  
(ii) Organizational Culture  
(iii) Organizational Change 
(iv) Organizational Effectiveness  
(v) Organizational Development 

 
The field of the organizational behaviour does not depend upon deductions 

based on gut feelings but attempts to gather information regarding an issue in 
a scientific manner under controlled conditions. It uses information and 
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interprets the findings so that the behaviour of an individual and group can be 
canalized as desired. 
 

Organizations have been set up to fulfil needs of the people. In today’s 

competitive world, the organizations have to be growth-oriented. This is possible 

when productivity is ensured with respect to quantity of product to be produced 

with zero error quality. Employee absenteeism and turnover has a negative 

impact on productivity. 

 

KEY ELEMENTS OF OB 

There are basically 4 elements which are studied under the term 

“Organisational Behaviour”. These are People, Structure, Technology and 

Environment. The elements are discussed below: 

People 
People refer to different employees working in organisations. These peoples 
work as either individually or in groups and make up the whole working 
structure of the organisation. 

These are very important factor and as there is no alternative available in 
place of its employees for the companies. Employees help in achieving the 
objectives of the organisations. 

They need to managed and treated properly. Managers are required to properly 
study and understand the nature of their different employees. It will help in 
developing better employee and employer relations. Productivity will eventually 
improve by properly understanding this element. 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
Subject: Organizational Behavior  Code: DSE-C-305  Class: SY BBA 

 

PROF. ARIFA NASIR  www.dacc.edu.in 
 

Structure 
Structure is related to the roles and relationship of different individuals working 
in an organization. It is important that the roles and responsibility of each 
individual working in an organization should be defined clearly. 

It avoids any confusion and leads to better efficiency of peoples working 
there. It enables the proper division of whole work and allocating right work to 
the right person. 

Employees, when getting work as per their skill, achieve better efficiency and 
help in the attainment of goals in a better way. Therefore, the structure has an 
important role in developing the proper employer and employee relation 
network. 

Technology 
Technology is the one with the help of which employees are able to perform 
their task effectively. In its absences, it is difficult for employees to work with 
bare hands. Technology makes the task and work of people easy. 

It includes different machines, methods, tools and resources. The requirement 
of technology depends upon the nature of work to be done and scale of 
operations. 

Technology has an important role in improving the work quality and reducing 
the cost of production. However, the usage of technology puts certain 
restrictions on the freedom of people working. It requires different terms and 
conditions to be followed. 

Environment 
Environment is a crucial part of organisation behaviour. There are two types of 
environment within which organisation exist that is the internal environment and 
external environment. 
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Organisation can’t exist alone and is a part of large system containing 
numerous elements like society, family, government and other organisations. 

Internal environment refers to organisation culture, its structure and its 
resources. Whereas the external environment includes various political, social, 
economic, cultural and technological factors. All these factors have different 
influence on the working of the organisation and need to be studied properly. 

 Interactive behaviour 
In any organisation, the interactive relations and behaviour between individual 
and groups as well as the relations by formal and informal ways also have an 
important role to make perspectives in organisational behaviour. The mutual 
behaviour among people may be developed by the identification, existence and 
interactive role in any organisation and society. 

MODELS OF OB 

The five models of organisational behaviour are the: 

 autocratic model, 
 custodial model, 
 supportive model, 
 collegial model and 
 system model. 

AUTOCRATIC MODEL 

Autocratic model is the model that depends upon strength, power and formal 
authority. 
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In an autocratic organisation, the people (management/owners) who manage the 
tasks in an organisation have formal authority for controlling the employees who 
work under them. These lower-level employees have little control over the work 
function. Their ideas and innovations are not generally welcomed, as the key 
decisions are made at the top management level. 

The guiding principle behind this model is that management/owners have 
enormous business expertise, and the average employee has relatively low 
levels of skill and needs to be fully directed and guided. This type of autocratic 
management system was common in factories in the industrial revolution era. 

One of the more significant problems associated with the autocratic model is 
that the management team is required to micromanage the staff – where they 
have to watch all the details and make every single decision. Clearly, in a 
more modern-day organisation, where highly paid specialists are employed an 
autocratic system becomes impractical and highly inefficient. 

The autocratic model is also a detractor to job satisfaction and employee 
morale. This is because employees do not feel valued and part of the overall 
team. This leads to a low-level of work performance. While the autocratic 
model might be appropriate for some very automated factory situations, it has 
become outdated for most modern-day organisations. 

CUSTODIAL MODEL 

The custodial model is based around the concept of providing economic 
security for employees – through wages and other benefits – that will create 
employee loyalty and motivation. 
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In some countries, many professional companies provide health benefits, 
corporate cars, financial packaging of salary, and so on – these are incentives 
designed to attract and retain quality staff. 

The underlying theory for the organisation is that they will have a greater 
skilled workforce, more motivated employees, and have a competitive advantage 
through employee knowledge and expertise. 

 
SUPPORTIVE MODEL 

Unlike the two earlier approaches, the supportive model is focused around 
aspiring leadership. 

It is not based upon control and authority (the autocratic model) or upon 
incentives (the custodial model), but instead tries to motivate staff through the 
manager-employee relationship and how employees are treated on a day-to-day 
basis. 

Quite opposite to the autocratic model, this approach states that employees are 
self-motivated and have value and insight to contribute to the organisation, 
beyond just their day-to-day role. 

The intent of this model is to motivate employees through a positive workplace 
where their ideas are encouraged and often adapted. Therefore, the employees 
have some form of “buy-in” to the organisation and its direction. 
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COLLEGIAL MODEL 

The collegial model is based around teamwork – everybody working as 
colleagues (hence the name of the model). 

The overall environment and corporate culture need to be aligned to this 
model, where everybody is actively participating – is not about status and job 
titles – everybody is encouraged to work together to build a better organisation. 

The role of the manager is to foster this teamwork and create positive and 
energetic workplaces. In much regard, the manager can be considered to be 
the “coach” of the team. And as coach, the goal is to make the team perform 
well overall, rather than focus on their own performance, or the performance of 
key individuals. 

The collegial model is quite effective in organisations that need to find new 
approaches – marketing teams, research and development, technology/software – 
indeed anywhere the competitive landscape is constantly changing and ideas 
and innovation are key competitive success factors. 

SYSTEM MODEL 

The final organisational model is referred to as the system model.This is the 
most contemporary model of the five models discussed in this article. In the 
system model, the organisation looks at the overall structure and team 
environment, and considers that individuals have different goals, talents and 
potential. 
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The intent of the system model is to try and balance the goals of the individual 
with the goals of the organisation. 

Individuals obviously want good remuneration, job security, but also want to 
work in a positive work environment where the organisation adds value to the 
community and/or its customers. 

The system of model should be an overall partnership of managers and 
employees with a common goal, and where everybody feels that they have a 
stake in the organisation. 

IMPORTANCE 

OB can touch every spectrum of business competitiveness by explaining, 
predicting, and influencing the behaviour of people. 
Let us look at some of them: 
1. Creates Sustainable Competitive Advantage: 
Everyone knows that the voice of Lata Mangeshkar is very melodious. It is 
valuable, rare and difficult to imitate. Hence, she has been having little or no 
competition for long and no one could substitute her. This analogy explains 
sustainable competitive advantage. Resource-based view of firms asserts that 
competitive advantage is created through valuable, rare, inimitable, and non-
substitutable resources. 
OB converts people in an organisation into valuable, rare, inimitable, and non-
substitutable through various OB practices aligned to achieve goals. For 
example, OB can create a culture of innovation, performance, knowledge 
sharing, and trust through a combination of individual development, team 
design, and leadership development. 
Google would meet this bill and this is the reason why it is difficult to beat 
them. Though OB deals with developing people in the organisation, its 
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reverberations can be felt by the customers too. If the employees are not 
happy or do not behave appropriately with the customers, the result can be 
disastrous. 
2. Individual Component: 
Rajiv is not able to get results in sales and finds the job very stressful. His 
boss suspects his introvert nature. If we had a psychometric test before 
selecting him for the job, this situation could have been avoided. If we erred in 
selection, we can still confirm his personality trait and shift him to another job 
profile where he can succeed. A third alternative is to train him to change his 
behaviour. 
This illustrates that OB is important to accomplish the following: 
i. Identify the underlying reasons for poor or non-performance and enable 
change. 
ii. Help a person to modify his/her behaviour to achieve full potential by 
identifying what motivates a person, how the person can learn and be more 
creative, and manage stress. In other words, OB can facilitate taking a whole 
gamut of actions required for the person to contribute to competitiveness. 
3. Group/Team Component: 
A company had created two teams simultaneously to develop a new product. 
The Vice-President, product development, had done so to create internal 
competition and speed up the product development to beat the competition. 
After three months, Team A’ had made no progress, but Team ‘B’ was on the 
verge of testing the first prototype. Both teams were full of bright people. 
Hence, the Vice-President wondered what had happened to Team A’. After 
some deliberation, one Ms Shami Jain was transferred from Team ‘B’ to Team 
A’. 
She realised that Team A’ had far better ideas, but was unable to take a 
decision. She championed one of the ideas, and within a month, Team A’ 
came out with a prototype, which was later adopted by the company.  
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What did the Vice-President do? She used her knowledge of Team Wheel from 
OB and transferred a person who could get Team A’ to decide. This illustrates 
the importance of OB in designing effective teams. 
4. Organisational Component: 
OB helps in designing, structuring, and changing culture to create a learning 
and innovative organisation. It suggests ways to implant an organisational sub-
culture within the overall culture. 
For instance, although employees and organisations in Kerala respond to 
frequent ‘hartals’ (enforced stoppage of work as a method of protest adopted 
by political parties in India), employees of various organisations working in the 
Technopark in Trivandrum, the capital of Kerala, where the IT industries are 
located, do not participate in such hartals. It shows the existence of a sub-
culture in companies located in the Technopark. 
5. Leadership Component: 
Kasper Rorsted is known for transforming Henkel. Armed with the knowledge of 
OB, he reinvented the culture of Henkel into a ‘winning culture’. His leadership 
style, knowledge of the leadership style of his team, and understanding of the 
methods to change the behaviour of people helped him create the winning 
culture. Leading organisations through crisis and creating transformation are 
strong contributions of OB. 
6. External Forces Component: 
Southwest Airline, the pioneer of the low cost airlines in the US, is widely 
known for its innovative and fun loving working environment. In fact, having a 
fun loving nature was the first requirement to get a job in the company. The 
management actually sponsored its union and encouraged them negotiate even 
wages. Ludicrous! Don’t you think so? 
But guess what the result was? The company recorded quarter after quarter 
profit, even though every other low cost airline was making a loss. Here, the 
management knew the external political forces that would intervene to create a 
union and pre-empted it with its own model of union. 
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Similarly, global economic slowdown could lead to benching (being on job roll 
with pay, but no job to do) in IT companies, which leads to loss of experience 
and developing negative attitudes towards the organisation. OB could use tools 
of learning, job rotation, intrinsic motivators, corporate social responsibility 
actions and innumerable other methods to counter the impact of a slowdown. 
 

CHALLENGES 

The significance of studying OB is increasing day-by-day due to dynamic 
business environment. Now-a-days, numerous changes are taking place in the 
global, industrial, and organizational setups. These changes have brought 
numerous challenges for OB. 
Following points discuss these issues briefly: 
1. Globalization: 
Implies that no organization can work effectively in isolation and has to comply 
with the global factors that have an impact on it. Globalization poses numerous 
challenges in front of an organization. At the individual level, an employee may 
require to work on foreign assignments or collaborate with people from different 
cultures. 
At the group level, problems may arise in decision-making procedures and 
while working in teams that include people of different cultural backgrounds. At 
the organizational level, problems may arise in case of mergers or acquisitions 
due to vast cultural differences. 
2. Management of Workforce Diversity: 
Refers to the need of numerous conflict resolution techniques and problem- 
solving approaches to deal with diverse workforce. It is difficult to manage the 
employees belonging to different cultural backgrounds, due to differences in 
their values, beliefs, attitudes, and behaviors. A proper management of 
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workforce diversity can have numerous positive results, such as the availability 
of fresh ideas and talents. 
3. Improvement in Quality and Productivity: 
Refers to matching the desired levels of quality and productivity with the ever-
changing demands. Management guru Tom Peter says, “Almost all quality 
improvement comes via simplification of design, manufacturing, layout, 
processes, and procedures.” Now-a-days, a number of programs, such as 
process reengineering and quality management are being implemented to bring 
improvement in productivity. 
4. Improvement in People Skills: 
Implies that it is the necessity of time to improve and upgrade the skills of 
employees from time to time. The change in business, political, and 
technological environment makes it important to train and develop the 
employees according to new trends. The technical and interpersonal skills of 
employees need constant improvement. 
 
 
5. Incorporation of Innovation: 
Implies that it is necessary to incorporate change in rules, regulations, 
processes and procedures of an organization to suit the current standards. It is 
easy to formulate the strategies for change in an organization, but difficult to 
implement it due to the employee resistance. If the resistance of employees is 
overcome then the positive changes can be brought in the organization to 
enhance the productivity level. 
6. Incorporation of Work-Life Balance: 
Indicates that the demanding work schedules and challenging jobs tend to 
upset the personal and social life of employees at times. Work-life balance can 
be achieved by implementing the concepts, such as work from home and 
flexible work-timings. 
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CONTRIBUTING DISCIPLINES TO THE FIELD OF OB 

Organization behaviour an applied science that is built up on contribution from 
a number of behavioural science such as: 
 
1. Psychology 
The terms psychology comes from the Greek word ‘Psyche’ meaning soul or 
spirit. Psychology is the science that seeks to measure, explain and sometimes 
change the behaviour of human beings. Modern psychology is almost 
universally defined as the science of behaviour which is nearly identical 
with behavioural science, in general. Psychology has a great deal of influence 
on the field of organizational behaviour. Psychology is concerned with individual 
behaviour. 
 
Psychology studies behaviour of different people in various conditions such as 
normal, abnormal, social, industrial legal, childhood, adolescence, old age, etc. It 
also studies processes of human behavior, such as learning, motivation, 
perception, individual and group decision-making, pattern of influences change in 
organization, group process, satisfaction, communication, selection and training.  
 
It is a science, which describes the change of behaviour of human and other 
animals. It is concerned with the more study of human behaviour. The major 
contribution of psychology in the field of OB (Organizational Behaviour) have 
been concerned are following: 

o Learning 

o Personality 

o Perception 

o Individual decision-making 

o Performance appraised 
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o Attitude measurement 

o Employee selected 

o Work design 

o Motivation 

o Emotions 

o Work strain 

o Job satisfaction 

2. Social Psychology 
Social psychology is that part of psychology that integrates concepts from 
psychology and sociology. In other words, social psychology studies all aspects 
of social behaviour and social thought – how people think about and interact with 
others. One of the areas receiving considerable attention from social psychology 
is change law to reduce its resistance and implement it successfully. Additionally, 
social psychology is useful in the areas of measuring and understanding changing 
attitudes; communication patterns; the ways in which group activities can satisfy 
individual needs and group decision making processes. It focuses on the 
influences of people on one another. 
 
It is an area within psychology that blends concepts from psychology and 
sociology and that focuses on the influence of people on one another. The major 
contributions of social psychology to OB are as follows: 

o Behaviour change 

o Attitude change 

o Communication 

o Group process 

o Group decision-making 

3. Sociology 
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Sociology is the study of group behavior. It can be described as an academic 
discipline that utilizes the scientific method in accumulating knowledge about a 
person’s social behavior. In other words, it studies the behaviour of the people 
in relation to their fellow human beings. Some of the areas within OB that have 
received valuable input from sociologist include group dynamics, organizational 
culture, formal organization theory and structure, organizational 
technology, bureaucracy, communication power, conflict and inter-group behavior. 
To the managerial practice, its contribution is mainly in the field of bureaucracy, 
role structures, social system theory, group dynamics, effect of industrialization 
on the social behaviour etc. 
 
It is the study of society, social institution and social relationship. The main 
contributions of sociology to the field of OB are as follows: 

o Group dynamics 

o Communication 

o Power 

o Conflict 

o Inter group behavior 

o Formal organizational theory 

o Organizational technology 

o Organizational change 

o Organizational culture 

4. Anthropology 
The term anthropology combines the Greek term ‘anthropo’ meaning man and 
the noun ending ‘logy’ meaning science. Thus, anthropology can be defined as 
the science of man. It is also known as ‘science of humanity’ which encompasses 
a broad range of studies including the evolutionary history of human beings and 
features of different societies, cultures and human groups. In other words, the 
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field of anthropology studies the relationship between individuals and their 
environment. Groups of individual living together create a body of shared ideas 
that are called culture. Culture is embodies in the system of symbols shared by 
a group of people and is reflected in their language and beliefs. The culture of 
a civilization or the sub-culture of a defined group is transmitted by the stories 
and myths told by members of the group. These stories and myths help the 
groups to understand who they are and what things are important. 
 
It is the study of society to learn human beings and their activities. The major 
contributions of Anthropology in the field of OB are as follows: 

o Comparative values 

o Comparative attitudes 

o Cross-culture analysis 

o Organization environment 

o Organization culture 

5. Political Science 
Political science is the branch of social science which deals with politics in its 
theory and practice, and the analysis of various political system and political 
behaviors. Political scientists study thebehaviourof individuals and groups within 
a political environment. Specific topics of concern to political scientists include 
conflict resolution, group coalition, allocation of power and how people manipulate 
power for individual self-interest. In other words, political science helps us to 
understand the dynamics of power and politics within organizations, since there 
is usually a hierarchical structure of differing levels of managers and subordinates. 
 
It is the study of thebehaviourof individuals and group within or political 
environment. The main contribution of political science in the field of OB have 
been concerned with: 

o Conflict 
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o Intra-organizational policies 

o Power 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

UNIT-2 

INDIVIDUAL DETERMINANTS OF ORGANIZATIONAL BEHAVIOUR 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
Subject: Organizational Behavior  Code: DSE-C-305  Class: SY BBA 

 

PROF. ARIFA NASIR  www.dacc.edu.in 
 

 

INDIVIDUAL BEHAVIOUR 

 

Factors Influencing Individual Behavior 

 

Many characteristics of individual behavior (or human beings) are inherited and 

many others are formed because of various environmental factors. Individual 

behavior is influenced by personal factor, psychological factor, organizational 

factors and environmental factors. 

 

1. Personal Factors 
 

Every individual brings to the work place a variety of personal characteristics and 

attributes like age, sex, education, intelligence, marital status, religion and number 

of dependents etc. 

 

 

 

 

i) Age 
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Age is an important factor that organizations are concern about. Age has an 

impact on the performance, turnover, absenteeism, productivity and satisfaction 

levels of employees. In the other simple words, performance depends on age. 

As age advances, performance is likely to decline. Similarly, aging has impact 

on turnover. The older people are less likely to quit the job. Age-absence 

relationship depends on whether absenteeism is avoidable or unavoidable. 

Generally, older employees have lower rate of avoidable absence than the 

younger employees. However, they have high rate of unavoidable absence. This 

probably because of poor health associated with old age. With regard to 

productivity, older age results in reduced productivity. This is because of the 

decline in individual’s skills as he grows older in age. This is a positive association 

between age and satisfaction. 

 

ii) Gender (Sex) 

There are important differences between men and women which is because of 

their inherent qualities and family responsibilities that affect their job performance. 

Man is expected to be tough while a woman is expected to be gentle and highly 

emotional, are some of the stereotyped assumption that have no basis in genetic 

influences. These behaviors are developed due to differences in treatment that 

the boys and girls receive in the family environment. 

 

Psychological studies have found that women are more willing to conform to 

authority and less aggressive. On the other hand, men are more aggressive, 

have more expectations, and are more ambitious than women. While the stability 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
Subject: Organizational Behavior  Code: DSE-C-305  Class: SY BBA 

 

PROF. ARIFA NASIR  www.dacc.edu.in 
 

rate is higher among women employees, the absenteeism rate is also higher; 

this can be attributed to the fact that they are expected to shoulder more family 

responsibilities than men. Research studies on male and female employees say 

that there are no consistent male-female difference in problem-solving ability, 

analytical skills and competitive drive. 

Even though some work roles are assumed to be the exclusive domain of 

modified to accommodate man in these positions. As far as the administration of 

the management process is concerned, women, in general do not differ from 

men in their operative behaviors. 

iii. Emotional Intelligence 

Highly intelligent employees learn job-related skills and other organizational 

practices quickly, and organizations have to spend less time for training them. 

People with high intelligence have a good decision-making ability because of their 

good analytical and reasoning skills. They are very productive and have a 

high achievement drive. This is the age of emotional intelligence, and today’s 

recruiting managers make sure that candidates have it. The five components of 

emotional intelligence at work are: 

 Self-awareness: Self-confidence, realistic self-assessment and self-
deprecating sense of humor. 

 Self-regulation: Trust worthiness and integrity, comfort with ambiguity 
and openness to change. 

 Motivation: A strong drive to achieve, even in the time of failure, 
and organizational commitment. 

 Empathy: Expertise in building and retaining talent, cross-cultural 
sensitivity and service to clients and customers. 
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 Social Skills: Effectiveness in leading change, persuasiveness and 
expertise in building and leading teams. 

 

iv) Marital Status 

Marital status has influence on absenteeism, turn over and satisfaction. Married 

employees have fewer absences, undergo less turn over, and are more satisfied 

with their jobs than the unmarried ones. In fact, married employees are more 

conscious of their responsibilities. Satisfaction levels were found to be in equal 

ratio among both married and unmarried employees. Employees belonging to 

both categories were unsatisfied in terms of the salary they got 

from organizations. Marriage imposes additional responsibility hence the need for 

steady job and steady income. 

v) Education 

Education has its effect upon individual behavior largely through the level and 

type of education received. Increased levels of education serve to increase an 

individual’s expectations about positive outcomes. These outcomes are generally 

perceived to be a more satisfying job, higher income level and greater alternative 

sources for occupational choice i.e. the good life. 

 

vi) Religion 

Religion and culture also determine attitude towards work and towards financial 

incentives. In other words, religion and religiously based cultures that play an 

important role in determining some aspects of individual behavior, especially those 
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that concern morals, ethics and a code of conduct. Highly religious people have 

high moral standards and usually do not tell lies or talk ill of others. They are 

highly contented thus strive for the goal of achievement and self-fulfillment. 

 

 

 

 

vii) Abilities 

Ability refers to the actual skills and capabilities that a person possesses and is 

required for the effective performance of activities. Ability of an individual is made 

up of two sets of skills i.e. intellectual ability and physical ability. Railways need 

to ensure that its employees possess the necessary abilities to engage in the 

behavior required for effective performance. This is accomplished either by careful 

selection of people or by a combination of selection and training. 

2. Psychological Factors 
 

Psychological factors may include perception, values, attitudes, psychological 

needs, personality and motivation. All factors can be explained as follows: 

i) Perception 

Perception is an outcome of an object. It is the view point which one interprets 

a situation. For instance, a railway booking clerk facing a well-dressed person 

perceives him to be of high status and talks to him nicely, whereas he tends to 
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ignore an ill-dressed person, or make him wait, though both the passengers want 

first class ticket. Perception is a major factor that contributes to individual behavior 

and differences, both in personal and organizational life. 

ii) Values 

Values are the foundation for behavioral difference among individuals, and they 

help in understanding the attributes and motivation. Values represent the basic 

conviction that a specific made of conduct is personally or socially preferable to 

an opposite mode of conduct. They have both context and intensity attributes. 

The context attribute says that a mode of conduct is important and the intensity 

attribute gives importance to specific. Values are judgmental by nature, and every 

individual has a different conception of what is right, good or desirable and what 

is not right, not good or undesirable. 

 

In the today’s modern and competitive business environment, managers have to 

be capable of working with people from different cultures. Because values and 

attributes differ across cultures, and understanding of these differences will be 

helpful in explaining and predicting the behavior of employees form different 

cultures. 

 

iii) Attitudes 
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The term ‘Attitude’ is very common and used in everyday life to describe people’s 

behavior. It is a way of organizing a perception. In other words, it is more or 

less a stable tendency to feel, think, perceive and act in a certain manner towards 

an object or a situation. It is a tendency to act in a certain way, either favorably 

or unfavorably concerning objects, people or events. Attitude has three elements 

in it that lead to measurable outcomes. These are feelings, thoughts and behavior. 

Feelings and thoughts can be measured by simply asking individuals about their 

feelings and opinions. Behavior can be measured either by actual one’s actions 

or simply by asking the person how he would act in a certain situation. By 

measuring and integrating these three elements, a person’s attitude towards a 

given situation can be established. 

 

In general, a person may have a positive attitude which means a good outlook 

of life, or negative attitude which means continuous complaining about problems 

in life. For example, if you showed a glass half-filled with water to A and B and 

asked them to describe it. 

 

If A says, “The glass is half-full”, B says “The glass is half-empty” then here A’s 

attitude is positive and that of B is negative. Positive attitude is something that 

organizations look for while interviewing candidates. Organizationally speaking, an 

employee’s negative attitude about work may be reflected by sub-standard work 

performance, excessive absenteeism, excessive complaining about work 

environment or disobedience of rules or authority. These attitudes can be changed 

with simply persuasion or by training and coaching. 
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iv) Psychological Needs 

 

Psychological needs basically mean the internal needs of a person. Individuals 

differ in their patterns of psychological needs. Such needs are derived from the 

source within an individual. Every individual has a different kind of need. There 

are three basic psychological needs: need for excellence, need for affiliation and 

need for power. Types of psychological needs and their behavior are shown in 

the table. 

Psychologic

al 
Characteristics Behavior (Outcomes) 

1. Need for 

Excellence 

 Compete 
with standard of 
excellence 

 Set 
challenging 
goals 

 Very 
persistent 

 Look for 
alternative paths 
to achieve goal 

 Desire for 
a challenging 

 High productivity 

 High turnover rate 

 Low satisfaction level 
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job and 
recognition 

2. Need for 

Affiliation 

 Establish 
and maintain 
close personal 
relationship 

 Display 
emotions openly 

 Very 
warm in 
relationship 

 Low Productivity 

 Average turnover rate 

 Low satisfaction level 

3. Need for 

Power 

 Authoritati
ve 

 Hungry 
for status 

 Desire to 
be informed 
about everything 
and to monitor 
things 

 Do not 
encourage any 
questioning by 
subordinates 

 Average productivity 

 Average turnover rate 

 Low satisfaction 
levels                              
    

 

  

 

v) Personality 
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Personality factors must be taken into account in determining the suitability of an 

individual for a position in an organization. It refers to personal traits such as 

dominance, aggressiveness, persistence and other qualities reflected through a 

person’s behavior. An individual’s personality determines the type of activities for 

which he is suited and the likelihood that the person would be able to perform 

the task effectively. 

 

vi) Motivation 

 

Happy workers are the productive workers. To make them happy proper motivation 

is so essential. Motivation refers to all the forces operating within a person to 

cause him to engage in certain kinds of behavior rather than others. Motivation 

may be internal e.g. a person’s skill, ability and intelligence; or external e.g., 

incentives, training, etc. Further, a person’s motivation is influenced by this 

attitudes, beliefs, values and goals. 

 

3. Organizational Factors 
 

Individual behavior is influenced by a wide variety of organizational system and 
resources. Systems such as the organizational structure and hierarchy strongly 
influence and constrain both what individuals do and how they do. Some of the 
main organizational factors are organizational culture and climate, tenure, reward 
system, leadership style etc. 
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i) Organizational Culture and Climate 
 
Organizational culture and climate also affect an individual’s behavior at work. 
The various dimensions of organizational culture are values, ethics, beliefs, climate 
and culture. Organizational climate can be divided into following four categories. 
ii) Tenure 

 

Tenure refers to the length of time an employee spends with an organization. It 

has a direct impact on productivity, job performance, turnover and absenteeism. 

There is a positive relationship between seniority and job productivity and a 

negative relationship with seniority and absenteeism. Tenure is another important 

factor that has an impact on an organization’s turnover. The longer a person 

continues in a job, the less likely he/she is to quit. It is also true that there is 

positive relationship between tenure and satisfaction. People who work longer 

with an organization are not only satisfied with their work, but are also loyal to 

the organization. 

 

iii) Reward System 

 

Reward system is another influencing factor to the individual behavior. There is 

positive relationship between rewards, and individual’s work performance. It means 

when people perform well, they are positively reward through awards, 

encouragement and appreciation. The aim of rewards should be to develop among 
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employees pride in belonging to the organization and a feeling that people are 

valued. 

 

iv) Leadership Style 

 

Leadership style is another factor that helps in determining individual’s behavior 

at work. Leadership styles can be divided as autocratic, democratic, participative 

and consultative. 

 

 Autocratic Leaders: Autocratic leaders take decision on their own, 
without consulting other and use threats and other coercive ways to make 
people comply with their decisions. Autocratic leaders can only be effective 
when there is no need for any contribution from the others in the decision 
making and where the motivation of people to implement the decision will 
not be affected by the fact that they were not involved in the decision 
making. 

 Democratic Leaders: Democratic leaders involve their people in 
decision making. Democratic decision making may be difficult when the 
options differ widely and it is difficult to arrive at an equitable final decision. 
With this kind of leadership style, labor turnover and absenteeism rate is 
low and productivity is high. 

 Participative Leaders: Participative leaders involve people at all 
levels in the decision-making process. Participative leaders attend to 
people’s problems and use rewards to encourage appropriate performance. 
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Individual performance is high with this kind of leadership style, and people 
have a spirit of collaboration.  

 Consultative Leaders: In consultative leadership style, the focus of 
control for day-to-day decision making and problem solving shifts from the 
leader to the group members. Individuals display a fair amount of 
responsibility and ownership of the decisions made. Since a lot of 
responsibility is with the subordinates, turnover and absenteeism rate is 
low. 

 

4. Environmental Factors 
 

Three main environmental factors that affect individual behavior are economic 

factors, political status and technological changes. 

 

i) Economic Factors 

 

Economic factors play a very important role in determining individual behavior. 

All work is performed within economic framework that both directly and indirectly 

the individual behavior. Economic factors that influence individual behavior are: 

 

 Employment Opportunities: Employment opportunities have strong 
influence on individual behavior. Fewer job opportunities create fear of 
losing the present job and increase the emphasis on job and increase the 
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emphasis on job security and can change the basic motivation pattern of 
the individual. 

 Salaries and Wages: Salaries and wages satisfy various individual 
needs. They provide food and shelter, and measurement of achievement 
and can even serve as status symbol. Money is a complex variable and it 
affects on behavior tremendously. It is well known that wages attract people 
to certain organizations and determine their satisfaction on jobs. 

 General Economic Outlook: The general outlook also influences 
individual expectations. Especially of those employed in industries, severely 
affected by economic cycles. In fact, some employees experience layoffs 
and recalls during their entire working life, while others are insulated from 
the economy (e.g., public sector employees). Individuals who experience 
frequent layoffs are more likely to be motivated by factors that affect job 
security, while other individuals would consider job security to be relatively 
unimportant and would be motivated by other factors. 

 Political Status: Political status of a country affects individual 
behavior in many ways. When a country’s political status (government) is 
stable, it increases industries, increase job opportunities and higher wages. 
An unstable government companies are reluctant to invest, economic status 
is affected, jobs are affected, and ultimately individuals get affected. 

 

ii. Technological Change 

 

Technological change is included as an economic factor because of its potential 

effects upon individual job opportunities. Technological change has its strongest 

impact at lower level jobs, although increased automation, robotics, 

computerization and more sophisticated production technologies can affect 
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individuals at all levels. In addition to changing employment opportunities, 

technological change has its effect on job design. Although the individual may 

stay employed, the skills required to perform the job may be reduced, thus 

increasing the downward pressure on wage rates. 

PERSONALITY 

Meaning & Definition 

Personality, a characteristic way of thinking, feeling, and behaving. Personality 

embraces moods, attitudes, and opinions and is most clearly expressed in 

interactions with other people. It includes behavioral characteristics, 

both inherent and acquired, that distinguish one person from another and that 

can be observed in people’s relations to the environment and to the social 

group. 

“Personality is the relatively stable set of psychological attributes that distinguish 

one “person from another.” — Lawerence Ervin 

“Personality refers to the relatively stable pattern of behaviours and consistent 
internal states that explain a person’s behaviour tendencies.” — RT Hogan. 
“Personality is the sum total of ways in which an individual reacts and interacts 
with others.” — Stephen P. Robbins 
 

Key Determinants of Personality 

The determinants of personality can be grouped in five broad categories: 
1. Biological Factors 
2. Cultural Factors 
3. Family Factors 
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4. Social Factors 
5. Situational Factors 

Biological Factors 
The study of the biological contributions to personality may be studied 

under three heads: 

Heredity 
Heredity refers to those factors that were determined at conception. Physical 
stature, facial attractiveness, sex, temperament, muscle composition and 
reflexes, energy level, and biological rhythms are characteristics that are 
considered to be inherent from one’s parents. 
The heredity approach argues that the ultimate explanation of an individual’s 
personality is the molecular structure of the genes, located in the 
chromosomes. 

Brain 
The second biological approach is to concentrate on the role that the brain 
plays in personality. The psychologists are unable to prove empirically the 
contribution of the human brain in influencing personality. 

Preliminary results from the electrical stimulation of the brain (ESB) research 
give an indication that a better understanding of human personality and 
behaviour might come from the study of the brain. 
Biofeedback 
Until recently, physiologists and psychologists felt that certain biological 
functions such as brainwave patterns, gastric and hormonal secretions, and 
fluctuations in blood pressure and skin temperature were beyond conscious 
control. 
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Physical Features 
A vital ingredient of the personality, an individual’s external appearance, is 
biologically determined. The fact that a person is tall or short, fat or skinny, 
black or white will influence the person’s effect on others and this in turn, will 
affect the self-concept. 
 
Cultural Factors 

Among the factors that influence personality formation is the culture in 
which we are raised, early conditioning, norms prevailing within the family, 
friends and social groups and other miscellaneous experiences that impact us. 
The culture largely determines attitudes towards independence, aggression, 
competition, cooperation and a host of other human responses. 
According to Paul H Mussen, “each culture expects, and trains, its members to 
behave in ways that are acceptable to the group. To a marked degree, the 
child’s cultural group defines the range of experiences and situations he is 
likely to encounter and the values and personality characteristics that will be 
reinforced and hence learned.” 
 
Family Factors 

Whereas the culture generally prescribes and limits what a person can 
be taught, it is the family, and later the social group, which selects, interprets 
and dispenses the culture. Thus, the family probably has the most significant 
impact on early personality development. 

A substantial amount of empirical evidence indicates that the overall home 
environment created by the parents, in addition to their direct influence, 
is critical to personality development. 
The parents play an especially important part in the identification process, 
which is important to the person’s early development. 
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According to Mischel, the process can be examined from three different 
perspectives. 

 Identification can be viewed as the similarity of behaviour including 
feelings and attitudes between child and model. 
 

 Identification can be looked at as the child’s motives or desires to be 
like the model. 
 

 It can be viewed as the process through which the child actually takes 
on the attributes of the model. 

From all three perspectives, the identification process is fundamental to the 
understanding of personality development. The home environment also 
influences the personality of an individual. Siblings (brothers and sisters) also 
contribute to personality. 

Social Factors 
There is increasing recognition given to the role of other relevant 

persons, groups and especially organisations, which greatly influence an 
individual’s personality. This is commonly called the socialization process. 

Socialization involves the process by which a person acquires, from the 
enormously wide range of behavioural potentialities that are open to him or her, 
those that are ultimately synthesized and absorbed. 
Socialization starts with the initial contact between a mother and her new 
infant. After infancy, other members of the immediate family – father, brothers, 
sisters and close relatives or friends, then the social group: peers, school 
friends and members of the work group – play influential roles. 

Socialization process is especially relevant to organisational behaviour because 
the process is not confined to early childhood, taking place rather throughout 
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one’s life. In particular, the evidence is accumulating that socialization may be 
one of the best explanations for why employees behave the way they do in 
today’s organisations. 
 
Situational Factors 

Human personality is also influenced by situational factors. The effect of 
the environment is quite strong. Knowledge, skill and language are obviously 
acquired and represent important modifications of behavior. 
An individual’s personality, while generally stable and consistent, does change 
in different situations. The varying demands of different situations call forth 
different aspects of one’s personality. 

According to Milgram, “Situation exerts an important press on the individual. It 
exercises constraints and may provide a push. In certain circumstances, it is 
not so much the kind of person a man is, as the kind of situation in which he 
is placed that determines his actions”. We should therefore not look at 
personality patterns in isolation. 
 

Theories of personality 

Innumerable theories have been evolved on personality. Each theory exhibits 
one type of unique personality of an individual. However, following theories are 
considered to be more prominent among several theories. 
These five theories are briefly explained in the following paragraphs: 
 
1. Type Theory: 

According to type theories, people are grouped into identifiable 
categories. One basis for classifying personalities is based on the physique. 
Sheldon proposed type theories and he feels that a relationship is sought to be 
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established between features of body and personality. Thus, a short plump 
person (endomorph) is said to be sociable, relaxed and even-tempered; a tall, 
thin person (ectomorph) is characterized as restrained, self-conscious and fond 
of solitude; a heavy-set muscular individual (mesomorph) is described as noisy, 
callous, and fond of physical activity. 
Classification of personalities on a physical basis is subjective. 
 
i. Alfred Adler’s Psychological Types: 

Alfred Adler postulates a single “drive” or motivating force behind all our 
behaviour and experience. By the time his theory had gelled into its most 
mature from, he called that motivating force the striving for perfection. It is the 
desire we all have to fulfil our potentials, to come closer and closer to our 
ideal. It is, as many of you will already see, very similar to the more popular 
idea of self-actualization. 
Striving for perfection was not the first phrase. Adler used to refer to his single 
motivating force. His earliest phrase was the aggression drive, referring to the 
reaction we have when other drives, such as our need to eat, be sexually 
satisfied, get things done, or be loved, are frustrated. It might be better called 
the assertiveness drive, since we tend to think of aggression as physical and 
negative. But it was Adler’s idea of the aggression drive that first caused 
friction between him and Freud. 
Freud was afraid that it would detract from the crucial position of the sex drive 
in psychoanalytic theory. Despite Freud’s dislike for the idea, he himself 
introduced something very similar much later in his life – the death instinct. 
Thus he came out with the following psychological types in his theory based on 
the energy level of the individuals. 
ii. Henry Murray’s Psychogenic Needs: 
American psychologist Henry Murray developed a theory of personality that was 
organized in terms of motives, presses, and needs. Murray described needs as 
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a, “potentiality or readiness to respond in a certain way under certain given 
circumstances”. 
Theories of personality based upon needs and motives suggest that our 
personalities are a reflection of behaviours controlled by needs. While some 
needs are temporary and changing, other needs are more deeply seated in our 
nature. According to Murray, these psychogenic needs function mostly on the 
unconscious level, but play a major role in our personality. 
Murray’s Types of Needs: 
a. Primary Needs – Primary needs are based upon biological demands, such as 
the need for oxygen, food, and water. 
b. Secondary Needs – Secondary Needs are generally psychological, such as 
the need for nurturing, independence, and achievement. 
 
 
 
Attributes or Needs which Influence Personality: 
There are several attributes suggested by psychologists as parameters to 
identify a personality. All the people have these needs and on the basis of 
degree of these needs an individual’s personality can be identified. 
Influences on Psychogenic Needs: 
Each need is important of itself. But Murray believed that needs can be 
interrelated, can support other needs, and can conflict with other needs. For 
example, the need for dominance may conflict with the need for affiliation when 
overly controlling behaviour drives away friends, family, and romantic partners. 
Murray also believed that environmental factors play a role in how these 
psychogenesis needs are displayed in behaviour. Murray called these 
environmental forces, “presses.” 
Thus, type theory focuses on needs, health and physical features to identify 
personality. 
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2. Trait Theory: 
Another interesting approach to understand personality is the trait 

approach. A personality trait is understood as being an enduring attribute of a 
person that appears consistently in different situations. Each individual trait 
differs from the other individual in a unique way. 
Psychologists working in the area of trait theory are concerned with two 
processes: 
(i) Determining the basic traits that provide a meaningful description of 
personality and 
(ii) Finding some way to measure them. 
There are two ways of assessing personality traits – (a) the person describes 
himself by answering questions about this attitudes, feelings, and behaviours 
and (b) someone else evaluates the person’s traits either from what he knows 
about – the individual/or from direct observations of behaviour. For this, 
personality inventory or a rating scale is generally used. 
 
3. Psychoanalytic Theory: 

Sigmund Freud developed the first comprehensive personality theory, 
called psychoanalytic theory. 
Freud saw personality as being- composed of three elements — id, ego, and 
super ego. 
i. The Id: 
The word ‘id’ is the Latin word for ‘it’ and refers exclusively to the innate 
component of personality. The id is the mental agency containing everything 
inherited, present at birth, and fixed in the individual’s constitution, especially 
instincts. The id, as the original personality system, expresses the primary 
principle of all human life — the immediate discharge of psychic scenery (libido) 
produced by animal drives. 
Immediate tension reduction is called pleasure principle, and the id obeys it, 
manifesting itself in an impulsive and irrational manner, regardless of the 
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consequences of its actions for others or its own self-preservation. Thus, “Id” is 
the primitive and unconscious part of the personality that contains instincts. 
ii. The Ego: 
Mental images do not satisfy needs. A man who is starving cannot satisfy his 
hunger by eating pictures. Reality should be considered. The ego develops out 
of the id because of the necessity for dealing with the real world. The hungry 
man must have food if the tension of hungry is to be reduced. Therefore, “The 
Ego” is the “executive” of the personality that is partly conscious and that 
meditates between the impulses of the Id, the prohibitions of the super ego 
and dictates of the reality. 
iii. The Super Ego: 
The super ego is the third part of the personality. It represents the internalized 
representation of the values and morals or society as taught to the child by 
and others. The super ego judges whether an action is right or wrong 
according to the standards of society. Superego is the moral arm of the 
personality that internalizes the standards and values of society and serves as 
the person’s conscience. These three elements, according to Freud, help an 
assessor to assess the personality. 
 
4. Social Learning Theory: 

Many activities of human behaviour is either learnt or modified by 
learning. 
There are two ways of learning. Learning through reinforcement of direct 
experience, and learning by observing others.  
An individual can learn by observing the actions of others and this is called 
social learning theory. An interesting story is given in Box to have a deep 
understanding of what is social learning theory. 
An individual’s action in a given situation depends upon the specific 
characteristics of a situation, the individual’s understanding of the situation, and 
past behaviour in similar situations. 
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The social learning theory focuses on behaviour patterns and cognitive 
activities like: 
(a) Competencies; 
(b) Developing cognitive Strategies; 
(c) Outcome expectations; and 
(d) Subjective value outcomes. 
It also focuses on self-regulatory systems and plans, where the individual 
differences have self-imposed goals, rules guiding the individual’s behaviour. 
 
5. The Humanistic Approach: 

The humanistic approach share a common emphasis on man’s potential 
for self-direction and freedom of choice. They are concerned with the ‘self and 
the individual’s subjective experiences. 
Carl Rogers Self Theory: 
Carl Roger’s approach to personality is described as phenomenological. 
Phenomenology is the study of the individual’s subjective experience, feelings 
and private concepts as well as his views of the world and self. According to 
Roger, behaviour is dependent upon how one perceives the world. The theory 
emphasizes the self and its characteristics. 
Thus in Rogers’ personality theory, there are two concepts – self and self-
actualization. The self-consist of all the ideas, perceptions and values that 
characterized “I” or “me”. 
 
 It includes the awareness ‘what I am’? Self-actualization is the basic 
motivating force presenting the inherent tendency of the organism to develop all 
its capabilities in ways which serve to maintain or enhance the individual. 
 
TYPES OF PERSONALITY 
 
There are commonly 4 types of personality – 
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Extraversion (E) – Introversion (I) 

The extraversion-introversion dichotomy was first explored by Jung in his theory 
of personality types as a way to describe how people respond and interact with 
the world around them. While these terms are familiar to most people, the way 
in which they are used in the MBTI differs somewhat from their popular usage. 

Extraverts (also often spelled extroverts) are "outward-turning" and tend to be 
action-oriented, enjoy more frequent social interaction, and feel energized after 
spending time with other people. Introverts are "inward-turning" and tend to be 
thought-oriented, enjoy deep and meaningful social interactions, and feel 
recharged after spending time alone. 

We all exhibit extraversion and introversion to some degree, but most of us 
tend to have an overall preference for one or the other. 
 
Sensing (S) – Intuition (N) 

This scale involves looking at how people gather information from the world 
around them. Just like with extraversion and introversion, all people spend 
some time sensing and intuiting depending on the situation. According to the 
MBTI, people tend to be dominant in one area or the other. 

People who prefer sensing tend to pay a great deal of attention to reality, 
particularly to what they can learn from their own senses. They tend to focus 
on facts and details and enjoy getting hands-on experience. Those who prefer 
intuition pay more attention to things like patterns and impressions. They enjoy 
thinking about possibilities, imagining the future, and abstract theories. 
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Thinking (T) – Feeling (F) 

This scale focuses on how people make decisions based on the information 
that they gathered from their sensing or intuition functions. People who prefer 
thinking place a greater emphasis on facts and objective data. 

They tend to be consistent, logical, and impersonal when weighing a decision. 
Those who prefer feeling are more likely to consider people and emotions 
when arriving at a conclusion. 

Judging (J) – Perceiving (P) 

The final scale involves how people tend to deal with the outside world. Those 
who lean toward judging prefer structure and firm decisions. People who lean 
toward perceiving are more open, flexible, and adaptable. These two tendencies 
interact with the other scales. 

Remember, all people at least spend some time extraverting. The judging-
perceiving scale helps describe whether you extravert when you are taking in 
new information (sensing and intuiting) or when you are making decisions 
(thinking and feeling). 

 

 

 

 

VALUES AND ATTITUDE 

Meaning 
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VALUES 

A person’s own set of principles which they consider of great importance. 

According to M. Haralambos, “A value is a belief that something is good and 
desirable”. 

According to R.K. Mukherjee, “Values are socially approved desires and goals 
that are internalized through the process of conditioning, learning or 
socialization and that become subjective preferences, standards, and 
aspirations”. 

ATTITUDE 

A way of thinking or feeling with regards to someone or something. 

 

SIMILARITIES BETWEEN VALUES AND ATTITUDES 

1. Values and attitudes are two important variables influencing the cognitive 
process and behavior. 

2. They are learned and acquired essentially from the same sources. 

3. They endure and are resistant to change. 

4. They have a reciprocal influence and are used interchangeably. 

DISSIMILARITIES BETWEEN VALUES AND ATTITUDES 
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TYPES OF VALUES 

Rokeach divided values into two types. 

Values Attitudes 

Values help to guide our behavior. 
Attitudes are the response that is 

a result of our values. 

Values decide what we think as for right, 

wrong, good, or unjust. 

Attitudes are our likes and dislike 

of things, people, and objects. 

Values are more or less permanent in 

nature. 

Attitudes are changeable with 

favorable experiences. 

They represent a single belief that, 

guides actions and judgment across 

objects and situations. 

They represent several beliefs 

focused on a specific object or 

situation. 

They derived from social and cultural 

mores. 
These are personal experiences. 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
Subject: Organizational Behavior  Code: DSE-C-305  Class: SY BBA 

 

PROF. ARIFA NASIR  www.dacc.edu.in 
 

Two types of values are; 

1. Terminal Values. 
2. Instrumental Values. 

Terminal Values are most desirable to humans and Instrumental values are 
views of how human desires should be achieved. 

Terminal Values 

These are values that we think are most important or most desirable. 

These refer to desirable end-states of existence, the goals a person would like 
to achieve during his or her lifetime. 

They include happiness, self-respect, recognition, inner harmony, leading a 
prosperous life, and professional excellence. 

Instrumental Values 

Instrumental values deal with views on acceptable modes of conductor means 
of achieving the terminal values. 

These include being honest, sincere, ethical, and being ambitious. These values 
are more focused on personality traits and character. 

There are many typologies of values. One of the most established surveys to 
assess individual values is the Rokeach Value Survey. 

This survey lists 18 terminal and 18 instrumental values in alphabetical order. 

They are given below: 
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Terminal Values Instrumental Values 

A comfortable life (a prosperous life) Ambitious (hardworking) 

An exciting life (a stimulating, active 

life) 
Broadminded (open-minded) 

A sense of accomplishment (lasting 

contribution) 
Capable (competent, efficient) 

A world of peace (free of war and 

conflict) 
Cheerful ( lighthearted, joyful) 

 A world of beauty (the beauty of 

nature and the arts) 
Clean (neat, tidy) 

Equality (brotherhood, equal 

opportunity for all) 

Courageous (standing up for your 

beliefs) 

Family security (taking care of loved 

ones) 
Forgiving (willing to pardon) 

Freedom (independence, free choice) 
Helpful (working for the welfare of 

others) 

Happiness ( contentedness) Honest (sincere, truthful) 
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Inner harmony (freedom from inner 

conflict) 
Imaginative (daring, creative) 

Mature love (sexual and spiritual 

intimacy) 
Independent (self-reliant, self-sufficient) 

National security (protection from 

attack) 
Intellectual (intelligent, reflective) 

Pleasure (an enjoyable, leisurely life) Logical (consistent, rational) 

Salvation (saved, eternal) Loving (affectionate, tender) 

Self-respect(self-esteem) Obedient (dutiful, respectful) 

Social recognition (respect, 

admiration) 
Polite (courteous, well-mannered) 

A true friend (close companionship) Responsible (dependable, reliable) 

Wisdom ( a mature understanding of 

life) 

Self-controlled (restrained, self-

disciplined) 

 

TYPES OF ATTITUDES 

The four basic types of attitudes and behaviours that are positive, negative and 
neutral. 
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1. Positive Attitude: 

This is one type of attitude in organizational behaviour. One needs to 
understand how much a positive attitude it takes to keep the work moving and 
progressing. It means that keeping a positive mindset and thinking about the 
greater good, no matter whatever the circumstances are. A positive attitude has 
many benefits which affect out other kinds of behaviour in a good way. For 
example, a person who has a positive attitude and mindset will look for the 
good in other person’s no matter how bad they behave or how bad is their 
attitude. The former person thinks about the greater good and that is why he is 
called a person with a positive attitude. 

  Confidence: 

Confidence is good attitude and one of the basic things in the list 
of positive attitudes. Generally, people with a plus or positive 
mindset are rewarded with this automatically. Confidence is 
necessary to approach life with zest. Looking at things confidently 
and saying “I’m up for this’, is enough to reflect your attitude 
towards life in general and attitude in particular. Confidence in 
other elements in the world will start with being confident with self. 

 Happiness: 

 
Happiness is the next type of attitude in the list of positive attitudes and 
behaviours. A happy mind is an abode for all the good things to self. 
Confident people are quite happy as they are not worried about results, 
interviews, etc and other similar things in life that are meant to test us. 
Look within yourself; you will find happiness. 
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 Sincerity: 

An individual with a positive mindset is often found to be quite sincere. 
He or she is aware of the work to be done, and they know that the only 
way out of a situation is through it. Sincerity is one trait that you should 
never let go off or compromise. 

 Determination: 

A determination is one of the primary rewarding points for a person 
with a positive attitude. A right dose of hard work, effort and 
determination are essential to get things the way you want. A 
person who is driven and properly determined will overcome all 
impossibilities. 

2. Negative Attitude: 

A negative attitude is something that every person should avoid. Generally, 
people will negative attitude ignore the good things in life and only think about 
whether they will fail. They often find a way out of tough situations by running 
away from it. They often compare themselves with other persons and find the 
bad in them only. In short, he is exactly the opposite of the one with a positive 
mindset. There are certain bad effects that a person with a negative mindset 
has to face. 
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 Anger: 

A person with a negative mindset is often found to be angry most 
of the time. Sometimes there might not be any kind of specific 
reason behind their anger. Anger is the root cause of self-
destruction. While some amount of anger is good, extreme cases of 
anger only lead to destruction. 

 Doubt: 

A person can question himself but he or she should never doubt 
themselves. Unfortunately, if you have a negative mindset, then you 
will often doubt yourself. Self-doubt will lead to no progress and will 
often lead to low confidence. 

 Frustration: 

A negative person is a frustrated person. As said earlier, attitude 
defines the person and that is why if you are frustrated that will 
show on your face and you will be facing some serious difficulties. 
Frustration will not help you build your career. It is an irritant and 
will keep preventing you from taking any positive step forward. 

3. Neutral Attitude: 

This is another type of attitude that is common. That mindset is a neutral one. 
There is no doubt. Neither is there any kind of hope. The people generally 
tend to ignore the problems in life. They wait for some other individual to take 
care of their problems. They generally have a lazy life and they are often 
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unemotional. It is as if they don’t think about anything that much and doesn’t 
care for the same as well.  

They never feel the need to change themselves as they can simply live with 
the way they are. 

 

4. Sikken Attitude: 

One of the most dangerous types of attitude and different is the Sikken 

attitude. The Sikken attitude has the calibre to destroy every image that comes 

in connection with a positive image. This type of attitude is more of a negative 

attitude and is very destructive. It often reflects the mind’s negativity. It is 

necessary to let go off this kind of attitude for the betterment of the self and 

the people around you. They are often difficult to be mended because the 

attitude is deep-rooted within one’s personality. However, with time, it 

nevertheless is possible to change the course of direction of this attitude. 

MOTIVATION 

Meaning 

Motivation is defined as inner burning passion caused by need, wants and 
desire which propels an individual to exert his physical and mental energy to 
achieve desired objectives. 
Motivation is goal-directed behaviour. People are motivated when they expect 
that a course of action is likely to lead to the attainment of a goal and a 
valued reward – one that satisfies their needs and wants. 
Three components of motivation 

1. Direction: what a person is trying to do. 
2. Effort: how hard a person is trying. 
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3. Persistence: how long a person keeps on trying. 
 

 

Definition  

Motivation is the willingness to exert high levels of effort toward organisational 
goals, conditioned by the effort’s ability to satisfy some individual needs. 

-Stephen P Robbins 

 
It is the desire within an individual that stimulates him or her to action. 

-George R. Terry 

t is the way in which urges, drives, desires, aspirations, strivings need direct, 
control or explain the behaviour of human beings. 

-Mc Farland 

 

TYPES OF MOTIVATION 

The two types of motivation are: 
1. Intrinsic motivation 
2. Extrinsic motivation 

Intrinsic motivation 

Intrinsic motivation can arise from self-generated factors that influence people’s 
behaviour. It is not created by external incentives. 
It can take the form of motivation by the work itself when individuals feel that 
their work is important, interesting and challenging and provides them with a 
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reasonable degree of autonomy (freedom to act), opportunities to achieve and 
advance, and scope to use and develop their skills and abilities. 

Extrinsic motivation 

Extrinsic motivation occurs when things are done to or for people to motivate 
them. 
These include rewards, such as incentives, increased pay, praise, or promotion; 
and punishments, such as disciplinary action, withholding pay, or criticism. 
Extrinsic motivators can have an immediate and powerful effect, but will not 
necessarily last long. 

 

CHARACTERISTICS  

1. Motivation is a psychological phenomenon 
It is the inner desire of an individual to achieve something more. More 
is the individual motivated better performance and organization 
relations. 
 
 

2. Motivation is a continuous process 
Since need and desire are endless so the need is a continuous 
phenomenon if one need is satisfied the other need emerges. 
 
 

3. Motivation is caused due to anticipated perceived value from an 
action. 
Perceived value is the probability or expectancy. motivation= value × 
expectancy. 
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4. Motivation varies from person to person and time to time 
Motivation is different for different persons and it also varied according 
to time and place because wants are different for different people, 
according to time and places. 
 
 

5. An individual is motivated by positive or negative motivation 
 
    -Positive motivation is based on incentives or reward. Incentive 
can be monetary and non-monetary. 
   -Negative motivation is based on penalties, calling for explanation, 
threats, fear, etc. Fear of losing the job or promotion 

 

 

MOTIVATIONAL THEORIES 

Maslow’s Need Hierarchy Theory 

Maslow's hierarchy of needs is a motivational theory in psychology comprising 

a five-tier model of human needs, often depicted as hierarchical levels within a 

pyramid. From the bottom of the hierarchy upwards, the needs are: 

physiological (food and clothing), safety (job security), love and belonging needs 

(friendship), esteem, and self-actualization. 
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Maslow (1943, 1954) stated that people are motivated to achieve certain needs 
and that some needs take precedence over others. 

Our most basic need is for physical survival, and this will be the first thing that 
motivates our behavior. Once that level is fulfilled the next level up is what 
motivates us, and so on. 

1. Physiological needs - these are biological requirements for human survival, 
e.g. air, food, drink, shelter, clothing, warmth, sex, sleep. 
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If these needs are not satisfied the human body cannot function optimally. 
Maslow considered physiological needs the most important as all the other 
needs become secondary until these needs are met. 

2. Safety needs - Once an individual’s physiological needs are satisfied, the 
needs for security and safety become salient. People want to experience order, 
predictability and control in their lives. These needs can be fulfilled by the 
family and society (e.g. police, schools, business and medical care). 

For example, emotional security, financial security (e.g. employment, social 
welfare), law and order, freedom from fear, social stability, property, health and 
wellbeing (e.g. safety against accidents and injury). 

3. Love and belongingness needs - after physiological and safety needs have 
been fulfilled, the third level of human needs is social and involves feelings of 
belongingness. The need for interpersonal relationships motivates behavior. 

Examples include friendship, intimacy, trust, and acceptance, receiving and 
giving affection and love. Affiliating, being part of a group (family, friends, 
work). 

4. Esteem needs are the fourth level in Maslow’s hierarchy - which Maslow 
classified into two categories: (i) esteem for oneself (dignity, achievement, 
mastery, independence) and (ii) the desire for reputation or respect from others 
(e.g., status, prestige). 

Maslow indicated that the need for respect or reputation is most important for 
children and adolescents and precedes real self-esteem or dignity. 

5. Self-actualization needs are the highest level in Maslow's hierarchy, and 
refer to the realization of a person's potential, self-fulfillment, seeking personal 
growth and peak experiences. Maslow (1943) describes this level as the desire 
to accomplish everything that one can, to become the most that one can be. 
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Individuals may perceive or focus on this need very specifically. For example, 
one individual may have a strong desire to become an ideal parent. In another, 
the desire may be expressed economically, academically or athletically. For 
others, it may be expressed creatively, in paintings, pictures, or inventions. 

McGregor’s Theory X & Theory Y 

Theory X and Theory Y were first explained by McGregor in his book, "The 
Human Side of Enterprise," and they refer to two styles of management – 
authoritarian (Theory X) and participative (Theory Y). 
If you believe that your team members dislike their work and have little 
motivation, then, according to McGregor, you'll likely use an authoritarian style 
of management. This approach is very "hands-on" and usually involves 
micromanaging people's work to ensure that it gets done properly. McGregor 
called this Theory X. 

On the other hand, if you believe that your people take pride in their work and 
see it as a challenge , then you'll more likely adopt a participative management 
style. Managers who use this approach trust their people to take ownership of 
their work and do it effectively by themselves. McGregor called this Theory Y. 
The approach that you take will have a significant impact on your ability to 
motivate your team members. So, it's important to understand how your 
perceptions of what motivates them can shape your management style. 

We'll now take a more in-depth look at the two different theories, and discover 
how and when they can be useful in the workplace. 

Theory X 

Theory X managers tend to take a pessimistic view of their people, and 
assume that they are naturally unmotivated and dislike work. As a result, they 
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think that team members need to be prompted, rewarded  or punished 
constantly to make sure that they complete their tasks. 
Work in organizations that are managed like this can be repetitive, and people 
are often motivated with a "carrot and stick" approach. 
Performance appraisals  and remuneration  are usually based on tangible 
results, such as sales figures or product output, and are used to control staff 
and "keep tabs" on them. 
This style of management assumes that workers: 

 Dislike their work. 

 Avoid responsibility and need constant direction. 

 Have to be controlled, forced and threatened to deliver work. 

 Need to be supervised at every step. 

 Have no incentive to work or ambition, and therefore need to be 
enticed by rewards to achieve goals. 

According to McGregor, organizations with a Theory X approach tend to have 
several tiers of managers and supervisors to oversee and direct workers. 
Authority is rarely delegated, and control remains firmly centralized. Managers 
are more authoritarian and actively intervene to get things done. 

Although Theory X management has largely fallen out of fashion in recent 
times, big organizations may find that adopting it is unavoidable due to the 
sheer number of people that they employ and the tight deadlines that they 
have to meet. 
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Theory Y 

Theory Y managers have an optimistic, positive opinion of their people, and 
they use a decentralized, participative management style. This encourages a 
more collaborative , trust-based  relationship between managers and their team 
members. 
People have greater responsibility, and managers encourage them to develop 
their skills and suggest improvements. Appraisals are regular but, unlike in 
Theory X organizations, they are used to encourage open communication rather 
than control staff. 

Theory Y organizations also give employees frequent opportunities for 
promotion. 

This style of management assumes that workers are: 

 Happy to work on their own initiative. 

 More involved in decision making. 

 Self-motivated to complete their tasks. 

 Enjoy taking ownership  of their work. 
 Seek and accept responsibility, and need little direction. 

 View work as fulfilling and challenging. 

 Solve problems creatively and imaginatively. 

Theory Y has become more popular among organizations. This reflects workers' 
increasing desire for more meaningful careers  that provide them with more 
than just money. 
It's also viewed by McGregor as superior to Theory X, which, he says, reduces 
workers to "cogs in a machine," and likely demotivates people in the long term. 
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Herzberg’s Two Factor Theory 

In 1959, Frederick Herzberg, a behavioural scientist proposed a two-factor 
theory or the motivator-hygiene theory. According to Herzberg, there are some 
job factors that result in satisfaction while there are other job factors that 
prevent dissatisfaction. According to Herzberg, the opposite of “Satisfaction” is 
“No satisfaction” and the opposite of “Dissatisfaction” is “No Dissatisfaction”. 
Herzberg classified these job factors into two categories- 

A. Hygiene factors- Hygiene factors are those job factors which are essential 
for existence of motivation at workplace. These do not lead to positive 
satisfaction for long-term. But if these factors are absent / if these factors are 
non-existant at workplace, then they lead to dissatisfaction. In other words, 
hygiene factors are those factors which when adequate/reasonable in a job, 
pacify the employees and do not make them dissatisfied. These factors are 
extrinsic to work. Hygiene factors are also called as dissatisfiers or 
maintenance factors as they are required to avoid dissatisfaction. These factors 
describe the job environment/scenario. The hygiene factors symbolized the 
physiological needs which the individuals wanted and expected to be fulfilled. 
Hygiene factors include: 

 

 Pay - The pay or salary structure should be appropriate and reasonable. 
It must be equal and competitive to those in the same industry in the 

same domain. 

 Company Policies and administrative policies - The company policies 

should not be too rigid. They should be fair and clear. It should include 

flexible working hours, dress code, breaks, vacation, etc. 
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 Fringe benefits - The employees should be offered health care plans 

(Mediclaim), benefits for the family members, employee help programmes, 

etc. 

 Physical Working conditions - The working conditions should be safe, 
clean and hygienic. The work equipment should be updated and well-

maintained. 

 Status - The employees’ status within the organization should be familiar 

and retained. 

 Interpersonal relations - The relationship of the employees with his peers, 

superiors and subordinates should be appropriate and acceptable. There 

should be no conflict or humiliation element present. 

 Job Security - The organization must provide job security to the 

employees. 

 

B. Motivational factors- According to Herzberg, the hygiene factors cannot be 

regarded as motivators. The motivational factors yield positive satisfaction. 

These factors are inherent to work. These factors motivate the employees for a 

superior performance. These factors are called satisfiers. These are factors 

involved in performing the job. Employees find these factors intrinsically 

rewarding. The motivators symbolized the psychological needs that were 

perceived as an additional benefit. Motivational factors include: 
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 Recognition - The employees should be praised and recognized for 

their accomplishments by the managers. 

 Sense of achievement - The employees must have a sense of 

achievement. This depends on the job. There must be a fruit of 

some sort in the job. 

 Growth and promotional opportunities - There must be growth and 

advancement opportunities in an organization to motivate the 

employees to perform well. 

 Responsibility - The employees must hold themselves responsible 

for the work. The managers should give them ownership of the 

work. They should minimize control but retain accountability. 

 Meaningfulness of the work - The work itself should be meaningful, 

interesting and challenging for the employee to perform and to get 

motivated. 

Limitations of Two-Factor Theory 

The two-factor theory is not free from limitations: 

1. The two-factor theory overlooks situational variables. 
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2. Herzberg assumed a correlation between satisfaction and productivity. But 

the research conducted by Herzberg stressed upon satisfaction and 

ignored productivity. 

3. The theory’s reliability is uncertain. Analysis has to be made by the 

raters. The raters may spoil the findings by analysing same response in 

different manner. 

4. No comprehensive measure of satisfaction was used. An employee may 

find his job acceptable despite the fact that he may hate/object part of 

his job. 

5. The two-factor theory is not free from bias as it is based on the natural 

reaction of employees when they are enquired the sources of satisfaction 

and dissatisfaction at work. They will blame dissatisfaction on the external 

factors such as salary structure, company policies and peer relationship. 

Also, the employees will give credit to themselves for the satisfaction 

factor at work. 

6. The theory ignores blue-collar workers. Despite these limitations, 

Herzberg’s Two-Factor theory is acceptable broadly. 
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UNIT-3 

GROUP INTERACTION & ORGANIZATIONAL BEHAVIOUR 

MEANING 

Group-dynamics is concerned with the formation and structure of groups and 
the way they affect individual members, other groups and the organisation.” 

Group dynamics refer to the adjustive changes that take place in the group 

structure as a result of changes in any part of it. As Kurt Lewin puts it, “a 

change in a part brings change throughout the entire system analogous to the 

change witnessed in an electrical or magnetic field.” The adjustive changes 

may take place in the process of interpersonal behaviour or intergroup 

behaviour. 

DEFINITION 

The word dynamics comes from a Greek word meaning force. Thus, group 
dynamics refers basically to the study of forces operating within a group. The 
term group dynamics is defined in different ways. 
Marvin E Shaw has summarised various definitions of group into four 
categories: 
 
1. Group is defined as consisting of individuals who perceive the existence of a 
group and their members in it. 
2. Group is defined on the basis of a common motivation or goal. 
3. There is a structure of the group. It is the relationships among group 
members which binds them together into a group. 
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4. The central element of a group is the interaction among its members. 
He concludes that the most accepted definition of group is that a group has 
two or more persons which are interacting with one another in such a manner 
that each person influences and is influenced by each other. 
 
GROUP TYPES 
One common way to classify group is by whether they are formal or informal 
in nature. Formal work groups are established by an organization to achieve 
organizational goals. Formal groups may take the form of command groups, 
task groups, and functional groups. 

COMMAND GROUPS. 

Command groups are specified by the organizational chart and often consist of 
a supervisor and the subordinates that report to that supervisor. An example of 
a command group is an academic department chairman and the faculty 
members in that department. 

TASK GROUPS. 

Task groups consist of people who work together to achieve a common task. 
Members are brought together to accomplish a narrow range of goals within a 
specified time period. Task groups are also commonly referred to as task 
forces. The organization appoints members and assigns the goals and tasks to 
be accomplished. Examples of assigned tasks are the development of a new 
product, the improvement of a production process, or the proposal of a 
motivational contest. Other common task groups are ad hoc committees, project 
groups, and standing committees. Ad hoc committees are temporary groups 
created to resolve a specific complaint or develop a process. Project groups 
are similar to ad hoc committees and normally disband after the group 
completes the assigned task. Standing committees are more permanent than ad 
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hoc committees and project groups. They maintain longer life spans by rotating 
members into the group. 

FUNCTIONAL GROUPS. 

A functional group is created by the organization to accomplish specific goals 
within an unspecified time frame. Functional groups remain in existence after 
achievement of current goals and objectives. Examples of functional groups 
would be a marketing department, a customer service department, or an 
accounting department. 

In contrast to formal groups, informal groups are formed naturally and in 
response to the common interests and shared values of individuals. They are 
created for purposes other than the accomplishment of organizational goals and 
do not have a specified time frame. Informal groups are not appointed by the 
organization and members can invite others to join from time to time. Informal 
groups can have a strong influence in organizations that can either be positive 
or negative. For example, employees who form an informal group can either 
discuss how to improve a production process or how to create shortcuts that 
jeopardize quality. Informal groups can take the form of interest groups, 
friendship groups, or reference groups. 

INTEREST GROUPS. 

Interest groups usually continue over time and may last longer than general 
informal groups. Members of interest groups may not be part of the same 
organizational department but they are bound together by some other common 
interest. The goals and objectives of group interests are specific to each group 
and may not be related to organizational goals and objectives. An example of 
an interest group would be students who come together to form a study group 
for a specific class. 
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FRIENDSHIP GROUPS. 

Friendship groups are formed by members who enjoy similar social activities, 
political beliefs, religious values, or other common bonds. Members enjoy each 
other's company and often meet after work to participate in these activities. For 
example, a group of employees who form a friendship group may have an 
exercise group, a softball team, or a potluck lunch once a month. 

REFERENCE GROUPS. 

A reference group is a type of group that people use to evaluate themselves. 
According to Cherrington, the main purposes of reference groups are social 
validation and social comparison. Social validation allows individuals to justify 
their attitudes and values while social comparison helps individuals evaluate 
their own actions by comparing themselves to others. Reference groups have a 
strong influence on members' behavior. By comparing themselves with other 
members, individuals are able to assess whether their behavior is acceptable 
and whether their attitudes and values are right or wrong. Reference groups 
are different from the previously discussed groups because they may not 
actually meet or form voluntarily. For example, the reference group for a new 
employee of an organization may be a group of employees that work in a 
different department or even a different organization. Family, friends, and 
religious affiliations are strong reference groups for most individuals. 

 

 

GROUP DEVELOPMENT 

According to Tuckman's theory, there are five stages of group development: 
forming, storming, norming, performing, and adjourning. During these stages 
group members must address several issues and the way in which these 
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issues are resolved determines whether the group will succeed in accomplishing 
its tasks. 

1. Forming: This stage is usually characterized by some confusion and 
uncertainty. The major goals of the group have not been established. The 
nature of the task or leadership of the group has not been determined 
(Luthans, 2005). Thus, forming is an orientation period when members 
get to know one another and share expectations about the group. 
Members learn the purpose of the group as well as the rules to be 
followed. The forming stage should not be rushed because trust and 
openness must be developed. These feelings strengthen in later stages 
of development. Individuals are often confused during this stage because 
roles are not clear and there may not be a strong leader. 

 

2. Storming: In this stage, the group is likely to see the highest level of 
disagreement and conflict. Members often challenge group goals and 
struggle for power. Individuals often vie for the leadership position during 
this stage of development. This can be a positive experience for all 
groups if members can achieve cohesiveness through resolution. 
Members often voice concern and criticism in this phase. If members are 
not able to resolve the conflict, then the group will often disband or 
continue in existence but will remain ineffective and never advance to the 
other stages. 

 

3. Norming: This stage is characterized by the recognition of individual 
differences and shared expectations. Hopefully, at this stage the group 
members will begin to develop a feeling of group cohesion and identity. 
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Cooperative effort should begin to yield results. Responsibilities are 
divided among members and the group decides how it will evaluate 
progress. 

 

4. Performing: Performing, occurs when the group has matured and attains 
a feeling of cohesiveness. During this stage of development, individuals 
accept one another and conflict is resolved through group discussion. 
Members of the group make decisions through a rational process that is 
focused on relevant goals rather than emotional issues. 

 

5. Adjourning: Not all groups experience this stage of development because 
it is characterized by the disbandment of the group. Some groups are 
relatively permanent (Luthans, 2005). Reasons that groups disband vary, 
with common reasons being the accomplishment of the task or individuals 
deciding to go their own ways. Members of the group often experience 
feelings of closure and sadness as they prepare to leave. 

REASONS FOR FORMATION OF GROUP 

The need for relationship with other people is one of the strongest and most 
constant of human drives. 

Reasons for Formation of Groups 
  
Companionship. The need for relationship with other people is one of the 
strongest and most constant of human drives. Many research studies have 
indicated that the employees who have no opportunity for close social contacts 
find their work unsatisfying and this lack of satisfaction often reflects itself in 
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low productivity and high rate of absenteeism and turnover. Elton Mayo 
observed that the employees in a textile plant who worked on isolated jobs 
were highly dissatisfied and consistently failed to meet production standards 
and staggered rest period helped a little. But when the company permitted 
these workers to take rest period as a group, production and satisfaction both 
increased. 
  
 
Sense of identification. Workers get identity in small groups and so small 
groups tend to enjoy high morale. Employees working in large departments 
where everybody does the same type of job, find it hard to form stable social 
groupings compared to those working in small groups. 
 
  
Source of Information. Informal group is a source of information to its 
members. Informal communication is very fast. A piece of information available 
to a member will reach nearly all the members of the group instantly. The 
group may develop a special code or language for speedy communication. 
Psychological barriers to communication are also overcome by the group. 
  
Job satisfaction. The group’s solution to a problem may be different from what 
management expects and it may even be more efficient. Shortcuts are evolved 
and informal channels of communication are established to cut across 
department boundaries. 
 Many jobs which appear superficially dull and routine are made interesting by 
the group and spontaneity is encouraged and protected by the group. 
  
Protection of members. Groups help protect their members from outside 
pressures. Groups often resist management’s demands for additional output, 
increased working hours, and higher quality. Group members often agree on 
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the level of output that each will put forth so that no member may outperform 
the others. 
  
Outlet for frustration. An individual at times, feels tremendous stress in life and 
gets frustrated. If he shares his feelings and anxieties with someone, his 
tension is released to a great extent. The social relations provide an important 
outlet for frustration. An informal group serves as a safety valve which helps 
release tension and frustration and checks the mental breakdown of the 
individual. 
  
Perpetuation of cultural values. Sometimes, groups are formed by individuals 
belonging to a common cultural background. Such people can preserve their 
cultural identify and also feel a sense of security by associating with those 
pursuing the same cultural values and social norms. Maintenance of cultural 
values will also provide them psychological satisfaction. 
  
Generation of new ideas. Informal groups are a breeding ground for new ides 
as they provide a supportive environment in which the members can engage 
themselves in creative thinking. New product teams, task force, quality circles, 
etc. are important examples in this regard. 
 
THEORIES OF GROUP FORMATION 
  

1. Propinquity Theory: 
The most basic theory explaining affiliation is propinquity. This interesting word 
simply means that individuals affiliate with one another because of spatial or 
geographical proximity. In an organisation employees who work in the same 
area of the plant or office or managers with offices close to one another would 
more probably form into groups than would those who are not physically 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
Subject: Organizational Behavior  Code: DSE-C-305  Class: SY BBA 

 

PROF. ARIFA NASIR  www.dacc.edu.in 
 

located together. There is some research evidence to support the propinquity 
theory and on the surface, it has a great deal of merit for explaining group 
formation. The drawback of this theory is that it is not analytical and does not 
begin to explain some of the complexities of group formation. Some more 
theoretical and practical reasons need to be explored. 

2. Homan’s Theory: 
According to George C. Homans, “The more activities persons share, the more 
numerous will be there interactions and the stronger will be their shared 
activities and sentiments, and the more sentiments people have for one 
another, the more will be their shared activities and interactions.” 

It is a very comprehensive theory and based on activities, interactions and 
Homan’s theory is based on sentiments. These three elements are directly 
related to each other. The members’ activities interactions and of a group share 
activities and interact with one another not just because of physical proximity 
but also to accomplish group goals. 

The key element is interaction because of which they develop common 
sentiments for one another. These sentiments gradually get expressed through 
the formation of informal groups. If any disturbance is caused to any of the 
three-activities, interactions and sentiments, it is likely to disturb all the others. 

Their relationships are shown in the following figure: 
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3. Balance Theory: 
Another very comprehensive theory is a Balance Theory of group formation. 
This theory as proposed by Theodore Newcomb states that “Persons are 
attracted to one another on the basis of similar attitudes towards commonly 
relevant objects and goals. Once a relationship is formed, it strives to maintain 
a symmetrical balance between the attraction and the common attitudes. If an 
imbalance occurs, attempts are made to restore the balance. If the balance 
cannot be restored, the relationship dissolves.” 

Thus, the balance theory is additive in nature in the sense, that it introduces 
the factor of balance to the propinquity and interaction factors. There must be 
a balance in the relationship between the group members for the group to be 
formed and for its survival. The following -figure shows the balance theory. 

Individual (A) will interact and form a relationship/group with individual (B) 
because of common attitudes and values (C). Once this relationship is formed, 
the participants strive to maintain a symmetrical balance between the attraction 
and the common attitudes. If an imbalance occurs, an attempt is made to 
restore the balance. If the balance cannot be restored, the relationship 
dissolves. 
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4. Exchange Theory: 
This theory is based on reward-cost outcomes of interactions. To be attracted 
towards a group, a person thinks in terms of what he will get in exchange of 
interaction with group members. A minimum positive level (rewards greater than 
costs) of an outcome must exist in order for attraction or affiliation to take 
place. Rewards from interactions gratify needs while costs incur anxiety, 
frustrations, embarrassment or fatigue. Propinquity, interaction and common 
attitudes all have roles in the exchange theory. 

GROUP BEHAVIOUR 

Human resources comprise individuals and individuals move in groups. Every 

manager must possess the knowledge of group behaviour along with individual 

behaviour. He must understand group psychology. He should understand 

individual behaviour in the context of group behaviour. Individual behaviour is 

influenced by the group behaviour. 

M.E. Shaw defined a group “as two or more people who interact and influence 

one another.” Viewers in a theatre, passengers in a train are not a group 

unless they interact for long and exert some influence on each other. Such 

people’s gatherings are referred to as collection. 
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Reasons for Group: 
Man is a social animal and he lives in groups, he moves in groups. So, group 
is inherent to human beings. 

Following are the few reasons why group is essential: 
1. Management of modern organisations is making concerted efforts to 
introduce industrial democracy at workplace. They are using task force, project 
teams, work committees where workers get due representation. They participate 
very often in decision-making. This takes place in groups. 

2. The tasks in modern industries are becoming more complex, tedious and 
monotonous. To change these conditions and make the environment at 
workplace more lively, work committees and work groups and teams are formed 
to monitor the work and change. 

3. To make participative management more effective and relieve executives of 
petty responsibilities employees are given these responsibilities to carry on 
successfully and effectively. Group of employees are also given joint 
responsibility to carry on the work. 

4. Groups of all kinds and types are used by inviting their cooperation in all 
matters related to production as well as with human relations to make the 
organisation effective. 

5. There are several works which an individual cannot perform. To complete 
such tasks, group efforts are required for its completion, e.g. building of a ship, 
making of a movie, construction of a fly-over, a complex etc. 

All these require coordinated and unified efforts of many individuals i.e. groups. 
A group can do the work which cannot be performed by an individual or 
beyond his capabilities. 
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6. A group can make better judgment as compared to an individual. 

7. While accomplishing tasks group can use creative instinct and innovative 
ideas than a single individual. 

8. When group is working, all the benefits of division of labour accrue. 

9. Individuals in a group communicate with each other and discuss work 
performance and suggestions to make it better and excellent. 

10. Group efforts substantially affect individual, his attitude and behaviour. 

11. Group has the ability to satisfy the needs of its members. In a group an 
individual member feels secured and he can directly get technical and work 
related assistance. They also get special support when they are emotionally 
depressed. 

Group Effectiveness: 
Group is a social setting that offers knowledge, hard work and opportunities. 
The group influences individual member’s attitude and behaviour. A group’s 
effectiveness brings about organisational effectiveness which is essential for 
growth and prosperity of organisation. There are certain measures of group 
effectiveness. 

They include: 
(1) Productivity: 
Higher the productivity effective is the group. Quality and quantity of product 
speaks for group effectiveness, 

(2) Attendance: 
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Each group member must attend the work regularly. Absenteeism and high 
employee turnover speaks for laxity of the group. Fair attendance makes the 
group effective. 

(3) Job Satisfaction: 
Job satisfaction motivates the group for hard work to make it more effective. 
Management should take steps to ensure job satisfaction of its employees. 

(4) Attitude: 
Attitude of group members towards work also is a measure of group 
effectiveness and must be taken seriously. Efforts must be made to develop 
and nurture positive attitude of the group member. 

(5) Employee Well-being: 
Physiological and psychological welfare of the employee keeps them fit. Efforts 
should be made to assure the mental and physical fitness of the employees to 
ensure group effectiveness. 

(6) Learning: 
Knowledge comes through learning i.e. education, training, knowing things from 
fellow employee and making one suitably knowledgeable and skilled in working. 
This makes the group effective. Knowledge is power. 

(7) Retention: 
Retaining the human resources makes the group effective. Firing them very 
often leads to chaos because every time a new person enters the group 
disturbing the group cohesiveness having negative effects. 

GROUP COHESIVENESS 

Meaning 
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Group cohesiveness is one of the characteristic features of the groups, which is 

very important from behaviouristic point of view. Cohesiveness is the degree to 

which the group members are attracted to each other and are motivated to 

stay in the groups. Cohesiveness defines the degree of closeness that the 

members feel with the groups. It is understood as the extent of liking each 

member has towards others in the group and how far everyone wants to 

remain as a member of the group. 

Cohesiveness is a very important group attribute. Managers must offer 
answer to such questions as: 
(i) What are the sources and causes of cohesiveness 

(ii) What are the consequences of cohesiveness. 

Now we will explain the answers to these questions in detail: 

Consequences of Cohesiveness: 
Group cohesiveness has only positive consequences. 

These positive outcomes are explained in detail as follows: 
1. More Participation: 
Higher the degree of group cohesiveness, closer will be the interpersonal 
relationships among the members. As a result members will participate actively 
in group affairs and activities. As the members consider the group as their 
own, just like a family, they will help other members of the group in times of 
need which will further strengthen their bonds. The turnover of members will be 
very low. If possible, all the members attend the group meetings and group 
activities and take active part in discussions relating to preparing of strategies 
for achieving individual and group goals. 
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2. More Conformity: 
One of the factors which influence cohesiveness is similarity of attitudes and 
values. As a result, members tend to like each other and perceive themselves 
as similar. These characteristics lead members to be relatively dependent on 
the group for satisfaction and, thus, they are susceptible to being influenced. 
For example, if any member is getting involved in organisational politics for 
enhancing his personal goals, the group might put social pressure on him and 
make him comply with the group norms. 

3. More Success: 
Cohesiveness and success are mutually dependent upon each other. 
Cohesiveness makes the goal achievement easier and goal achievement adds 
to success. The reason for this relationship is that higher degree of 
cohesiveness leads to high degree of communication, participation and 
conformity to group norms. Such coordinated efforts result in agreement about 
the goals to be achieved, the methods of achieving them and finally achieving 
the final goals. 

4. More Communication: 
Members of cohesive groups communicate with each other more than the 
members of non-cohesive groups. Because the members share common 
ideologies, goals, backgrounds or attitudes, they are inclined to greater 
communicativeness. Such communication is reinforcing as it tends to foster and 
cement positive social relations as well as depth in personal relationships. 

5. More Personal Satisfaction: 
Members of cohesive groups are more satisfied as compared to members of 
non-cohesive groups. Thus is understandable because if members are not 
satisfied they will leave the group and join some other group. Members are 
more satisfied due to so many factors which include friendliness, respect, 
support, achievement, protection and a feeling of security. 
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6. High Productivity: 
Cohesiveness may contribute to increased productivity because: 
(i) People in cohesive groups experience fewer work related anxieties and 
tensions 

(ii) Highly cohesive groups tend to have lower absenteeism and turnover and 

(iii) Cohesiveness decreases productivity differences among groups. 

Salient Features Affecting Group Cohesiveness 

In business management studies, strategists and industrial personnel claim that 
cohesiveness increases productivity and dynamism and also is helpful in the 
retention of employees in the group. Vice versa the group supports the 
members to achieve much more than he would do on his own. 

Groups as a comprehensive element with skillful working provide a conducive 
atmosphere to enhance ones interactive skills and abilities. 

1) Like-Mindedness 

A group should consist of like-minded individuals with similar tastes to a certain 
extent. Then only the group can achieve common goals. 

The group selects individual members on the basis of some familiarizes with the 
group likings. People with different thought processes than the group’s motives 
are generally rejected. 

A common goal for the group is identified and it is understood that members 
will work for the group’s interest inclusive of their own interest. 
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2) Dialogue 

Logical communication between the group and the members is most essential. 
Thoughts should be verbally explained to reach a final conclusion. 

Any kind of misinterpretation of words between members and the groups will 
lead to all sorts of trouble. 

The member’s mindset should be properly put across the table to avoid any 
miscommunication. This will also help in forging and strengthening the bond 
among the members and the group. 

3) Background 

Previous experiences of other groups and exposure to a different set of ideas 
are also very important. Different experiences bring different perspectives which 
help in enhancing the performance of the group. 

New thoughts and views from varied sources give birth to newer ideas and 
create more awareness and productivity within the group. People from different 
backgrounds have fresh ideas from their previous experiences which helps in 
the growth of the group and in turn help in the group cohesiveness. 

4) Confidence 

Reliability and trust is an important element in group cohesiveness. The 
individuals in a group need to trust the team and its decisions to bring about a 
positive change. 
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Trust connects the group and the members so that decisions can be taken in 
unanimity. 

5) Goals and Ambitions 

Having an objective and a common goal sets the foundation for a positive 
outcome. 

Most groups have a common aim in which they strive to deliver by their 
activities and social services. These positive aims help them in attaining goodwill 
in the market which furthers their future enhancements. 

CONFLICT 

Meaning 

Conflict is serious disagreement and argument about something important. If two 
people or groups are in conflict, they have had a serious disagreement or 
argument and have not yet reached agreement. 

Definition 

• opposition between two simultaneous but incompatible feelings 
• a disagreement or argument about something important 

Traditional and Modern view of Conflict 

The key difference between traditional approach and modern approach on conflict 
is that the traditional approach of conflict considers conflicts as avoidable, 
whereas the modern approach of conflict considers conflicts as inevitable. 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
Subject: Organizational Behavior  Code: DSE-C-305  Class: SY BBA 

 

PROF. ARIFA NASIR  www.dacc.edu.in 
 

Conflict management is one of the key concerns in HR principles. It is the 
practice of being able to identify and resolve conflicts sensibly, fairly and 
efficiently. Conflicts are common in every workplace. Thus, managers should have 
the basic idea of managing conflicts.  

 Traditional Approach on Conflict 

Traditional approach on conflict is the earliest view on organizational 
conflicts. It is the simplest approach for conflicts and was developed in the 
1930s. In the past, the managers considered conflicts as evil, outright 
wrong, destructive and negative. Furthermore, managers wanted to avoid 
conflicts completely at their workstation as conflicts bring demotivated 
workforce, less productivity and dysfunctional work. 

The traditional approach suggests that managers should manage the conflict 
by identifying the malfunctioning of causes. Further, the traditional approach 
of conflict emphasizes miscommunication, disagreement between 
employees, trust issues and irresponsibility of managers’ or company 
owners’ regarding the needs and expectations of employees. 

 

 Modern Approach of Conflict 

Modern approach on conflicts is the contemporary view on organizational 
conflicts. The development and expansion of studies on organizational 
behaviour and HR methodologies challenge certain traditional approaches. 
Traditional approach on conflict was one such concept in HR. 

Modern approach on conflict identifies conflicts as an important part of the 
organization. Moreover, it considers conflicts as favourable to the company 
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and not to eliminate them at all. According to modern theories, if an 
organisation does not face any conflicts, the organization is unadaptable, 
non-flexible, non-responsive and static. 

Conflicts are more favourable at the minimum level of it as it brings self-
motivation, self-evaluation and creativity among individuals. It is due to the 
competition between each other. Also, it reflects better outcomes of tasks 
assigned, effective resolutions and improves group performance. 

However, the modern approach on conflict does not always describe that all 

the conflicts are better and favourable. In other words, not all conflicts are 

beneficial and healthy. It clearly emphasizes that only functional and 

constructive forms of conflict support the organization, while the dysfunctional or 

destructive forms of conflict should always be avoided. 

What is the Difference Between Traditional Approach and Modern Approach 
on Conflict? 

The key difference between traditional approach and modern approach on conflict 
is their view on conflicts. As per the traditional approach, conflicts are avoidable, 
but as per the modern approach, conflicts are inevitable.  

In the traditional approach, conflicts are considered destructive to the workplace 
while in the modern approach, conflicts are considered as a supportive element 
to a workplace. 

Earlier, people believed conflicts would bring demotivated workforce, low 
productivity and violence to the organization. On the contrary, in the contemporary 
context, people believe conflicts can bring self-motivation, self-evaluation, 
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improved group performance and self-creativity to the workplace due to the 
competition among individuals. 
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RELATIONSHIP BETWEEN ORGANIZATIONAL PERFORMANCE & 

CONFLICT 

 

Organisational performance is low when conflict is at two extremes: high (Point 

C) or low (Point A). Organisational performance is high at moderate levels of 

conflict. 

 

 

1. At low level of conflict, that is, point A, there is usually mutuality of opinion, 
people agree with each other and there is no stimulation to change. People are 
not adaptive to environmental challenges and, therefore, do not search for new 
ideas. The organisational performance, thus, tends to below. 
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2. At high level of conflict, that is, point C, people do not agree with each 
other. There is lack of cooperation amongst their activities and behaviour. This 
leads to lack of discipline in the organisation resulting in low organisational 
productivity. 

3. At optimum level of conflict, that is, point B, people disagree with each other 
resulting in new ideas. People think differently in a constructive way. New 
solutions are developed to deal with problems and achieve the goals through 
optimum utilisation of resources. 

When people work as individuals and groups, their work and relationships 
may not always be smooth in conduct. Disagreements occur, there are 
differences in interpretation of facts, differences based on behavioural 
expectations, people compete with one another, protect their values and hold 
opinions different from others. 

This results in conflicts. Conflict does not mean fight. It is disagreement due to 
opposing ideas and perceptions amongst individuals. It can take place between 
individuals, between members of same group, different groups and between 
organisations. It can arise between line and staff, different functional heads 
(production and sales manager) at different levels in different degrees. 

The traditional view of conflict viewed it as bad. It was considered harmful for 
organisational functioning. It was related to hostility, antagonism and 
unpleasantness. Conflict meant something wrong in the organisation. It meant 
that managers fail to apply sound management principles in managing 
organisations. If these principles are properly applied, conflict would disappear. 

Conflict is destructive when it: 
1. Takes attention away from other important activities, 
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2. Undermines morale or self-concept, 

3. Reduces cooperation, 

4. Increases or sharpens differences, and  

5. Leads to irresponsible and harmful behaviour, such as fighting or name-
calling. 

The traditional view is replaced with the current view (interactionist view) where 
behavioural researchers view conflict as good provided it is properly managed. 
Conflict is inevitable and can make organisations more effective. It leads to 
search for better solutions and, therefore, can be considered as an instrument 
of organisational change and innovation. 

It spurts motivation, creativity, initiatives and raises organisational performance. 
Excessive conflict is undesirable but there is an optimum point that maximises 
performance. This depends upon the situation and the people involved. 

Conflict is constructive when it: 
1. Results in clarification of important problems and issues, 

2. Results in solutions to problems, 

3. Involves people in resolving issues important to them, 

4. Causes authentic communication, 

5. Helps release emotion, anxiety and stress, 

6. Builds cooperation amongst people through learning more about each other, 
and  
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7. Helps individuals develop understanding and skills. 

FRUSTRATION MODEL 

Frustration occurs when a motivated drive is blocked before reaching a desired 
goal. The following figure illustrates what happened. The barriers may be either 
overt (outward or physical) or covert (inward or mental socio psychological). 
Frustration normally triggers defence mechanism in the person. 

Aggression has come to be viewed as only one possible reaction. 

 
There are four broad categories of mechanism: 
1. Aggression, 

2. Withdrawal, 

3. Fixation and 

4. Compromise. 
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One example reveals that a frustrated person from the low educational 
background has intense need for pride and dignity might have frustration, if his 
needs are not fulfilled the drive set up to alleviate the need and accomplish 
the goal would throw a person in a foot of frustration. 

In most of the cases frustration leave a positive impact on individual 
performance and organisational goal. 

Goal Conflict: 
Another common source of conflict for an individual is a goal which has both 
positive and negative feature or two or more competing the goal. But in 
frustration a single motive is brought before the goal is reached. In goal conflict 
two or more motives brought one another. 

There are three separate types of goal conflict: 
1. Approach-Approach Conflict. 
Where the individuals are motivated to approach two or more positive but 
mutually exclusive goals. 

2. Approach-Avoidance Conflict: 
Where the individual is motivated to approach a goal and at the same time is 
motivated to avoid it. The single goal contains both positive and negative 
characteristics for the individual. 

3. Avoidance-Avoidance Conflict: 
Where the individual is motivated to avoid two or more negative but mutually 
exclusive goals. 

To varying degrees, each of these forms of goal conflict exists in the modern 
organization. 

CONFLICT MANAGEMENT 
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Though conflict is a normal and natural part of any workplace, it can lead to 

absenteeism, lost productivity, and mental health issues. At the same time, 

conflict can be a motivator that generates new ideas and innovation as well as 

leads to increased flexibility and a better understanding of working relationships. 

However, conflict needs to be effectively managed in order to contribute to the 

success of organizations. 

Five Major Conflict Management Styles* 

Knowing when and how to use each style can help control conflict and lead to 
an improved working environment, resulting in a better bottom line. 

Collaborating Style: A combination of being assertive and cooperative, those 
who collaborate attempt to work with others to identify a solution that fully 
satisfies everyone’s concerns. In this style, which is the opposite of avoiding, 
both sides can get what they want and negative feelings are minimized. 
“Collaborating works best when the long-term relationship and outcome are 
important—for example, planning for integrating two departments into one, where 
you want the best of both in the newly formed department,” Dr. Benoliel says. 
 
Competing Style: Those who compete are assertive and uncooperative and 
willing to pursue one’s own concerns at another person’s expense. Dr. Benoliel 
explains using this style works when you don’t care about the relationship but 
the outcome is important, such as when competing with another company for a 
new client. But, she cautions, “Don’t use competing inside your organization; it 
doesn’t build relationships.” 
 
Avoiding Style: Those who avoid conflict tend to be unassertive and 
uncooperative while diplomatically sidestepping an issue or simply withdrawing 
from a threatening situation. “Use this when it is safer to postpone dealing with 
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the situation or you don’t have as great a concern about the outcome, such as 
if you have a conflict with a co-worker about their ethics of using FaceTime on 
the job.” 
 
Accommodating Style: The opposite of competing, there is an element of self-
sacrifice when accommodating to satisfy the other person. While it may seem 
generous, it could take advantage of the weak and cause resentment.  
“You can use accommodating when you really don’t care a lot about the 
outcome but do want to preserve or build the relationship,” Dr. Benoliel says, 
“such as going out for lunch with the boss and agreeing, ‘If you want to go for 
Thai food for lunch, that’s OK with me.’ 
 
Compromising Style: This style aims to find an expedient, mutually acceptable 
solution that partially satisfies both parties in the conflict while maintaining some 
assertiveness and cooperativeness. “This style is best to use when the outcome 
is not crucial and you are losing time; for example, when you want to just 
make a decision and move on to more important things and are willing to give 
a little to get the decision made,” Dr. Benoliel says. “However,” she adds, “be 
aware that no one is really satisfied.” 
 
“It’s incredibly important to not be afraid when conflict arises because there are 
things you can do, such as becoming more skilled and qualified by building a 
repertoire for responding to reduce conflict,” says Dr. Benoliel. 

LEADERSHIP 

Meaning 

Leadership is a process by which an executive can direct, guide and influence 
the behavior and work of others towards accomplishment of specific goals in a 
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given situation. Leadership is the ability of a manager to induce the 
subordinates to work with confidence and zeal. 

Leadership is the potential to influence behaviour of others. It is also defined 
as the capacity to influence a group towards the realization of a goal. Leaders 
are required to develop future visions, and to motivate the organizational 
members to want to achieve the visions. 

According to Keith Davis, “Leadership is the ability to persuade others to seek 
defined objectives enthusiastically. It is the human factor which binds a group 
together and motivates it towards goals.” 

Characteristics of Leadership 

1. It is a inter-personal process in which a manager is into influencing and 
guiding workers towards attainment of goals. 

2. It denotes a few qualities to be present in a person which includes 
intelligence, maturity and personality. 

3. It is a group process. It involves two or more people interacting with 
each other. 

4. A leader is involved in shaping and moulding the behaviour of the group 
towards accomplishment of organizational goals. 

5. Leadership is situation bound. There is no best style of leadership. It all 
depends upon tackling with the situations. 

Leader v/s Manager 

Leadership and managership are two synonymous terms” are an incorrect 
statement. Leadership doesn’t require any managerial position to act as a 
leader. On the other hand, a manager can be a true manager only if he has 
got the traits of leader in him. By virtue of his position, manager has to provide 
leadership to his group. A manager has to perform all five functions to achieve 
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goals, i.e., Planning, Organizing, Staffing, Directing, and Controlling. Leadership 
is a part of these functions. Leadership as a general term is not related to 
managership. A person can be a leader by virtue of qualities in him. For 
example: leader of a club, class, welfare association, social organization, etc. 
Therefore, it is true to say that, “All managers are leaders, but all leaders are 
not managers.” 

A leader is one who influences the behaviour and work of others in group 
efforts towards achievement of specified goals in a given situation. On the 
other hand, manager can be a true manager only if he has got traits of leader 
in him. Manager at all levels are expected to be the leaders of work groups so 
that subordinates willingly carry instructions and accept their guidance. A person 
can be a leader by virtue of all qualities in him. 

Leaders and Managers can be compared on the following basis: 

Basis Manager Leader 

Origin 
A person becomes a 
manager by virtue of his 
position. 

A person becomes a leader 
on basis of his personal 
qualities. 

Formal Rights 
Manager has got formal 
rights in an organization 
because of his status. 

Rights are not available to a 
leader. 

Followers 
The subordinates are the 
followers of managers. 

The group of employees 
whom the leaders leads are 
his followers. 
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Functions 
A manager performs all five 
functions of management. 

Leader influences people to 
work willingly for group 
objectives. 

Necessity 
A manager is very essential 
to a concern. 

A leader is required to create 
cordial relation between 
person working in and for 
organization. 

Stability It is more stable. Leadership is temporary. 

Mutual 
Relationship 

All managers are leaders. All leaders are not managers. 

Accountability 
Manager is accountable for 
self and subordinates 
behaviour and performance. 

Leaders have no well defined 
accountability. 

Concern 
A manager’s concern is 
organizational goals. 

A leader’s concern is group 
goals and member’s 
satisfaction. 

Followers 
People follow manager by 
virtue of job description. 

People follow them on 
voluntary basis. 
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Role 
continuation 

A manager can continue in 
office till he performs his 
duties satisfactorily in 
congruence with 
organizational goals. 

A leader can maintain his 
position only through day to 
day wishes of followers. 

Sanctions 
Manager has command over 
allocation and distribution of 
sanctions. 

A leader has command over 
different sanctions and related 
task records. These sanctions 
are essentially of informal 
nature. 

 

Leadership Styles 

As you develop leadership skills, you’ll likely use different processes and methods to 

achieve your employer’s objectives and meet the needs of the employees who 

report to you. To be effective as a manager, you might use several different 

leadership styles at any given time. 

1. Coach 

A coaching leader is someone who can quickly recognise their team members’ 
strengths, weaknesses and motivations to help each individual improve. This 
type of leader often assists team members in setting smart goals and then 
provides regular feedback with challenging projects to promote growth. They’re 
skilled in setting clear expectations and creating a positive, motivating 
environment. 
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The coach leadership style is one of the most advantageous for employers as 
well as for the employees they manage. Unfortunately, it’s often also one of 
the most underutilised styles—largely because it can be more time-intensive than 
other types of leadership. 

Example: A sales manager gathers his team of account executives for a 
meeting to discuss learnings from the previous quarter. They start the meeting 
by completing an assessment together of strengths, weaknesses, opportunities 
and threats regarding the team’s performance. The manager then recognises 
specific team members for exceptional performance and goes over the goals 
achieved by the team. Finally, the manager closes the meeting by announcing 
a contest to start the next quarter in order to motivate the sales people to 
reach their goals. 

2. Visionary 

Visionary leaders have a powerful ability to drive progress and usher in periods 
of change by inspiring employees and earning trust for new ideas. A visionary 
leader is also able to establish a strong organisational bond. They strive to 
foster confidence among direct reports and colleagues alike. 

This type of leadership is especially helpful for small, fast-growing organisations 
or larger organisations experiencing transformations or corporate restructuring. 

Example: A teacher starts a group at work for colleagues who want to help 
resolve anxieties and issues students have outside of school. The goal is to 
help students better focus on and succeed at school. He has developed testing 
methods so they can find meaningful ways to help students in a quick and 
efficient way. 
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3. Servant 

Servant leaders live by a people-first mindset and believe that when team 
members feel personally and professionally fulfilled, they’re more effective and 
more likely to produce great work regularly. Because of their emphasis on 
employee satisfaction and collaboration, they tend to achieve higher levels of 
respect. 

A servant leader is an excellent leadership style for organisations of any 
industry and size but is especially prevalent within nonprofits. These types of 
leaders are exceptionally skilled in building employee morale and helping 
people re-engage with their work. 

Example: A product manager hosts monthly one-on-one coffee meetings with 
everyone who has concerns, questions or thoughts about improving or using 
the product. This time is meant for her to address the needs of and help those 
who are using the product in any capacity. 

4. Autocratic 

Also called the authoritarian style of leadership, this type of leader is focused 
almost entirely on results and efficiency. They often make decisions alone or 
with a small, trusted group and expect employees to do exactly what they’re 
asked. It can be helpful to think of these types of leaders as military 
commanders. 

This leadership style can be useful in organisations with strict guidelines or 
compliance-heavy industries. It can also be beneficial when used with 
employees who need a great deal of supervision such as those with little to no 
experience. However, this leadership style can stifle creativity and make 
employees feel confined. 
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Example: Before an operation, the surgeon carefully recounts the rules and 
processes of the operation room with every team member who will be helping 
during the surgery. She wants to ensure everyone is clear on the expectations 
and follows each procedure carefully and exactly so the surgery goes as 
smoothly as possible. 

5. Laissez-faire or hands-off 

This leadership style is the opposite of the autocratic leadership type focusing 
mostly on delegating many tasks to team members and providing little to no 
supervision. Because laissez-faire leaders do not spend their time intensely 
managing employees, they often have more time to dedicate to other projects. 

Managers may adopt this leadership style when all team members are highly 
experienced, well trained and require little oversight. However, it can also cause 
a dip in productivity if employees are confused about their leader’s expectations 
or if some team members need consistent motivation and boundaries to work 
well. 

Example: When welcoming new employees, Keisha explains that her engineers 
can set and maintain their own work schedules as long as they are tracking 
towards and hitting goals that they set together as a team. They are also free 
to learn about and participate in projects that they might be interested in 
outside their team. 

6. Democratic 

The democratic leadership style (also called the participative style) is a 
combination of the autocratic and laissez-faire types of leadership. Democratic 
leaders ask for input and consider feedback from their team before making a 
decision. Because team members feel that their voice is heard and their 
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contributions matter, a democratic leadership style is often credited with 
fostering higher levels of employee engagement and workplace satisfaction. 

Because this type of leadership drives discussion and participation, it’s an 
excellent style for organisations focused on creativity and innovation such as 
those in the technology industry. 

Example: As a store manager, Jack has hired many brilliant and focused team 
members who he trusts. When deciding on storefronts and floor design, Jack 
acts only as the final moderator for his team to move forward with their ideas. 
He is there to answer questions and present possible improvements for his 
team to consider. 

7. Pacesetter 

The pacesetting leadership style is one of the most effective for driving fast 
results. These leaders are primarily focused on performance. They often set 
high standards and hold their team members accountable for hitting their goals. 

While the pacesetting leadership style is motivational and helpful in fast-paced 
environments where team members need to be energised, it’s not always the 
best option for team members who need mentorship and feedback. 

Example: The leader of a weekly meeting recognised that an hour out of 
everyone’s schedule, once a week, did not justify the purpose of the meeting. 
To increase efficiency, she changed the meeting to a 15-minute stand-up with 
only those she had updates for. 

8. Transformational 

The transformational leadership style is similar to the coach style in that it 
focuses on clear communication, goal setting and employee motivation. 
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However, instead of placing majority of the energy into each employee’s 
individual goals, the transformational leader is driven by a commitment to the 
organisation’s objectives. 

Because these types of leaders spend much of their time on the big picture, 
this style of leading is best for teams that can handle many delegated tasks 
without constant supervision. 

Example: Reyna is hired to lead a marketing department. The CEO asks her to 
set new goals and organise teams to reach those objectives. She spends the 
first months in her new role getting to know the company and the marketing 
employees. She gains a strong understanding of current trends and 
organisational strengths. After three months, she has set clear targets for each 
of the teams that report to her and asked individuals to set goals for 
themselves that align with those. 

9. Transactional 

A transactional leader is someone who is laser-focused on performance similar 
to a pacesetter. Under this leadership style, the manager establishes 
predetermined incentives usually in the form of monetary reward for success 
and disciplinary action for failure. Unlike the pacesetter leadership style, 
transactional leaders are also focused on mentorship, instruction and training to 
achieve goals and enjoy the rewards. 

While this type of leader is great for organisations or teams tasked with hitting 
specific goals such as sales and revenue, it’s not the best leadership style for 
driving creativity. 

Example: A bank branch manager meets with each member of the team bi-
weekly to discuss ways the team can meet and exceed monthly company goals 
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to get their bonus. Each of the top 10 performers in the district receives a 
monetary reward. 

10. Bureaucratic 

Bureaucratic leaders are similar to autocratic leaders in that they expect their 
team members to follow the rules and procedures precisely as written. 

The bureaucratic leadership style focuses on fixed duties within a hierarchy 
where each employee has a set list of responsibilities and there is little need 
for collaboration and creativity. This leadership style is most effective in highly 
regulated industries or departments such as finance, healthcare or government. 

Example: Managers at the office of the department of motor vehicles instruct 
their employees to work within a specific, defined framework. They must take 
many steps to complete a task with strict order and rules. 
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UNIT-4 

DYNAMICS OF ORGANIZATION 

 

ORGANISATIONAL CULTURE 

Meaning 

Organizational culture is the collection of values, expectations, and practices 

that guide and inform the actions of all team members. Think of it as the 

collection of traits that make your company what it is. A great 

culture exemplifies positive traits that lead to improved performance, while a 

dysfunctional company culture brings out qualities that can hinder even the 

most successful organizations. 

Definition 

According to Bruce Perron, “Organizational culture defines a jointly shared 
description of an organization from within.” 

According to Richard Perrin, “Organizational culture is the sum of values and 
rituals which serve as a glue to integrate the members of the organization.” 

According to Alan Adler, “Organizational culture is civilization in the workplace.” 

Schein - Levels of Organisational Culture 

Schein described three levels of organisational culture: 
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Basic underlying assumptions 

These are the foundations on which culture is based. Handy described this as 

"the ways things get done around here". The underlying assumptions are often 

difficult to describe, are intangible and are often only really understood by 

people who've become accustomed to the way the organisation works. 

Imagine you are new to an organisation and you find it is taking time to "fit 

in". That's because you haven't yet got to grips with these underlying 

assumptions that those in the organisation who've been there a while seem to 

take for granted. 

Underlying assumptions are usually invisible. You won't find them written down 

anywhere. People may not want to talk about them. But they exist and are 

often powerful. 

Espoused Values 

These are the public statements about what the organisational values are 

about. Many organisations now communicate what their "core values" are - the 

espoused values by which the organisation conducts its business. 

Artifacts 

Artifacts are the visible signs of an organisation's culture. They are visible; they 

can be seen, heard and felt. For example, what the dress code is; what kind 

of offices and layout is used; how employees address each other and how they 

communicate internally and externally. 

Formation and sustaining organizational culture 
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1. Focus on the Positive. The power of positivity can be especially helpful to 
those who need a little boost in employee morale. Negative talk (gossip, 
complaining and criticizing) can bring down even the best organization. It’s toxic 
to your culture, and your bottom line, so don’t let those Negative Nellies drag 
you down! Next time you catch yourself saying something negative, don’t be 
the Grinch, instead create Seuss’s Land of Fott-fa-Zee. 

2. Ensure Shared Values. Skills and competencies are important, but behaviors 
are often rooted in one’s personal values. Have your team explore their values 
and share them with their colleagues. It is eye opening for staff to discover 
how their values impact them as a person, and what is important to their 
teammates. Be sure to hire employees who model behaviors that fit your 
values. 

3. Give and Receive Feedback. When giving feedback, be specific, focus on 
the observed behavior, and describe the impact it had. It’s important to address 
conflict and how to have comfortable conversations. Most people love giving 
positive feedback but dread the tough stuff. If you’re used to structuring your 
feedback and developing a strong level of trust amongst your team, the tough 
stuff won’t feel so difficult anymore. 

4. Follow-Through. Following-through builds trust and shows your commitment 
to getting the job done. Consider when your residents have a special request 
or a complaint, don’t you want your employees to resolve the issue and follow 
up afterwards? If you agree, then you need to model this behavior to your 
employees too. 

5. Care About Your Team Members. If you want your people to care about 
your residents, not just checkoff tasks on a list, then you must care about your 
people! And show them that you do. 
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6. Play to Strengths and Look for the Bright Spots. At first glance this sounds 
like focusing on the positive, and it is, but it’s more than that. Let’s use 
recruitment as an example, when you are focused on strengths and what’s 
going well, you’ll want to look towards your superstar employees to find out: 
How did we find them? What about them makes them special? How do we 
keep them? How can we replicate what’s most important? If it was referral, 
consider ramping up your referral process. If they came from a local school, 
consider increasing your presence at this school. If it was someone who 
randomly applied online, how did they find you? What search terms were 
used? Ask them what it was that attracted them to you? 

7. Set Expectations. All employees should know what is expected of them and 
in a field where we are struggling to retain employees past the honeymoon 
phase, setting expectations right from the start is critically important. Explain the 
importance of the organizational culture and the mindset that comes with being 
person-centered and focused on continuous performance improvement. 

8. Evaluate Processes and Procedures. If you’re committing to continuously 
improving, and not falling behind the times, you’ll need to have systems in 
place to constantly evaluate and look for opportunities. You’ll also want to 
make sure that your current processes or procedures aren’t causing a 
bottleneck or hindering employees from doing the right thing. 

9. Create Opportunities for Collaboration. We hear time and time again that 
teams are working in silos and that they aren’t working together to meet the 
resident’s needs. It’s important to create opportunities for team members to 
collaborate with each other. 

10. Be Consistent. Starting and stopping new things all the time will never 
lead to movement and it can cause employees to distrust management. Flavor 
of the month clubs aren’t effective, and no one likes a boss who says one 
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thing and does another. It is better to pick one thing and follow through on it 
then to try all ten, only to get overwhelmed and give up. 

11. Telling stories and using examples. Stories paint a picture; they evoke 
emotion. Stories help people relate; they make an idea come to life. Next time 
you are working on updating your careers section of your website, your 
employee orientation, or even a simple newsletter, try including real life stories 
that provide insight into your culture. Stories are a powerful marketing tool! 

ORGANISATIONAL CHANGE 

Meaning  

Organisational change refers to the process of growth, decline and 
transformation within the organisation. Though one thinks that organisations are 
enduring structures in a changing society. However, the truth is that 
organisations are changing all the time. Organisational change takes different 
forms. 
Organisations may change their strategy or purpose, introduce new products or 
services, change the way they produce and sell, change their technology, enter 
new markets, close down departments or plants, hire new employees, acquire 
other organisations become acquired by other organisations and what not ! In 
doing so, they may turn larger, smaller or stay the same in terms of size. 
 

The Association of Change Management Professionals, defines it this way: “The 
practice of applying a structured approach to transition an organization from a 

current state to a future state to achieve expected benefits. 

 

Nature  
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1. Authority and power system. 
2. Reorganisation of the tool and techniques used in the system evolving 
proving of better equipment. 
3. Change in the attitudes and behaviours and interpersonal relationship of 
people working in the organisation through systematic manpower planning. 
4. Delayering to flatten structures. 
5. Change to multiple reporting relationships. 
6. Jobs designed to grow. 
7. Increase in job flexibility. 
8. Increase in organisational flexibility. 
9. Need for clear, measurable, and flexible standards of performance at all 
level, etc. 
 

 

Types of Organizational Change 

Different types of organizational change will require different strategies. 

Everything from the implementation plan to the communication should be 

tailored to the type of change you want to make. 

1. Strategic transformational change 

All changes will affect some aspects of a company, but not all changes are 
transformational. 
Minor modifications to existing tools or policies will influence but not completely 
redefine a business. Big changes, on the other hand, transform companies. 
Whether that transformation is positive or disastrous depends on the strategy 
used to make it. 
If you want serious results, you’ll need to do some serious planning. You need 
to identify what the ultimate goal is and then design a plan to achieve it. 
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Preparation and ongoing change management are essential for implementing 
these large-scale types of organizational change. 

Examples of strategic transformational change 

  
Updating your mission as you grow 
When companies first launch, the initial focus is often on lead generation 
and getting clients through the door. However, once the company has an 
established customer base, the focus could shift to upselling, for 
example. When the main mission changes, the company mission needs 
to evolve as well. 

 

 Introducing new technology 
Technology is designed to make our lives easier, but learning curves can 
make technology-related changes tricky to implement. People generally 
prefer to stick with what they know. 
When you introduce new technology, you need to have a solid plan for 
the transition. People want to know why the technology is necessary, 
what makes it better than previous solutions, and how you are going to 
support them during the transition. 
For example, if you plan to switch from an outdated CRM to Salesforce, 
start by justifying the change. Explain that Salesforce will allow the team 
to manage leads while also engaging with current customers. Be sure to 
point out key benefits, like keeping marketing, customer relations, and 
detailed analytics all in one place. You can build confidence in the 
change by explaining that the transition will be supported with 
various change management tools that offer capabilities such as in-app 
training, weekly check-ins, and an internal chat for handling questions. 
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 Training on new skills 
Additional training is a great way to support existing talent while also 
helping the company evolve. It’s important that employees understand 
that the goal is to support new strategies as opposed to fixing 
deficiencies. When presented properly, additional training will be viewed 
as a benefit. Employees will see that you are willing to invest in their 
personal growth. 
Strategic transformational changes should be made gradually and 
monitored closely. Transformations don’t happen overnight. You’ll need to 
make adjustments and work closely with your team as your strategy 
shifts. 

2. People-centric organizational change 

While all changes affect people, people-centric types of organizational change 
include instituting new parental leave policies or bringing on new hires.  

Even if you think employees will be excited by the change, an empathetic 
approach is key because emotional reactions are common. In fact, 
many change management models, such as the Kübler-Ross Change Curve 
and Satir Change Model, focus. In fact, many change management models, 
such as the Kübler-Ross Change Curve and Satir Change Model, focus 
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specifically on managing emotional reactions 

  

 

Even if you think employees will be excited by the change, an empathetic 
approach is key because emotional reactions are common. In fact, 
many change management models, such as the Kübler-Ross Change Curve 
and Satir Change Model, focus. In fact, many change management models, 
such as the Kübler-Ross Change Curve and Satir Change Model, focus 
specifically on managing emotional reactions change. 
 

In a previous post, we discussed the importance of asking, “what’s in it for 
me?” (WIIFM) and “what does it mean to me?” (WDIMTM). Answering these 
questions for employees is vital when making people-centric changes. 

Examples of people-centric change 

 New hires 
Bringing on new team members requires onboarding and training, which 
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can affect both the new hires and the established employees. Start with 
communication. Explain the reason for hiring new people. Are they going 
to lighten the workload? Will they fill in skills gaps? How will they 
integrate with the current team? 
Be ready to answer the WIIFM and WDIMTM questions and have a solid 
plan to avoid negative reactions. Get ahead of concerns like the extra 
time it will take to train the new employees on existing tools. 
If you explain that the Whatfix Digital Adoption Platform will quickly get 
employees up to speed on current software, you will show your team 
that you anticipated their concerns and planned ahead. You’ll be 
introducing change as a solution instead of an obstacle. 

 Changes to roles and responsibilities  
Job descriptions can evolve over time. Changes to an employee’s 
responsibilities may require additional training and restructuring of teams. 
Of course, shaking up routines is a delicate process. It’s essential to 
have a strategy for change implementation and communication. 
People like purposeful change. Communicating the value of the change is 
essential. If you are adding a responsibility to someone’s role, such as 
delivering monthly email marketing reports, the employee will be more 
likely to receive the news well if she understands why. 
Consider the following options for announcing the new responsibility: 
Option A: “Starting next month, the marketing team will be required to 
use Oracle to create monthly reports on email marketing efforts.” 
Option B: “Oracle’s built-in analytics simplify the process of monitoring 
email marketing efforts and running reports. Harnessing those analytics 
will allow us to create detailed reports for clients and offer them more 
value. Starting next month, the marketing team will be in charge of 
creating and delivering reports to clients. ” 
Which option do you think would be better received. 
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 Policy changes 
Navigating policy changes is complicated. When you alter policies that 
directly affect employees, such as parental leave, vacation, or remote 
work policies, you risk extreme reactions. Employees could feel cheated. 
As always, communicating the why behind the change is key. Employees 
may not like the reason, but they will appreciate your honesty. 
Remember, people-centric changes are prone to emotional responses. 
Prepare for the emotional journey and be ready to guide your team 
towards acceptance. 

3. Structural change 

Structural changes involve major shifts in the management hierarchy, team 
organization, and the responsibilities attributed to different departments, 
employees, or teams. These changes often overlap with people-centric changes 
as they directly affect most, if not all, employees. 

Examples of structural change 

 Mergers and acquisitions  
Mergers and acquisitions are the most common cause of structural 
change. Eliminating role redundancies, redefining goals, clearly defining 
new roles and responsibilities, and training on technology are all 
important parts of managing change during mergers and acquisitions. 
The Lewin’s Change Management Model works well for mergers and 
acquisitions because it focuses on creating a new status quo. It has 
three steps: unfreeze, change, refreeze. 
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After you unfreeze the current processes, you move onto change. This step 
should be gradual. This is when strategy is so crucial. Difficult changes, such 
as eliminating redundancies, require continuous and open communication. 
Encourage feedback and listen as much as you talk. Once the changes are in 
place, you “refreeze” or solidify the change as the new status quo. 

 The creation of new teams or departments 
Structural change can also apply to smaller adjustments, such as creating 
a new team. If you notice that some employees have more of a knack 
for analytics, you might decide to create a separate team dedicated to 
reporting. The necessary shifting of personnel and duties could create 
some tension. Justify the change with clear reasoning and explain the 
benefits. Highlight the positives. It’s not about taking away responsibilities 
– it’s about playing to each individual’s strengths. 
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 Changes to the company organizational chart 
Promotions and new roles call for updates to the organizational chart. 
When moving people around, be sure to celebrate wins, like promotions, 
and explain adjustments, such as merged departments. 
Structural changes influence how your company functions as a whole. It’s 
never an easy transition, but solidifying the change as soon as possible 
can help you avoid major issues down the line. 

4. Remedial change 

Remedial changes are reactionary. This type of change occurs when a problem 
is identified, and a solution needs to be implemented. As these changes are 
designed to address an issue; they call for immediate action. Reactionary 
change may not be ideal, but it’s inevitable. The benefit of remedial change is 
that judging its success is quick and simple. Was the problem solved or not? 

Examples of remedial change 

 Dealing with a loss of talent 
When someone in a key position at the company decides to leave, you 
must adapt quickly. Your team will have questions. Will someone move 
into the role, or is the company searching for new candidates? Who will 
take over the responsibilities immediately? How will this affect day-to-day 
operations? 
Unexpected changes in personnel are difficult to prepare for. If you are 
blindsided, take some time to put together a statement. Announcing an 
employee’s departure before you have answers to the inevitable 
questions is a recipe for disaster. Your employees will look to you for 
guidance. Make sure you are ready to provide it. 

 Addressing customer communication issues  
There is a huge difference between simply handling communication with 
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customers and having an effective communication strategy. If what you’re 
doing isn’t working, you need to adapt quickly. 
Gaming company Activision realized that each time they released a 
game, customers had a lot of questions and feedback. Agents were 
prepared for a surge of incoming calls, but Activision realized that their 
customers preferred to go straight to social media. They had to change 
their process. 
Activision used Salesforce to implement Marketing Cloud’s Social Studio. 
Marketing Cloud automatically tracks relevant tweets and social media 
conversations and uploads them to Service Cloud. Now, customers can 
either be directed to self-service solutions or connected to a live agent. 

FORCES OF ORGANISATIONAL CHANGE 

Organization as a system, depend on many interdependent factors which 
influence it’s day to day functioning, strategic decisions and future action plans 
for facing the competitive challenges successfully. These factors can be both 
internal and external in nature and determine an organization’s readiness for 
change as well as it’s preparedness. 

External Forces of Organizational Change 

The external forces of change stem up from the external environment. These 
forces have been described below: 

Political Forces: With the rapidly changing global political scenario and the 
upheavals in the global politics, the worldwide economy is equally undergoing a 
quick change and presenting several challenges before the organization in the 
form of changes in regulations, policies and also the economic framework in 
the form of globalization and liberalization. 
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Economic Forces: The economic forces influence organization’s change 
management strategy by either presenting opportunities or challenges in the 
form of economic uncertainties or growing competitive pressures. 

Various factors such as changes in the business cycle, prevalent inflation or 
deflation rate in the economy, fluctuation in the interest rates, economic 
recession, changes in the economic policies or tax structures, import/export 
duties, fluctuation in the oil prices globally, financial stability of the country and 
also loss/increase in the consumer confidence towards the economic conditions 
of the country are some of the crucial factors. For example change in the 
global market, economies create a ripple like effect and affect the Indian 
markets too in terms of fluctuations in the capital markets, employment 
opportunities and rise or fall in the consumer demand. 

Technological Forces: Technological advancements and innovations in 
communication and computer technology, have revolutionized the organizational 
functioning by facilitating newer ways of working and added in newer range of 
products/services thus creating a need for developing a framework for 
managing change effectively and proactively responding to the challenges as a 
result of these changes due to the technological forces. 

Advancements in the technological field greatly contribute to the overall 
economic development in the country and also the organization’s success or 
failure in the competitive environment. One of the glowing examples is 
Singapore, which has emerged as one of the powerful economies within recent 
times in spite of no natural resource availability. With the usage of Information 
Technology in the strategic decision making and overall planning, today 
Singapore holds the status of being the world’s first completely networked 
economy in which all homes, administrative offices, schools/colleges/professional 
institutions, businesses and government branches are connected electronically. 
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Governmental Forces: Governmental regulations and also the extent of 
intervention may influence the need for change. The following governmental 
forces have been described below which determine the need for organizational 
change: 

1. Deregulation: Deregulation is associated with decentralization of power or 
economic interventions at the state level or lessening of the governmental 
intervention in the economy. For example, as an outcome of deregulation 
few sectors/industries like insurance, banking, petroleum and many others 
which were previously under the direct control of the government, are 
now being handed over to the private players or companies. 

2. Foreign Exchange: Foreign exchange rates directly affect the international 
trade, as the variations in the exchange rates influence the currency 
payment structure. Issues or constraints with the foreign exchange rate 
may compel the government in moving ahead with the imposition of 
import restrictions on selected items or deregulating the economies for 
attracting the foreign exchange for investment purposes. 

3. Anti-Trust Laws: Anti-Trust laws are enforced by most of the 
governments for restricting/curbing unfair trade practices. For example, 
these restrictions have been enforced in India by enacting an act 
called Monopolies and Restrictive Trade Practices (MRTP), 1971. 

4. Suspension Agreements: Suspension agreements are the agreements 
which are finalized between the governments to waive off anti-dumping 
duties. 

5. Protectionism: Due to the growing competitive pressures, most of the 
governments try to enforce certain regulations or intervene for 
safeguarding their threatened industries. For example, by enforcing certain 
trade barriers, the Indian government protects the local industries such as 
Handicrafts and Textiles. These trade barriers may take the form of either 
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anti-dumping laws, levy of tariffs or import duties, quantity quotas, and 
various government subsidies. 

Competitive Pressures: The increase in the global competition and the 
challenges enforced due to the competitive pressures, force the organizations in 
changing their strategies for ensuring their global presence. Japanese majors 
like Nissan, Toyota and Mitsubishi, have been continuously relocating their 
manufacturing as well as their assembling operations to South East Asian 
countries for achieving a competitive advantage in the form of reduced cost of 
labour and economies of scale. 

Changes in the Needs and Preferences of Customers: Changes in the needs 
of the customers are compelling the organizations to adapt and innovate their 
product offerings constantly for meeting the changing demands of the 
customers. 

Internal Forces of Organizational Change 

Systemic Forces: An organization is made up of a system and several 
subsystems which are interconnected, just like the way in which a human 
system functions. The subsystems of an organization are in direct interaction 
and influence the organizational behaviour as well. A change in any subsystem, 
result in a change in the existing organizational processes and the complete 
alignment as well as the relationship. 

Inadequate Existing Administrative Processes: Each organization function by 
following a particular set of procedures, rules, and regulations. With the 
changing times, an organization needs to change it’s rules and existing 
administrative processes, failing which the administrative inadequacy might 
result in organizational ineffectiveness. 
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Individual/Group Speculations: In anthropological terms, it is understood that 
man is a social animal whose desires and requirements keep changing with the 
changing times, which result in differences in individual as well as group 
expectations. Various factors on the positive front such as how ambitious an 
individual is, achievement drive, career growth, personal and professional 
competencies and negative factors such as one’s own fears, complexes and 
insecurities are some of the inter-individual as well as inter group factors which 
influence an organizational functioning on a day to day basis and also its 
overall performance. 

Structural Changes: These changes alter the existing organizational structure 
as well as its overall design. Structural changes can be regarded as a strategic 
move on the part of the organization’s to improve profitability and for achieving 
a cost advantage. These changes may take the form of downsizing, job 
redesign, decentralization, etc. For example, IBM for introducing reforms in its 
existing system and procedures and for achieving cost effectiveness has 
enforced downsizing strategy. 

Changes in the Technology: Within an organization, the technological changes 
may take the shape of changes in the work processes, equipment, level/degree 
of automation, sequence of work, etc. 

People Focused Change: In this context, the major focus is laid on people 
and their existing competencies, human resource planning strategies, structural 
changes and employee reorientation and replacement of an employee which 
mean shifting an employee to a different work arena where his/her skills are 
best suited. It may also be involving establishing new recruitment policies and 
procedures in line with the changes in the technology. 

Issues with the Profitability: This can also be one of the primary causes which 
compel an organization to restructure (downsize or resize) or to reengineer 
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themselves. The organization may have profitability issues either due to a loss 
in revenue, low productivity or a loss in the market share. 

Resource Constraint: Inadequacy of the resources, may result in a powerful 
change force for the organization. 

RESISTANCE TO CHANGE 

One of the most important tasks of managers is to facilitate changes smoothly. 

Change is always inevitable but so is resistance to change. It is 

basic human nature of people to try and keep their methods and customs 

constant. This is where change management comes into play. 

An organization always must strive to adapt to change if it wants to be 

successful. 

Introduction to Resistance to Change 

Change is basically a variation in pre-existing methods, customs, 
and conventions. Since all organizations function in dynamic environments, they 
constantly have to change themselves to succeed. 

Change management contains several strategies that help in facilitating the 
smooth adoption of such changes. 

One of the most important facets of change management is resistance to 
change. It is simply human nature to counteract any changes and maintain the 
status quo. 
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But since change is inevitable, instead of resisting changes the organization 
must try to implement them with minimum hassle. 

Resistance to change may be either overt or implicit. For example, employees 
may react to a change in policies with outright rejection and protests. 

They may even refrain from showing disapproval expressly, but they may do so 
implicitly by not accepting changes. Managers must understand these problems 
and help the employees adopt these changes smoothly. 

Reasons for Resistance to Change 

In order to facilitate transitions and changes, managers must first be able to 
identify the exact reason for resistance. Such resistance to change is common 
in all organizations. The following are some common reasons for this: 

 People generally find it convenient to continue doing something as 
they have always been doing. Making them learn something new is 
difficult. 

 Changes always bring about alterations in a person’s duties, powers, 
and influence. Hence, the people to whom such changes will affect 
negatively will always resist. 

 People who are adamant on maintaining customs instead of taking 
risks and doing new things will always resist changes. This can 
happen either due to their insecurities or lack of creativity and will. 
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Types of Resistance to Change 

Resistance to change may be of the following three types: 

a) Logical resistance: This kind of resistance basically arises from the time 
people genuinely take to adapt and adjust to changes. For example, when 
computers became common, accountants had to shift from accounting on paper 
to digital accounting. This naturally takes time to adapt to. 

b) Psychological resistance: Under this category, the resistance occurs purely 
due to mental and psychological factors. Individuals often resist changes for 
reasons like fear of the unknown, less tolerance to change, dislike towards the 
management, etc. 

c) Sociological resistance: This resistance relates not to individuals but rather 
to the common values and customs of groups. Individuals may be willing to 
change but will not due to peer pressure from the group they are members of. 
For example, if a workers’ union protests against new management policies, all 
workers face pressure to protest together. 

Overcoming Resistance 

While change will almost always face resistance, it is certainly possible to 
overcome it. Managers must strive to help their employees adjust to changes 
and facilitate new variations in functioning. 
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Firstly, managers must be able to convince workers that the changes they are 
proposing are necessary. They should show how the workers and the 
organization itself will benefit from these changes. 

Secondly, the management can keep the following considerations in mind to 
implement changes smoothly: 

 Changes should not happen in one go because it is easier to 
implement them in stages. 

 Changes should never cause security problems for the workers. 

 Managers must consider the opinions of all employees on whom the 
proposed change will have an effect. 

 If managers portray leadership by first adapting to the changes 
themselves, employees are less likely to resist. 

 Sufficient prior training of employees can help them accept changes 
with confidence. 

 
MANAGEMENT OF CHANGE 

Management of Change (MOC) is a systematic approach to dealing with 

organizational change, typically in industrial facilities and operations. The goal 

of this approach is to safeguard workers from potential harm during the crucial 

period of transition. 
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Major change is bound to happen in any organization, no matter how big or 
small. Events such as a transition in leadership, corporate expansion, product 
changes, or technical equipment upgrades can have a dramatic impact. 

Management of Change (MOC) is a formalized process for leading your 
employees through a smooth and safe change process. 

When is MOC Needed? 

As outlined above, it’s important to identify circumstances when Management of 
Change must be applied. Below are some of the situations and applications 
when MOC is needed. 

Changes in Equipment Design 

Whenever there is a change in the operational specifications of the equipment 
used within a company, there is a greater danger for workers to make 
mistakes. Therefore, it’s important to indicate the changes in equipment design 
(and specs) within the Process Safety Information. 

Employers also need to come up with a safety plan on how to shield 
employees from potentially adverse events arising from these changes. For 
example, if a piece of equipment gets upgraded with a vital feature such as a 
valve installation or a new alarm, these require MOC implementation. 

Changes in Operating Procedures 

Each piece of equipment comes with step-by-step procedures on how to 
operate. Furthermore, each aspect of work in a firm has systematic end-to-end 
procedures that employees can simply follow and execute repeatedly. 
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Whenever operation guidelines or procedures are changed or updated by the 
company, there is a risk for workers to continue with old processes because 
they are more used to it. 

 

 

Years of following a particular process can lead to muscle memory, and 
employees may enter a stage where they have difficulty adapting to new 
workflows. Of course, accidentally following old procedures is extremely 
dangerous. MOC is also required in these situations. 

Changes in Inspection and Test Maintenance Procedures 

MOC is needed when a company’s way of inspecting and maintaining their 
equipment changes. This ensures that employees don’t get exposed to 
chemically associated hazards. 

For example, procedures related to preventive maintenance of machines, an 
inspection of piping, and servicing of equipment should be properly 
documented. Any changes to these maintenance procedures must go through 
MOC. 

Facilities Changes 

MOC is also required whenever there are changes to the facilities themselves. 
For example, when a new structure is built close to a PSM-covered piece of 
machinery, or if it is modified in some way, MOC must be performed. Proximity 
to machines and equipment can increase the risk of accidents. 
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Temporary Changes 

Temporary events such as the examples below require MOC: 

 Transfer of equipment to a temporary location due to infrastructure 
expansion 

 Temporary procedure changes due to the installation of new equipment 
features 

Even though these changes will not become a part of your standardized 
processes, it is still important to be prepared for any negative impact they may 
have on the organization, its facilities, and its people. 

It is also critical for organizations to close out any MOC documentation of a 
temporary change or to update the program if the temporary change becomes 
permanent. 

STEPS OF MOC 

Although the specific process of MOC may vary a bit for each industry (there 
are different types of MOC), the general steps are pretty much the same.  

Here’s the step by step rundown of what it takes to perform Management Of 
Change: 

1. Recognize all changes. Without a thorough understanding of what changes 
are going to happen, it is difficult for a management team to evaluate its 
potential impact to the organization. Know the details of the change, so that it 
can be properly managed. 

2. Identify the hazards and risks. A careful risk analysis must be done to 
cover every potential hazard that the change will cause. Seemingly minimal 
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effects should never be overlooked. Instead, they should be treated as though 
they can impact the organization in a big way. Worst-case scenarios for each 
risk must be identified, so that steps can be made to avoid them. 

3. Note hazards that can be minimized, controlled, or totally avoided. 
Management needs to accept the reality that not all risks can be avoided. 
Some can only be managed or reduced. It’s important to determine which risks 
can be totally avoided. Plans should then be initiated to reduce or manage 
unavoidable hazards. 

4. Find out if the change is feasible or can be implemented given the 
circumstances. This is more like a risk-reward analysis. The management team 
can ask themselves, “Can the changes be done with the least amount of 
danger possible, or do the hazards caused by the change outweigh its 
rewards?” 

5. Conduct a Pre-Startup Safety Review (PSSR). The PSSR is a thorough 
review of equipment and its related processes to ensure that safety measures 
are in place. It is most often used in processes involving chemical substances. 
This is more like a verification check of the entire rocket ship before take-off 
(you get the picture). 

6. Implement the change — if safe to do so. The organization must implement 
the change, knowing all the risks in advance and how it might impact the 
workers. The goal of responsible leadership must be to help employees 
smoothly glide through the painful process of change without endangering them. 
Emergency measures should also be in place if a potential accident turns into 
a real one. 

7. Train all affected workers. Any involved employee, as well as all managers 
who will execute your new processes, should be carefully trained on the new 
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procedures. More knowledge and hands-on-training will lead to fewer or zero 
instances of mishaps, or to less serious consequences when failures occur. 

8. Follow new procedures and continue to evaluate feedback from the 
ground. As changes are rolled out, management should continue to evaluate 
the worker’s exposure to risk. This can be receiving continuous feedback and 
reports from the organization’s day-to-day operations. 

Management of Change does not mean that risk management is conducted 
only during the change. The truth is, MOC happens long before a change is 
even implemented. 

Ideally, employers conducting MOC have already anticipated workforce safety 
issues even before changes are introduced. 

 

 


