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UNIT:1 

FUNDAMENTAL OF ORGANSATION OF BEHAVIOUR 

 

ORGANISATIONAL BEHAVIOUR … DEFINATIONS 

1.‘involves the study and application of knowledge about how people act within organizations, 

as individuals and within groups’ (Newsroom and Davis 2002: 4). 

2.‘is an interdisciplinary field of study seeking to understand the behaviour of individual, group 

and organizational processes in organizational settings which can be applied to better 

understand and manage people at work’ (Kreitner and Kinicki 2007: 5). 

3.‘investigates the impact that individuals, groups, and structure have on behaviour within 

organisations, for the purpose of applying such knowledge toward improving an organisation’s 

effectiveness’ (Robbins and Judge 2013: 10). 

4. 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.” 

5.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.” 

NATURE OF OB 

1.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. 
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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 

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 actualize 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. 
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SCOPE OF ORGANIZATIONAL BEHAVIOUR 

The three internal organizational elements viz., people, technology and structure and the 

fourth element, i.e., external social systems may be taken as the scope of O.B. 

1. People 

The people constitute the internal social system of the organization. They consist of individuals 

and groups. Groups may be large or small, formal or informal, official or unofficial. They are 

dynamic. They form, change and disband. Human organization changes everyday. Today, it is 

not the same as it was yesterday. It may change further in the coming days. People are living, 

thinking and feeling being who created the organization and try to achieve the objectives and 

goals. Thus, organizations exist to serve the people and not the people exist to serve the 

organization. 

2. Structure 

Structure defines the sole relationship of people in an organization. Different people in an 

organization are given different roles and they have certain relationship with others. It leads to 

division of labour so that people can perform their duties or work to accomplish the 

organizational goal. Thus, everybody cannot be an accountant or a clerk. Work is complex and 

different duties are to be performed by different people. Some may be accountant, others may 

be managers, clerks, peons or workers. All are so related to each other to accomplish the goal 

in a co-ordinated manner. Thus, structure relates to power and duties. One has the authority 

and others have a duty to obey him. 

3. Technology 

Technology imparts the physical and economic conditions within which people work. With their 

bare hands people can do nothing so they are given assistance of buildings, machines, tools, 

processes and resources. The nature of technology depends very much on the nature of the 

organization and influences the work or working conditions. Thus, technology brings 

effectiveness and at the same restricts people in various ways. 
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4. Social System 

Social system provides external environment which the organization operates. A single 

organization cannot exist also. It is a part of the whole. One organization cannot give everything 

and therefore, there are many other organizations. All these organizations influence each 

other. It influences the attitudes of people, their working conditions and above all provides 

competition for resources and power. 

O.B. is the study of human behaviour at work in organizations. Accordingly, the scope of O.B. 

includes the study of individuals, groups and organization/structure. Let us briefly reflect on 

what aspects each of these three cover. 

5. Individuals Organizations are the associations of individuals. Individuals differ in many 

respects. The study of individuals, therefore, includes aspects such as personality, perception, 

attitudes, values, job satisfaction, learning and motivation. 

6.Groups of Individuals 

Groups include aspects such as group dynamics, group conflicts, communication, leadership, 

power and politics and the like. 

IMPORTANCE OF ORGANATIONAL BEHAVIOUR 

1. Skill Improvement 

Study of Organisational Behaviour helps to improve skills. 

This includes the ability of employees and use of knowledge to become more efficient. 

It also improves managers, as well as other employees, work skill. 

2. Understanding Consumer Buying Behaviour 

It also an important part to improve the marketing process by understanding consumer 

(buying) behaviour. 

3. Importance Employee Motivation in Organisational Behaviour 

OB helps to understand the basis of Motivation and different ways to motivate employees 

properly. 
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4. Nature of Employees 

Understanding of personnel and employee nature is important to manage them properly. 

With the help of OB, we can understand whether employees or people are Introvert, Extrovert, 

Motivated, Dominating etc. 

5. Anticipating Organisational events 

The scientific study of behaviour helps to understand and predict organisational events. 

For example Annual Business Planning, Demand Management, Product line management, 

Production Planning, Resources Scheduling, Logistics etc. 

6. Efficiency & Effectiveness 

Study of organisational behaviour helps to increase efficiency and effectiveness of the 

organisation 

7. Better Environment of Organisation 

OB helps to create a healthy, ethical and smooth environment in an organisation. 

8. Optimum or Better Utilization of Resources 

Study of OB helps to understand employees and their work style and skill better way. 

By understanding this, management can train and motivate employees for optimum utilization 

of resources. 

9. Importance of OB in the Goodwill of organization 

Organisational Behaviour helps to improve Goodwill of organization. 
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EMERGING ASPECTS OF OB: 

1. System Approach 

Organizations are viewed as complex open system interacting with various elements to achieve 

a desired goal. Organizational behaviour is viewed from system perspective. The behavioural 

relationship are interpreted in terms of whole person, whole group and as a whole 

organization. The system aspect of organizational behaviour provides synergistic effect. 

2. Contingency Variable 

It refers to application of different behavioural practices for different situation. Each situation 

should be carefully analysed and diagnosed prior to action. The universal principle of 

organizational behaviour are being replaced by the contingency variables, there is no more 

“one best way” to solve the behavioural aspect of an organization. 

3. Human Orientation 

Organizational behaviour has supported and practiced human orientation. It simply refers to 

putting people first as they are viewed as most important resources in an organization. It is 

concerned with developing of individual to their full potential, which increase the competency, 

creativity and skills needed to perform the job. The employee growth, initiation and 

performance are actively supported. The positive attitude towards employees are encouraged. 

4. Distribution of power 

The traditional organization system focused on power centralization at the top level. 

However the new trends are concerned with employee empowerment by providing 

autonomy at work and flexible work schedules. The decentralization and distribution 

of power has provided opportunities for employees to manage their work and enhance 

organizational effectiveness. 

 

5. Self-Discipline 

Discipline implies obligation to set rules, regulation and procedures. It is concerned 

with regulating the employee behavior. The past practices of organizational behavior 

was concerned with enforcement of discipline. However, the emerging trend is self-

discipline maintained by individual at work as they are willing adhering to set rules and 

acceptable behavioral standards. The self-direction and control is exercised by 

employees. 
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6. Intrinsic Motivation 

Motivation is concerned with stimulating the energies of employees to achieve the 

desired result. It is concerned with individual’s intensity, direction and persistence of 

efforts towards attaining goals. Traditionally organizational behavior focused on 

extrinsic motivation which was induced in the form of financial incentives however, at 

present the intrinsic motivation is encouraged which is self-generated through sense of 

job satisfaction. The encouragement for teamwork, power delegation and focus on high 

order need an employee has empowered the employees which has 

generatedintrinsicMOtivation 

  

MODELS OF ORGANATIONAL BEHAVIOUR . 

 

1.Autocratic Model 

The root level of this model is power with a managerial orientation of authority. The employees 

in this model are oriented towards obedience and discipline. They are dependent on their boss. 

The employee requirement that is met is subsistence. The performance result is less. 

The major drawbacks of this model are people are easily frustrated, insecurity, dependency on 

the superiors, minimum performance because of minimum wage. 

2.Custodial Model 

The root level of this model is economic resources with a managerial orientation of money. The 

employees in this model are oriented towards security and benefits provided to them. They are 

dependent on the organization. The employee requirement that is met is security. 

This model is adapted by firms having high resources as the name suggest. It is dependent on 

economic resources. This approach directs to depend on firm rather than on manager or boss. 

They give passive cooperation as they are satisfied but not strongly encouraged. 

3. Supportive Model 

The root level of this model is leadership with a managerial orientation of support. The 

employees in this model are oriented towards their job performance and participation. The 

employee requirement that is met is status and recognition. The performance result is 

awakened drives. 
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This model is dependent on leadership strive. It gives a climate to help employees grow and 

accomplish the job in the interest of the organization. Management job is to assist the 

employee’s job performance. Employees feel a sense of participation. 

4.Collegial Model 

The root level of this model is partnership with a managerial orientation of teamwork. The 

employees in this model are oriented towards responsible behavior and self-discipline. The 

employee requirement that is met is self-actualization. The performance result is moderate 

zeal. 

This is an extension of supportive model. The team work approach is adapted for this model. 

Self-discipline is maintained. Workers feel an obligation to uphold quality standard for the 

better image of the company. A sense of “accept” and “respect” is seen. 

TOTAL QUALITY MANAGEMENT 

Total quality management (TQM) is a term that originated in the 1950s and is today used 

mainly in Japan. It is the equivalent of what other countries or organizations may call a 

company-wide quality management system, enterprise quality management system, or 

integrated quality management system, to name a few 

The term ‘total’ means the entire organization—all teams, departments and functions—is 

involved in quality management. The ‘system’ refers to the managerial and technological 

methods to achieve quality requirements and business objectives throughout an entire 

organization. Although it may go by various names, Juran believes ‘enterprise excellence’ to be 

a more appropriate name for TQM 

Key Principles of TQM 

Total quality management has a number of key principles which—when implemented 

together—can move any organization towards business excellence. 

1.Customer focus 

Central to all successful TQM systems is an understanding that quality is determined by the 

customer. No matter what measures you introduce to improve the quality of your products and 

services, the only way of knowing if they have been successful is customer feedback, whether in 

the form of reviews, return rates, or satisfaction surveys. 
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2.Employee involvement 

Every person in an organization—from entry-level workers to management—has a 

responsibility for the quality of products and services. However, employees can only be 

invested if they feel empowered to make their own decisions, something that depends on 

management creating the right workplace environment. 

3.Centred on process 

A TQM system will fail without a clear focus on processes and process-led thinking. A process 

fault is ultimately the cause of most problems, which is why effective monitoring of every single 

step is an essential part of assessing, maintaining and improving quality. 

4.Integrated system 

An organization should have an integrated system that allows for effective total quality 

management. This may be a bespoke system, or one based on a quality standard such as ISO 

9001, but it should be understood and applied across all functions and departments. 

5.Strategic & systematic approach 

Critical to quality management is the existence of a strategic plan that outlines how an 

organization intends to achieve its mission and business goals. It goes without saying that 

quality should be a core component of such a plan. 

6. Decision-making based on facts 

Business performance can only be assessed using the available facts, such as sales data, 

revenue figures, and customer retention rates. The opinions of customers, employers and 

suppliers should never be used to inform decisions. 

7.Communication 

Effective communication is essential when an organization is implementing significant changes 

for the sake of business improvement. Every member of staff should be made aware of the 

strategy, the timescales involved, and the reasons for implementing it. 
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8. Continuous improvement 

Applying the principles of DMAIC and Lean Six Sigma will instill an organization with a culture of 

continuous improvement, driving all employees to constantly seek new ways to be more 

competitive and deliver high-quality products for all stakeholders. 

Why Follow TQM Principles? 

The quality department in many companies is only responsible for the quality of products, with 

its focus typically limited to the supply chain. It has no role in driving quality throughout the 

organization, yet organizations have many opportunities to drive customer experience beyond 

products, with customer service being a prime example. 

In recent years—as competitive pressures have forced a theme going far beyond traditional 

quality control, inspection, quality engineering, and reliability engineering—the role of the 

quality department and function is carried out by all departments in a TQM system. 

Managing quality in a TQM system ensures your organization moves from its current “little q” 

or product focus to “big Q, enterprise-focus” thinking. The greatest benefit is reducing the total 

cost of quality by improving all products, services and processes, not just the ones in 

production. 

Other benefits of TQM include: 

.1. Reduce risk and mitigate risk when designing new products and processes 

2.Resolve problems before they occur 

3.Resolve problems that occur during operations 

4. Improve supplier performance 

5Control processes to avoid risk even when scaling up 

6Increase productivity or all employees 

7. Reduce the total cost of quality not just the costs of poor quality of products 

8What Does Operational Excellence Look Like? 
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S-O-B-C MODEL 

S-O-B-C model incorporates a more complex mechanism of human behaviour which modifies 

and extends S-O-R model. In this model, S stands for the situation which is more comprehensive 

than stimuli of S-O-R model and incorporates all aspects of the environment - immediate 

stimulus, physical environment and socio-cultural environment. O is the organism but does not 

only represent the physiological being as in the S-O-R model, but also the physiological being 

which is more complex. B stands for pattern of behaviour both overt and convert. C stands for 

contingent consequences both overt and covert. Thus, this model of behaviour has significant 

departure from earlier models of behaviour which have considered only overt aspects. In S-O-B-

C model, behaviour takes place because of the interaction of situation (S), organism (O), 

behaviours S-O-B-A Model.  
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 UNIT:2 

ATTITUE, VALUE AND MOTIVATION 

Maslow’s Hierarchy of Needs 

Maslow’s hierarchy of needs are a series of physiological and emotional requirements for 

human contentment, arranged in order of necessity. 

The most fundamental and basic needs are what Maslow called “deficiency needs” or “d-

needs”: 

1.Esteem 

2.Friendship and love 

3.Security 

4.Physical needs 

If these “deficiency needs” are not met, the body gives no physical indication but the individual 

feels anxious and tense. Maslow’s theory suggests that the most basic level of needs must be 

met before the individual will focus on higher level needs. 

Image 

Maslow’s Hierarchy of Needs: Maslow’s hierarchy captures the varying degree of needs by 

which humans are motivated. According to the psychological perspective, decision makers are 

motivated by these needs and decisions are influenced accordingly. 

The human mind is so complex that separate motivations from different levels of Maslow’s 

pyramid usually occur at the same time. Maslow referred to these levels and their satisfaction 

in terms such as “relative,” “general,” and “primarily.” His focus in establishing the hierarchy of 

needs was to identify the basic types of motivations and the order in which that they generally 

progress as lower needs are reasonably well met. 

1.Physiological Needs 

Physiological needs are generally obvious because they are requiremed for survival. If 

requirements are not met, the body cannot continue to function. People lacking food, love, 

esteem, or safety would consider food to be their greatest need. Air, water, food, clothing, and 

shelter are the basic physiological needs. 
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2. Safety Needs 

Once physical needs are satisfied, individual safety takes precedence. Safety and Security needs 

include: 

Personal security 

Financial security 

Health and well-being 

Safety net against accidents/illness and their adverse impacts 

Love and belonging 

3.Interpersonal Needs 

After physiological and safety needs are fulfilled, the third layer of human needs are 

interpersonal. This involves feelings of belongingness. Deficiencies in interpersonal needs, due 

to neglect, shunning, ostracism, etc., can impact an individual’s ability to form and maintain 

emotionally significant relationships in general, such as: 

Friendship 

Intimacy 

Family 

Humans need to feel a sense of belonging and acceptance, whether it comes from a large social 

group, such as clubs, religious groups, professional organizations, gangs, family, or mentors. 

Humans need to love and be loved (sexually and non-sexually) by others. Without these 

connections, many people become susceptible to loneliness, social anxiety, and clinical 

depression. This need for belonging can sometimes overcome physiological and security needs. 

For example, an anorexic may ignore the need to eat and the security of health for a feeling of 

control and belonging. 

4.Esteem 

Esteem represents the normal human desire to be accepted and valued by others. People need 

to engage themselves to gain recognition and have an activity or activities that give the person 

a sense of contribution, to feel self-valued, be it in a profession or hobby. Imbalances at this 
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level can result in low self-esteem or an inferiority complex. Many people with low self-esteem 

will not be able to improve their view of themselves simply by receiving fame, respect, and 

glory externally, but must first accept themselves internally. Psychological imbalances, such as 

depression, can prevent one from obtaining self-esteem on both levels. 

Maslow noted two versions of esteem needs: a “lower” version and a “higher” version. The 

“lower” version of esteem is the need for respect from others. This may include a need for 

status, recognition, fame, prestige, and attention. The “higher” version manifests itself as the 

need for self-respect. For example, the person may have a need for strength, competence, 

mastery, self-confidence, independence, and freedom. This “higher” version takes precedence 

over the “lower” version because it relies on an inner competence established through 

experience. Deprivation of these needs may lead to an inferiority complex, weakness, and 

helplessness. 

 

Maslow also states that even though these are examples of how the quest for knowledge is 

separate from basic needs, he warns that these “two hierarchies are interrelated rather than 

sharply separated. ” This means that this level of need, as well as the next and highest level, are 

not strict, separate levels but closely related to others, and this is possibly the reason that these 

two levels of need are left out of most textbooks. 

5.Self-actualization 

“What a man can be, he must be. ” This quotation forms the basis of the perceived need for 

self-actualization. This level of need refers to what a person’s full potential is and the realization 

of that potential. Maslow describes this level as the desire to accomplish everything that one 

can, to become the most that one can be. Individuals may perceive or focus on this need very 

specifically. For example, one individual may have the strong desire to become an ideal parent. 

In another, the desire may be expressed athletically. For others, it may be expressed in 

paintings, pictures, or inventions. As previously mentioned, Maslow believed that to 

understand this level of need, the person must not only achieve the previous needs, but master 

them. 

on the job, it should be concerned with the nature of the work itself. On the other hand, if 

management wishes to reduce dissatisfaction, then it must focus on improving the job 

environment. 
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productivity: Productivity is a measure of the efficiency of production and is defined as total 

output per one unit of a total input. 

Need Hierarchy: Abraham Maslow’s theory created in 1943 that postulates that needs can be 

categorized into the following 5 categories which are the basis for human motivations: 

Physiological, Safety, Belongingness and Love, Esteem, and Self-Actualization. 

 

 

 

 

2.MCGREGORS THEORY OF MOTIVATION 

In the 1960s, social psychologist Douglas McGregor developed two contrasting theories 

that explained how managers' beliefs about what motivates their people can affect their 

management style. He labelled these Theory X and Theory Y. These theories continue 

to be important even today. 

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 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. 
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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. 

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. 
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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. 

 

 

NATURE AND IMPORTANCE OF MOTIVATION 

Motivation is a psychological phenomenon that occurs within a person. A person 

lacks some needs, which makes him satisfied that he works more. The need to 

satisfy the ego motivates a person to do better in general. 

The following conclusions can be drawn from the definitions given earlier: – 

• Motivation is an inner feeling that makes a person excited to do more work. 

• A person’s feelings or desires motivate him to perform a particular task. 

• A person has unsatisfying needs that impair his balance. 

• A person proceeds to fulfill his dissatisfied needs by conditioning his energies. 

• A person has passive energies that are activated by channeling in actions. 

•  

Motivation has become very effective tools to achieve organizational goals and 

manager has to use this tool to motivate or inspire the staff member in their respective 

job in such a manner that they could work effectively and efficiently. Motivation is 

important to both organization and individual. So, following are some of the importance 

of motivation: 

 

1.Higher productivity: Through the motivation techniques an organization can easily 

achieve higher level of productivity because by motivating the subordinates, a manager 

can encourage them to work with great efficiency and if works are performed efficiently, 
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it will lead  an organization to increase total production and productivity. 

 

2.Utilization of factors of production: In an organization, human resource is one of the 

important resources. And if this resource is properly utilized then only other factors, 

rather can be utilized properly. Motivation makes human resource work sincerely and 

performing the given task efficiently. If employees work efficiently then only there will be 

possibility of utilizing of other factors of production properly and that too in maximum. 

 

3.Best remedy for resistance to changes: The changes in an organization and its 

working styles are usual phenomenon because organization changes in its production 

technology, marketing process and even due to environmental changes, many changes 

occur on the organization. But, if they are properly  and timely motivated and managers 

give knowledge and inspiration, they will accept the changes even more 

enthusiastically. 

 

 

4.Higher morale of personnel: Motivation increases the working efficiency of the 

workers. The workers having higher morale are asserted as the assets or the 

organization. By lowering turnover rate and keeping the absenteeism low, a motivated 

employee can contribute the organization. 

 

5.Healthy industrial relation: Motivation helps to create healthy industrial relation within 

the organization. The relation of management and trade union will be very friendly. 

 

PROCESS OF MOTIVATION. 

Need Identification: First phase of motivation process is need identification where the employee 

feels his/her some unsatisfied need. The motivation process begins with an unsatisfied need, 

which creates tension and drives an individual to search for goals that, if attained, will satisfy the 

need and reduce the tension. 

2) Searching Ways to satisfy needs: 

Second phase is finding the different alternatives that can be used to satisfy the needs, which 

were felt in first stage. These needs lead to thought processes that guide an employee’s decision 

to satisfy them and to follow a particular course of action 

3) Selecting Goals: 
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Once if the need is assessed and employee is able to find out the way to satisfy the need than 

next phase is selection of goals to be performed. 

4) Employee Performance: These needs lead to thought processes that guide an employee’s 

decision to satisfy them and to follow a particular course of action in form of performance. 

5) Consequences of performance Reward/punishments: 

If an employee’s chosen course of action results in the anticipated out come and reward, that 

person is likely to be motivated by the prospect of a similar reward to  

act the same way in the future. However, if the employee’s action does not result in the expected 

reward, he or she is unlikely to repeat the behavior 

6) Reassessment of Need deficiencies: 

Once felt need is satisfied through certain rewards in response to performance than employee 

reassesses any deficiencies and entire process is repeated again. 

7) Searching Ways to satisfy needs: 

Second phase is finding the different alternatives that can be used to satisfy the needs, 

which were felt in first stage. These needs lead to thought processes that guide an 

employee’s decision to satisfy them and to follow a particular course of action 

3) Selecting Goals: 

Once if the need is assessed and employee is able to find out the way to satisfy the 

need than next phase is selection of goals to be performed. 

4) Employee Performance: These needs lead to thought processes that guide an 

employee’s decision to satisfy them and to follow a particular course of action in form of 

performance. 

5) Consequences of performance Reward/punishments: 

If an employee’s chosen course of action results in the anticipated out come and 

reward, that person is likely to be motivated by the prospect of a similar reward to act 

the same way in the future. However, if the employee’s action does not result in the 

expected reward, he or she is unlikely to repeat the behavior 

6) Reassessment of Need deficiencies: 
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Once felt need is satisfied through certain rewards in response to performance than 

employee reassesses any deficiencies and entire process is repeated again. 

First phase of motivation process is need identification where the employee feels his/her 

some unsatisfied need. The motivation process begins with an unsatisfied need, which 

creates tension and drives an individual to search for goals that, if attained, will satisfy 

the need and reduce the tension. 

2) Searching Ways to satisfy needs: 

Second phase is finding the different alternatives that can be used to satisfy the needs, 

which were felt in first stage. These needs lead to thought processes that guide an 

employee’s decision to satisfy them and to follow a particular course of action 

3) Selecting Goals: 

Once if the need is assessed and employee is able to find out the way to satisfy the 

need than next phase is selection of goals to be performed. 

4) Employee Performance: These needs lead to thought processes that guide an 

employee’s decision to satisfy them and to follow a particular course of action in form of 

performance. 

5) Consequences of performance Reward/punishments: 

 

If an employee’s chosen course of action results in the anticipated out come and 

reward, that person is likely to be motivated by the prospect of a similar reward to act 

the same way in the future. However, if the employee’s action does not result in the 

expected reward, he or she is unlikely to repeat the behavior 

6) Reassessment of Need deficiencies: 

Once felt need is satisfied through certain rewards in response to performance than 

employee reassesses any deficiencies and entire process is repeated again. 
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UNIT:3 

PERSONALITY 

PERSONALITY: DEFINATIONS  

PERSONALITY MEANS  

how a person affects others and how he understands and views himself as well as 

the pattern of inner and outer measurable traits and the person-situation 

interactions (Fred Luthans).  

According to Stephen P. Robbins, personality is the sum total ways in which an 

individual reacts and interacts with others. 

 It may be defined as those inner psychological characteristics that both 

determine and reflect how a person responds to his environment. 

Personality can be defined as those inner psychological characteristics that both 

determine and reflect how a person responds to the environment. 

Determinants 

 1. Heredity: Human behaviour is partly affected by heredity. The parent's 

qualities are passed on to the children through the molecular structure of genes 

located in the chromosomes. In our day to day life, so many times we use the 

term "Like father like son" as "Like Mother like daughter". 

2. Environment: All personality traits are not determined by heredity. 

Environment also plays a very important role in the development of personality of 

a person. Environment comprises of culture, family, social and situational factors. 

(a) Culture: Culture is sum total of learned believes, values and customs. Cultural 

factors 
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determine now a person acts whether independently or dependently. Culture 

establishes norms, attitudes and values that are passed along from generation to 

generation. 

(b) Family: Families influence the behaviour of a person especially in the early 

stages. The nature of such influence will depend upon the following factors : 

(i) Socio-economic level of the family 

(ii) Family size 

(iii) Birth order 

(iv) Race 

(v) Religion 

(vi) Parent's educational level and Geographic location. 

(c) Social: Socialization is a process by which an infant acquires customary and 

acceptable 

behaviour. Social life has a considerable impact on the individual's behaviour. A 

man is known by the company he keeps. Social groups influence the behaviour of 

the individuals. 

(d) Situational: Situational factors also play a very important role in determining 

the personality of a person. Life is a collection of experiences. Some of the events 

and experiences can serve as important determinants of his personality. 

1.Openness 

Not to be confused with one's tendency to be open and disclose their thoughts 

and feelings, Openness in the context of the Big Five refers more specifically to 

Openness to Experience, or openness to considering new ideas. This trait has also 

been called "Intellect" by some researchers, but this terminology has been largely 
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abandoned because it implies that people high in Openness are more intelligent, 

which is not necessarily true. 

Openness describes a person's tendency to think abstractly. Those who are high 

in Openness tend to be creative, adventurous, and intellectual. They enjoy playing 

with ideas and discovering novel experiences. Those who are low in Openness 

tend to be practical, traditional, and focused on the concrete. They tend to avoid 

the unknown and follow traditional ways. 

In the brain, Openness seems to be related to the degree to which certain brain 

regions are interconnected. Those high in Openness seem to have more 

connection between disparate brain regions, which may explain why they are 

more likely to see connections where others do not. 

2.Conscientiousness 

Conscientiousness describes a person's level of goal orientation and persistence. 

Those who are high in Conscientiousness are organized and determined, and are 

able to forego immediate gratification for the sake of long-term achievement. 

Those who are low in this trait are impulsive and easily side-tracked. 

 

In the brain, Conscientiousness is associated with frontal lobe activity. The frontal 

lobe can be thought of as the "executive brain," moderating and regulating the 

more animal and instinctual impulses from other areas of the brain. For example, 

while we might instinctually want to eat a piece of cake that's in front of us, the 

frontal lobe steps in and says "no, that's not healthy, and it doesn't fit in with our 

diet goals." People who are high in Conscientiousness are more likely to use this 

brain region to control their impulses and keep themselves on track. 

4.Extraversion 
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Extraversion describes a person’s inclination to seek stimulation from the outside 

world, especially in the form of attention from other people. Extraverts engage 

actively with others to earn friendship, admiration, power, status, excitement, 

and romance. Introverts, on the other hand, conserve their energy, and do not 

work as hard to earn these social rewards.In the brain, Extraversion seems to be 

related to dopamine activity. Dopamine can be thought of as the "reward" 

neurotransmitter, and is the main chemical associated with our instinct to pursue 

a goal. The classic example is a rat in a maze, whose brain pumps out dopamine as 

he frantically seeks the cheese. Extraverts tend to have more dopamine activity, 

indicating that they are more responsive to the potential for a reward. Introverts 

have less dopamine activity, and so are less likely to put themselves out to chase 

down rewards. 

5.Agreeableness 

Agreeableness describes the extent to which a person prioritizes the needs of 

others over their own needs. People who are high in Agreeableness experience a 

great deal of empathy and tend to get pleasure out of serving and taking care of 

others. People who are low in Agreeableness tend to experience less empathy 

and put their own concerns ahead of others.  

In the brain, high Agreeableness has been associated with increased activity in the 

superior temporal gyrus, a region responsible for language processing and the 

recognition of emotions in others.  

6.Neuroticism 

Neuroticism describes a person's tendency to respond to stressors with negative 

emotions, including fear, sadness, anxiety, guilt, and shame.  

This trait can be thought of as an alarm system. People experience negative 

emotions as a sign that something is wrong in the world. Fear is a response to 

danger, guilt a response to having done something wrong. However, not everyone  
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has the same reaction to a given situation? High Neuroticism scorers are more 

likely to react to a situation with strong negative emotions. Low Neuroticism 

scorers are more likely to brush off their misfortune and move on 

In the brain, Neuroticism appears to relate to the interconnection of several 

regions, including regions involved in processing negative stimuli (such as angry 

faces or aggressive dogs) and dealing with negative emotions. One study found an 

association between high Neuroticism and altered serotonin processing in the 

brain.  

TRAITS THEORIES OF PERSONALITY 

1. Gordon Allport’s Trait Theory 

Psychologist Gordon Allport was among the firsts to come up with a personality 

trait theory. He came about with an astounding discovery in 1936, which showed 

that more than 4000 words in an English language dictionary described 

personality traits. 

Allport viewed traits as building blocks of personality. According to him, there are 

three classes of traits. 

Cardinal Traits 

Cardinal traits are the traits around which a person organizes his whole life. 

Allport suggested that these traits are developed later in life, and are in fact quite 

rare. But, these traits play such an important role in a person’s life that they often 

become synonymous with the names of the person. Meaning, a person might be 

specifically known for these traits. E.g.: greed, lust, kindness, narcissism. 

2.Central Traits 

Traits representing major characteristics of a person are referred as central traits. 

These can also be considered as the characteristics that lead to the foundation of 
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an individual’s personality. Example of central traits: shy, anxious, intelligent, 

dishonest. 

Secondary traits 

Secondary traits refer to the general behavior patterns that only appear under 

certain circumstances. An example would be getting nervous to speak in public. 

2.Hans Eysenck 

Eysenck is the most famous British psychologist. He considered that there are two 

major dimensions of personality which account for the many different types of 

person we encounter. They are: 

Extroversion 

Introversion 

He proposed a model of personality based on these two universal traits, and the 

third dimension later added by the psychologist himself. 

1. Introversion/Extroversion: 

This dimension encompasses shyness to sociability. Introversion involves focusing 

energy on inner experiences, while extroversion refers to focusing energy on 

environment and people. To put it bluntly, introverts are shy and extroverts are 

sociable. 

 

extrovert <—-> introvert 

2. Neuroticism/Emotional Stability: 

The dimension encompasses moodiness to even temperedness. Emotional 

stability refers to the literal meaning of the term, the state of being emotionally 
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stable or constant. And, neuroticism refers to instability of emotions, causing a 

person to become upset or emotional. 

neurotic <—-> normal (or stable) 

3. Psychoticism 

This dimension was included in Eysenck’s earlier model. He added this dimension 

after conducting a study on mentally ill individuals. People high on this trait 

suggests that the individual might not be normal and might have trouble dealing 

with reality. General characteristics shown by these people are of being hostile, 

non-empathetic, manipulative and antisocial. 

Criticisms of Eysenck’s Theory 

The model was initially developed from a very small sample, which has led to 

oversimplification. 

The testing is entirely based on self-reports, and therefore, it is likely to be heavily 

influenced by the respondent’s mood at the time. 

3.Raymond Cattell’s Trait Theory 

Unlike Eysenck, Cattell based his theory on various sources rather than just self-

reporting. Cattell’s trait theory has been built around the use of factor analysis; a 

mathematical technique devised by Charles Spearman. With the use of factor 

analysis, Cattell reviewed and categorized a large number of traits, seeking the 

most basic and useful ones, and developed a scheme for classifying them. 

 

This brought down the Allport’s initial list of over 4000 words to 171 different 

traits. He further identified the closely related terms and the final list was 

prepared of 16 basic source traits. According to him, these are the base of all 

human personality. 
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Cattell discovered that some traits are surface traits, easily visible to any 

observer, and others are source traits, the underlying structures responsible for 

the surface traits. 

Surface Traits – clusters of related behaviours observed in a given situation. 

Source Traits – Sixteen basic dimensions of personality which are the roots of all 

behaviour. 

Sixteen factors of Personality, all bipolar. 

reserved outgoing 

less intelligent more intelligent 

affected by feelings emotionally stable 

submissive dominant 

serious happy-go-lucky 

expedient conscientious 

timid venturesome 

tough-minded sensitive 

trusting suspicious 

practical imaginative 

forthright shrewd 

self-assured apprehensive 

conservative experimenting 

group dependent self-sufficient 
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uncontrolled controlled 

relaxed tense 

Source: Hayes & Orell (1993) 

The Big Five Factors Theory of Personality 

Lots of researchers and psychologists believed that Eysenck’s theory focused on 

too few traits while Cattell’s theory focused on too many traits. As a result, a new 

theory was established, namely “The Big Five Factor Theory of Personality”. 

Although researchers and related folks often disagree about the terms assigned to 

these dimensions, the labels developed by Costa and McCrae in 1985 are still in 

use today 

Openness 

Conscientiousness 

Extraversion 

Agreeableness 

Neuroticism 

Critical Evaluation of Trait Approach to Personality 

No theory is full proof, and everything has a loophole. While the trait theories of 

personality does cover some grounds that other personality theories lack, such as 

Psychoanalytic Theory of Freud, there are weaknesses to this approach. 
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UNIT:4 

WORK STRESS 

STRESS MEANING 

 Stress can be defined as any type of change that causes physical, emotional, or 

psychological strain. Stress is your body's response to anything that requires 

attention or action.  

Everyone experiences stress to some degree. The way you respond to stress, 

however, makes a big difference to your overall well-being. 

Stress is not always easy to recognize, but there are some ways to identify some 

signs that you might be experiencing too much pressure. Sometimes stress can 

come from an obvious source, but sometimes even small daily stresses from 

work, school, family, and friends can take a toll on your mind and body. 

If you think stress might be affecting you, there are a few things you can watch 

for: 

Psychological signs such as difficulty concentrating, worrying, anxiety, and trouble 

remembering 

Emotional signs such as being angry, irritated, moody, or frustrated 

Physical signs such as high blood pressure, changes in weight, frequent colds or 

infections, and changes in the menstrual cycle and libido 

Behavioural signs such as poor self-care, not having time for the things you enjoy, 

or relying on drugs and alcohol to cope. 

Stress-Influenced Conditions 

Diabetes 

Hair loss 
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Heart disease 

Hyperthyroidism 

Obesity 

Sexual dysfunction 

Tooth and gum disease 

Ulcers. 

SOURCES OF STRESS 

1. Long hours and increased demands. The average American works forty-six 

hours per week.The Library Spot, “National Sleep Foundation Study,” accessed 

February 19, 2012, http://www.libraryspot.com/know/workweek.htm Much of 

this is due to increased technology and expectations that employees will be 

available to answer e-mail on weekends and evenings. As a result of this added 

work time, employees find less time to engage in leisure and household activities 

such as grocery shopping and cleaning. 

2.Being treated unfairly. Workplace issues such as harassment and bullying (both 

discussed in Chapter 10 "Manage Diversity at Work") can cause people to feel 

stress at work. Additional issues such as feeling overlooked for promotions can 

also cause workplace stress. In extreme cases, perceived workplace unfairness 

can result in violence. For example, Matthew Beck shot and killed four supervisors 

in a Connecticut lottery office because he felt he had been unfairly overlooked for 

a promotion. Johnathan Rabinowitz, “Lottery Personnel Shows Lottery Killer Came 

Back Early from Leave,” New York Times, March 12, 1988, accessed February 19, 

2012, http://www.nytimes.com/1998/03/12/nyregion/lottery-personnel-file-

shows-killer-came-back-to-work-early-from-a-leave.html? ref=Matthew beck 
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Many organizations offer Employee Assistance Programs that can offer services, 

such as counselling, to help deal with workplace stress and other personal issues. 

3.Little or no acknowledgment or reward. People can feel stress when they do not 

feel they are being recognized for the work they do. This kind of workplace stress 

can cause people to become withdrawn, unmotivated, or unfocused on being 

productive for the organization. This type of behaviour can also materialize at 

home with people experiencing this stress being more irritable, cranky, and 

moody. At work, these feelings can negatively affect our ability to relate to our 

co-workers and manager. 

4.Lack of control. Micromanagement refers to excessive control of work details by 

a supervisor. For example, a micromanager might tell an employee specific tasks 

should be worked on in a given day and give specific instructions on how those 

tasks should be accomplished. This type of situation can create stress, as the 

employee feels he or she has little control of their own work. 

5.Lack of job security. In the last quarter of 2011 (October, November, 

December), 266,971 employees were subjected to mass company layoffs,The 

Bureau of Labor Statistics, “Economic News Release: Mass Layoffs,” accessed 

February 19, 2012, http://www.bls.gov/news.release/mslo.nr0.htm and for 

obvious reasons, this creates stress upon the workers who had to leave and for 

those workers who stay. Those workers who have been laid off may experience 

financial hardship, and the workers who haven’t been laid off may need to 

perform extra work and can suffer from physiological issues even if their jobs 

were not eliminated. This phenomenon is called layoff survivor syndrome. Jonell 

Alecia, “Guilty and Stressed, Layoff Survivors Suffers, Too,” MSNBC, accessed 

February 19, 2012, http://www.msnbc.msn.com/id/28196734/ns/health-

behavior/t/guilty-stressed-layoff-survivors-suffer-too/ Many of the stressors 

caused by layoffs can include increased workloads, increased anxiety, and lower 

morale. 
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6.Office politics. Dealing with difficult co-workers or supervisors and different 

personalities (Chapter 9 "Handle Conflict and Negotiation") and communication 

styles (Chapter 4 "Communicate Effectively") can create stress at work. Conflicts, 

disagreements, and misunderstandings are common in today’s workplace, 

especially with the use of technology. All of these factors, which we call office 

politics, can create stress, which results in lost sleep, productivity, and 

motivation—obviously affecting our ability to relate to others 

CONSEQUENCES OF STRESS. 

An individual who is experiencing stress may develop the following symptoms: 

1. Physiological Symptoms: In the initial stages, the major concern of stress was 

directed at physiological symptoms. The reason was that this topic was 

researched by specialists in the health and medical sciences. According to the 

researchers high degrees of stress are typically accompanied by severe anxiety, 

frustration and depression. 

(a) Stress: 

Irritability, insomnia, alcohol and food abuse. Physical changes including rapid 

breathing, and heartbeat, tensed muscles. Prolonged stress can cause muscular 

twitches, skin problems, baldness and sexual problems such as impotence. 

(b) Anxiety: 

Excessive worry, irritability, anger, nervousness as well as un-ability to 

concentrate or sleep. Physical changes include palpitations, chest pain and 

dizziness.  

(c) Depression: 

Feeling of sadness, hopelessness, guilt and worthlessness, loss of interest in 

activities, change in appetite or weight, difficulty in concentrating and suicidal 

thoughts. The link between stress and particular physiological symptoms is not 
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clear. According to Academy of Management Journal there are few, if any, 

consistent relationships. But the fact which is relatively significant is that 

physiological symptoms have the least direct relevance to the students of human 

behaviour. Our concern is with behaviour and attitudes. Therefore, the other two 

categories of symptoms are more important to us. 

2. Psychological Symptoms: 

While considerable attention has been given to the relationship between stress 

and physiological symptoms, especially within the medical community not as 

much importance has been given to the impact of stress on mental health. But 

psychological problems resulting from stress are very important in day to day job 

performance.  

The psychological impacts of stress may be: 

(i) Stress can cause dissatisfaction. Job related stress can cause job-related 

dissatisfaction. Job dissatisfaction “is the simplest and most psychological aspect 

of stress.” 

(ii) High levels of stress may be accompanied by anger, anxiety, depression, 

nervousness, irritability, tension and boredom. One study found that stress had 

the strongest impact on aggressive actions such as sabotage, interpersonal 

aggression, hostility and complaints. 

(iii) The psychological problems from stress may lead to poor job performance, 

lowered self-esteem, resentment of supervision, inability to concentrate, make 

decisions and job dissatisfaction.  

(iv) Research indicates that when people are placed in jobs that make multiple 

and conflicting demands or in which there is a lack of clarity as to the individual’s 

duties, authority and responsibilities, both stress and dissatisfaction are 

increased. 
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(v) The less control people have over the pace of their work, the greater the stress 

and dissatisfaction. 

 

(vi) Some evidence suggests that jobs that provide a low level of variety, 

significance, autonomy, feedback and identity, create stress and reduce 

satisfaction and involvement in the job. 

3. Behavioural Symptoms:  

Any behaviour which indicates that you are not acting your usual self may be a 

sign of adverse reaction to stress. 

Direct behaviour that may accompany high levels of stress includes: 

(i) Undereating or overeating 

(ii) Sleeplessness  

(iii) Increased smoking and drinking 

(iv) Drug abuse 

(v) Nodding off during meetings or social gatherings 

(vi) Losing your sense of humour 

(vii) Moving in a tense and jerky way 

(viii) Reacting nervously or irritably to everyday sounds  

(ix) Absenteeism and turnover 

(x) Reduction in productivity 

Consistently acting arid feeling out of character is a serious warning that we are 

losing our ability to cope with tension. Inability to feel or express any emotions or 
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a sense of being indicates loss of contact with our surroundings and ourselves. 

The above indicators can help us in overcoming the tensions in our day to day life. 

Like the psychological problems resulting from stress, the behavioural problems 

are often not attributed to stress by co- workers or supervisors and generate little 

sympathy. 

B. Consequences for the Family: 

Distress which is handled by individuals in dysfunctional ways such as resorting to 

drinking or withdrawal behaviours, will have an adverse effect on their family life. 

The effects of this will be spouse abuse, child abuse, alienation from family 

members and even divorce. 

The stressors which generally affect the family life are: 

(i) In the dual career families where both the spouses are pursuing careers, a lot 

of personal commitments, varied in nature, are demanded from them (both to 

their jobs and families). The stresses experienced by the couples stem from role 

overload, since both partners have to manage their careers as well as help the 

family.  

(ii) Additional stresses are experienced while handling the personal, social and 

cultural dilemmas of balancing work and family, discharging parenting 

responsibilities, handling competition at the work place and within the family and 

being an involved member of the extended family. 

C. Consequences for the Organisations: 

The effect of employee’s stress on organisations is many and varied. 

These include: 

(i) Low performance and productivity. 

(ii) High rate of absenteeism and turnover. 
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(iii) Loss of customers due to poor attitudes of workers. 

 

(iv) Increased alienation of the worker from the job. 

(v) Destructive and aggressive behaviours resulting in strikes and sabotage. 

The stresses experienced by employees who take on critical roles and are 

responsible for public safety can sometimes be detrimental to the well being of 

the constituents served. For example, the stress experienced by airline pilot, train 

driver, railway guard or air traffic controller can result in the loss of so many lives. 

Therefore, the costs of employees stress to the organisation in terms of lost 

profits, declining assets, bad image projection, poor reputation and loss of future 

business are enormous. 

STRATEGIES TO OVERCOME INDIVDUAL AND ORGANSATIONAL STRESS 

1. Encourage workplace wellness. 

Exercise and healthy living are two of your best weapons against workplace 

stress. Exercise takes employees' minds off the stress of their job to focus on the 

task at hand. It also improves moods by increasing the production of endorphins, 

the brain's feel-good neurotransmitters. 

 

2.Encourage employees to go on a walk during lunch breaks 

Subsidize gym memberships 

Bring a yoga instructor into the office once a month 

Hold a steps contest among teams for those who own fitness trackers 

Offer healthy snacks in the office 
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Employees feel valued when they think you're looking out for their health! A 

study by Peapod.com reported that 66% of employees felt extremely or very 

happy when their employer regularly stocked the refrigerator and cupboards, and 

83% said that having healthy and fresh snack options was a huge perk. Something 

as simple as keeping fresh fruit or cartons of yogurt in the fridge goes a long way 

with employees. 

3.New call-to-action 

 Revamp the habitat. 

A lot of stress comes from environment. Think about every aspect of your office 

space and what it does (or doesn’t do) for the wellness of your team. Simple 

things like the quality of the coffee or the height of the cubicle walls can affect 

employee engagement. 

Update the office with an upbeat color scheme, additional plants, or new 

silverware. If you have the space, think about adding a ping pong or foosball table 

to allow employees to take their mind off of their stress for a few minutes. Any 

changes that increase employee enjoyment will leave them feeling less stressed. 

4. Allow for flexible hours and remote working. 

You hired your employees because you have confidence in their ability to do their 

jobs well and in a timely manner—so let them prove it. Your office shouldn’t feel 

like a cell, but rather a place that facilitates getting a job done. Let your 

employees know that their job is defined by the quality and timeliness of their 

work, not when they punch the clock. 

Allow your employees to work remotely, and give flexibility for start and end 

times. This freedom is great for office morale, and the policy shows employees 

that you trust them enough not to babysit.   
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 7 Encourage social activity. 

Employees spend a lot of time together, and the more comfortable they are, the 

less stress they will feel. As co-workers get to know each other, expectations and 

communication barriers are broken down, greasing the wheels for easier future 

interactions.  

5. Create quiet time. 

Stress can't be completely avoided, but you can help alleviate it when it arrives. 

Ensure your employees have a place where they can take a break. 

Our research shows that more than 80 percent  of disengaged and hostile 

employees preferred the opportunity to have stress-relief breaks, such as a nap, 

massage, or required break. A small room, a lounge space at the end of the hall, 

and even an outdoor bench can be perfect places to find refuge from the chaos of 

the daily grind. Think about longer, retreat-style vacations, which can serve the 

same purpose. 

If your organization can afford to do so, consider implementing "No Meeting 

Mondays" or something similar, essentially blocking off time for employees to 

focus in on individual task and keep from getting bogged down with meetings or 

overwhelmed by a heavy workload. 

6. Provide onsite or distance counselling. 

Many companies have also begun providing counselling as a way for employees to 

help deal with stress; in a recent study, almost half of workers felt they needed 

help in learning how to handle the stresses of their jobs. This strategy—in or out 

of the office, in group settings or individually—can help employees prepare for 

what stress will come their way. 
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7. Recognize your employees. 

Employees love being praised for a job well done, and recognizing their success 

results in a serious boost in engagement. Each employee has a different 

personality, so be mindful when considering how and when to recognize. Some 

employees appreciate a call-out during a meeting or praise in a company-wide 

email, while more reserved types might prefer a card on their desk or a thank you 

in person. 

8. Knowledge about Stress: 

In the first stage, an individual should become knowledgeable about stress. He 

should know about the process and effects of stress. He must find out the major 

sources of his stress. He must anticipate stressful periods and plan accordingly in 

advance. He must be honest with himself and decide what he can cope with what 

he cannot. 

2. Physiological Fitness: 

Exercise in any form can help people in coping with the stress. Non-competitive 

physical exercise such as aerobics, walking, jogging, swimming, riding a bicycle, 

playing softball or tennis has been recommended by physicians as a way to deal 

with excessive stress levels. There is evidence to suggest that individuals who 

exercise are much less likely to suffer from certain types of stress related 

exercises. 

With proper exercise, diet control and non-smoking habits, blood pressure and 

cholesterol become controlled and the body becomes more resistant to 

pressures. People are more likely to get physically sick or emotionally depressed 

if they are overweight or poorly nourished. 
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3. Time Management: 

Most of the people are very poor in managing the time. They do not know that 

what must be done and when it would be desirable to do so. The result of poor 

time management is feeling of work overload, skipped schedules and tension. 

A well organised person can often accomplish twice as much as the person who is 

poorly organised. Therefore, an individual must understand how to manage his 

time so that he can cope with tensions created by job demands.  

(i) Preparing a daily list of activities to be attended to. 

(ii)   (ii)     Prioritizing activities by importance and urgency. 

(iii) (iii) Scheduling activities according to the priorities set. 

(iv) Knowing your daily schedule and handling the most demanding parts of a job 

when you are most alert and productive  

4. Assertiveness: 

An individual should become assertive. He should not say ‘Yes’ when he wants to 

say ‘No’. He should start saying No to people or managers who demand too much 

of his time. Being assertive is an important factor in reducing stress. 

5. Social Support Network: 

Every person should have people to turn to, talk to and rely upon. Good friends 

become highly supportive during times of stress and crisis. Social network 

includes friends, family or work colleagues. Expanding your social support system 

can be a means for tension reduction because friends are there when needed and 

provide support to get the person through stressful situation. 
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 6. Readjust Life Goals: 

Every individual must know what he really wants to do. This should relate to not 

only the major decision of the life but to all activities in our life. He must know 

what is important for his. Because of the severe competition in life to go ahead, 

most individuals set very high standards and goals for themselves. 

These high expectations and limited resources to reach such expectations result 

in stress. Accordingly, every person must readjust his goals and make sure he has 

ability and resources to reach such goals. Perhaps the goals should be established 

after the resources have been analysed. 

7. Relaxation Techniques: 

Every individual at workplace must teach himself to reduce tension through 

relaxation techniques such as Yoga, meditation, hypnosis and biofeedback. 15-20 

minutes a day of deep relaxation releases tension and provides a person with 

pronounced sense of peacefulness. 

Deep relaxation condition will bring significant changes in heart rate, blood 

pressure and other physiological factors. Yoga is probably the most effective 

remedy for stress. Studies have revealed that Yoga has cured several stress 

related diseases.  

8. Plan Your Life in Advance: 

So many times, people create situations which induce stress because they either 

did not plan or did a bad job of planning. The traditional Indian attitude of 

“Whatever will be, will be” a way of accepting the unexpected difficulties in life. 

This attitude may be relevant in those situations over which we do not have any 

control like death in the family, but for other events in life, it is better to plan in 

advance, so that we can confront them with confidence when they occur. 
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II. Organizational Approaches: 

Individuals at workplace may design their own strategies to reduce stress, but it is 

a must for the organizations to develop programmes that will help the employees 

in reducing their stress. This will lead to less employee turnover, absenteeism and 

as a result productivity will improve. 

Some of the measures which organizations can take are: 

1. Selection and Placement: 

Individuals at workplace differ in their response to stress situations. We know that 

‘Type A’ individuals are more prone to stress. On the other hand, in the 

organizations there are certain jobs which are more stressful as compared to 

other jobs. While doing the selection and placement of the employees, these 

factors must be kept in mind. 

The individuals who are more prone to stress should not be put on jobs which are 

stressful. The individuals who are less prone to stress may adapt better to high 

stress jobs and perform those jobs more effectively 

2. Goal Setting: 

Based on extensive amount of research it has been concluded that individuals 

perform better when they have specific and challenging goals and they receive 

feedback on how well they are progressing towards those goals. Goal setting can 

reduce stress as well as provide motivation. It will result in less employee 

frustration, role ambiguity and stress. 
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3. Improved Communication: 

Sometimes due to lack of effective communication from the superiors, the 

employees do not know what they have to do and how they have to do it. This 

results in role ambiguity. Similarly, when two or more persons have contradicting 

role demands from an employee, it reads to role conflict if there is lack of proper 

communication. Effective communication with employees reduces the 

uncertainty by lessening role ambiguity and role conflict.  

4. Redesigning Jobs: 

Organizations should redesign the jobs in such a way as to give employees more 

responsibility, more meaningful work, more autonomy and increased feedback. 

This will help reduce the stress caused by monotony, routine work, work overload 

and role ambiguity. Job redesigning enhances motivation, reduces the stress 

among the employees and enhances “Quality of work life”. 

5. Participative Decision Making: 

If the organizations give the employees participation in those decision that 

directly affect them and their job performance, it can increase employee control 

and reduce the role stress. The main reason of role stress is that employees feel 

uncertain about their goals, expectations and how they will be evaluated. These 

uncertainties can be reduced by the management by giving the employees a right 

to participate in the decision making 

6. Building Teamwork 

The management should try to create such work environment in which there is no 

provision for interpersonal conflict or intergroup conflict. Such conflicts are the 

causes of stress, such should be prevented from building or eliminated if they 

develop. 
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Accordingly, such team work should be developed that groups and the members 

are mutually supportive and productive. Members of the group should consider 

themselves as members of the same family and seek social support from each 

other. 

7. Personal Wellness Programmes: 

These personal wellness programmes focus on the employees total physical and 

mental condition. Organizations can provide facilities at their premises for 

physical fitness such as gyms, swimming pools, tennis courts etc. as well as 

psychological counselling. They should hold seminars or workshops to make the 

employees understand nature and sources of stress and the possible ways to 

reduce it. 

These workshops should help those individuals who are already under stress. 

Moreover, a supervisor can improve personal wellness of his subordinates 

through positive example, encouragement and by practising the basic concepts 

and techniques of human resource management. 

To conclude we can say that all these strategies or a combination thereof should 

be applied to make the work environment less stressful to a level which is positive 

and challenging. 

Strategies for Managing Stress at Workplace: 

Stress needs to be coped with or managed to effectively minimise its undesirable 

consequences. Two strategies can be used to cope with stress. 
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Stress can be managed if we understand the reasons that cause stress and the 

level of stress. We should also try to estimate if we could bring about any change 

in the environment that can subsequently reduce stress. 

1. Become Aware of Your Stressors and You’re Emotional and Physical Reactions: 

Notice your distress. Do not ignore it. Do not gloss over your problems. Determine 

what events distress you. What are you telling yourself about meaning of these 

events? Determine how your body responds to the stress. Do you become 

nervous or physically upset? 

2. Recognize What You Can Change: 

Can you change your stressors by avoiding or eliminating them completely? Can 

you reduce their intensity (manage them over a period of time instead of on a 

daily or weekly basis)? Can you shorten your exposure to stress (take a break, 

leave the physical premises)? 

Can you devote the time and energy necessary to making a change (goal setting, 

time management techniques and delayed gratification strategies may be 

helpful here)? 

3. Reduce the Intensity of Your Emotional Reactions to Stress: 

The stress reaction is triggered by your perception of danger…physical danger 

and/or emotional danger. Are you viewing your stressors in exaggerated terms 

and/or taking a difficult situation and making it a disaster? Are you expecting to 

please everyone? 

Are you overreacting and viewing things as absolutely critical and urgent? Do you 

feel you must always prevail in every situation? Work at adopting more moderate 

views; try to see the stress as something you can cope with rather than something 

that overpowers you. 
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Try to temper your excess emotions. Put the situation in perspective. Do not labor 

on the negative aspects and the “what ifs.” 

4. Learn to Moderate Your Physical Reactions to Stress: 

Slow, deep breathing will bring your heart rate and respiration back to normal. 

Relaxation techniques can reduce muscle tension. Electronic biofeedback can help 

you gain voluntary control over such things as muscle tension, heartbeat and 

blood pressure. 

Medications, when prescribed by a physician, can help in the short term in 

moderating your physical reactions. However, they alone are not the answer. 

Learning to moderate these reactions on your own is a preferable long-term 

solution. 

5. Build Your Physical Reserves: 

Exercise for cardiovascular fitness three to four times a week (moderate, 

prolonged rhythmic exercise is best, such as walking, swimming, cycling, or 

jogging). Eat well-balanced, nutritious meals. Maintain your ideal weight. 

Avoid nicotine, excessive caffeine and other stimulants. Mix leisure with work. 

Take breaks and get away when you can. Get enough sleep. Be as consistent with 

your sleep schedule as possible. 

6. Maintain Your Emotional Reserves: 

Develop some mutually supportive friendships/ relationships. 

 

Pursue realistic goals that are meaningful to you, rather than goals others have 

for you that you do not share. Expect some frustrations, failures and sorrows. 

Always be kind and gentle with yourself – be a friend to yourself. 
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Managing Stress in the Workplace (Models): 

1. Transactional Model: 

Richard Lazarus and Susan Folkman suggested in 1984 that stress can be thought 

of as resulting from an “imbalance between demands and resources” or as 

occurring when “pressure exceeds one’s perceived ability to cope”. Stress 

management was developed and premised on the idea that stress is not a direct 

response to a stressor but rather one’s resources and ability to cope mediate the 

stress response and are amenable to change, thus allowing stress to be 

controllable. 

In order to develop an effective stress management programme it is first 

necessary to identify the factors that are central to a person controlling his/her 

stress and to identify the intervention methods which effectively target these 

factors. Lazarus and Folkman’s interpretation of stress focuses on the transaction 

between people and their external environment (known as the Transactional 

Model). 

The model conceptualizes stress as a result of how a stressor is appraised and 

how a person appraises his/her resources to cope with the stressor. The model 

breaks the stressor-stress link by proposing that if stressors are perceived as 

positive or challenging rather than a threat and if the stressed person is confident 

that he/she possesses adequate rather than deficient coping strategies, stress 

may not necessarily follow the presence of a potential stressor. 

The model proposes that stress can be reduced by helping stressed people 

change their perceptions of stressors, providing them with strategies to help 

them cope and improving their confidence in their ability to do so. 
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2. Health Realization/Innate Health Model: 

The health realization/innate health model of stress is also founded on the idea 

that stress does not necessarily follow the presence of a potential stressor. 

Instead of focusing on the individual’s appraisal of so-called stressors in relation 

to his or her own coping skills (as the transactional model does), the health 

realization model focuses on the nature of thought, stating that it is ultimately a 

person’s thought processes that determine the response to potentially stressful 

external circumstances. 

In this model, stress results from appraising oneself and one’s circumstances 

through a mental filter of insecurity and negativity, whereas a feeling of well-

being results from approaching the world with a “quiet mind,” “inner wisdom,” 

and “common sense”. 

This model proposes that helping stressed individuals understand the nature of 

thought—especially providing them with the ability to recognize when they are in 

the grip of insecure thinking, disengage from it and access natural positive 

feelings—will reduce their stress. 

Stress Management Techniques: 

There are several ways of coping with stress. Some techniques of time 

management may help a person to control stress. In the face of high demands, 

effective stress management involves learning to set limits and to say “No” to 

some demands that others make. 

The following techniques have been recently dubbed “Desensitizers” by The 

Journal of the Canadian Medical Association. A desensitizer is any process by 

which an individual can relieve stress. 
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Techniques of stress management will vary according to the theoretical paradigm 

adhered to, but may include some of the following: 

i. Autogenic training 

ii. Cognitive therapy 

iii. Conflict resolution 

iv. Exercise 

v. Getting a hobby 

vi. Meditation 

vii. Deep breathing 

viii. Zen Yoga 

ix. No tropics 

x. Relaxation techniques 

xi. Artistic Expression 

xii. Fractional relaxation 

xiii. Progressive relaxation 

xiv. Spas 

xv. Spending time in nature 

xvi. Stress ball? 

xvii. Natural medicine 

xviii. Clinically validated alternative treatments 
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xix. Time management 

xx. Listening to certain types of relaxing music, particularly- 

a. New Age music 

b. Classical music 

c. Psychedelic music 

Measuring Stress: 

Levels of stress can be measured. One way is through the use of the Holmes and 

Rahe Stress Scale to rate stressful life events. Changes in blood pressure and 

galvanic skin response can also be measured to test stress levels and changes in 

stress levels. A digital thermometer can be used to evaluate changes in skin 

temperature, which can indicate activation of the fight-or-flight response drawing 

blood away from the extremities. 

Stress management has physiological and immune benefit effects 

Effectiveness of Stress Management: Positive outcomes are observed using a 

combination of non-drug interventions: 

i. Treatment of anger or hostility, 

ii. Autogenic training 

iii. Talking therapy (around relationship or existential issues) 

iv. Biofeedback 

v. Cognitive therapy for anxiety or clinical depression 
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How to Reduce, Prevent and Cope with Stress: 

It may seem that there’s nothing you can do about your stress level. The bills 

aren’t going to stop coming, there will never be more hours in the day for all your 

errands and your career or family responsibilities will always be demanding. But 

you have a lot more control than you might think. In fact, the simple realization 

that you’re in control of your life is the foundation of stress management. 

 

Managing stress is all about taking charge- taking charge of your thoughts, your 

emotions, your schedule, your environment and the way you deal with problems. 

The ultimate goal is a balanced life, with time for work, relationships, relaxation 

and fun – plus the resilience to hold up under pressure and meet challenges head 

on. 

Stress needs the following: 

i. Identify sources of stress 

ii. Look at how you cope with stress 

iii. Avoid unnecessary stress 

iv. Alter the situation 

v. Adapt to the stressor 

vi. Accept the things you can’t change 

vii. Make time for fun and relaxation 

viii. Adopt a healthy lifestyle 

ix. Related links 
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Identify the Sources of Stress in Your Life: 

Stress management at workplace starts with identifying the sources of stress in 

your life. This isn’t as easy as it sounds. Your true sources of stress are not always 

obvious and it’s all too easy to overlook your own stress-inducing thoughts, 

feelings and behaviours. Sure, you may know that you are constantly worried 

about work deadlines. But maybe it’s your procrastination, rather than the actual 

job demands, that leads to deadline stress. 

To identify your true sources of stress, look closely at your habits, attitude and 

excuses: 

i. Do you explain away stress as temporary (“I just have a million things going on 

right now”) even though you cannot remember the last time you took a breather? 

ii. Do you define stress as an integral part of your work or home life (“Things are 

always crazy around here”) or as a part of your personality (“I have a lot of 

nervous energy, that’s all”). 

iii. Do you blame your stress on other people or outside events, or view it as 

entirely normal and unexceptional? 

Until you accept responsibility for the role you play in creating or maintaining it, 

your stress level will remain outside your control. 

 

cope with stress in your life. Your stress journal can help you identify them. Are 

your coping strategies healthy or unhealthy, helpful or unproductive? 

Unfortunately, many people cope with stress in ways that compound the 

problem. 
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These coping strategies may temporarily reduce stress, but they cause more 

damage in the long run: 

i. Smoking 

ii. Drinking too much 

iii. Overeating or undereating 

iv. Zoning out foe hours in front of the TV or computer 

v. Withdrawing from friends, family and activities 

vi. Using pills or drugs to relax 

vii. Sleeping too much 

viii. Procrastinating 

ix. Filling up every minute of the day to avoid facing problems 

x. Taking out your stress on others (lashing out, angry outbursts, physical 

violence) 

Learning Healthier Ways to Manage Stress: 

makes you feel calm and in control. 

Dealing with stressful situations- The four A’s 

a. Change the Situation: 

1. Avoid the stressor. 

2. Alter the stressor. 

b. Change Your Reaction: 
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3. Adapt to the stressor 

4. Accept the stressor. 

1. Stress Management Strategy- Avoid Unnecessary Stress: 

Not all stress can be avoided and it’s not healthy to avoid a situation that needs to 

be addressed. You may be surprised, however, by the number of stressors in your 

life that you can eliminate. 

i. Learn how to say “no”- Know your limits and stick to them. Whether in your 

personal or professional life, refuse to accept added responsibilities when you are 

close to reaching them. Taking on more than you can handle is a surefire recipe 

for stress. 

ii. Avoid people who stress you out- If someone consistently causes stress in your 

life and you can’t turn the relationship around, limit the amount of time you 

spend with that person or end the relationship entirely. 

iii. Take control of your environment- If the evening news makes you anxious, 

turn the TV off. If traffic’s got you tense, take a longer but less-traveled route. If 

going to the market is an unpleasant chore, do your grocery shopping online. 

iv. Avoid hot-button topics- If you get upset over religion or politics, cross them 

off your conversation list. If you repeatedly argue about the same subject with the 

same people, stop bringing it up or excuse yourself when it’s the topic of 

discussion 

v. Pare down your to-do list- Analyse your schedule, responsibilities and daily 

tasks. If you’ve got too much on your plate, distinguish between the “shoulds” 

and the “musts.” Drop tasks that are not truly necessary to the bottom of the list 

or eliminate them entirely. 
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2. Stress Management Strategy- Alter the Situation: 

If you can’t avoid a stressful situation, try to alter it. Figure out what you can do to 

change things so the problem does not present itself in the future. Often, this 

involves changing the way you communicate and operate in your daily life. 

i. Express your feelings instead of bottling them up. If something or someone is 

bothering you, communicate your concerns in an open and respectful way. If you 

do not voice your feelings, resentment will build and the situation will likely 

remain the same 

ii. Be willing to compromise. When you ask someone to change their behavior, be 

willing to do the same. If you both are willing to bend at least a little, you all have 

a good chance of finding a happy middle ground. 

iii. Be more assertive. Do not take a backseat in your own life. Deal with problems 

head on, doing your best to anticipate and prevent them. If you have got an exam 

to study for and your chatty roommate just got home, say up front that you only 

have five minutes to talk. 

iv. Manage your time better. Poor time management can cause a lot of stress. 

When you are stretched too thin and running behind, it’s hard to stay calm and 

focused. But if you plan ahead and make sure you don’t overextend yourself, you 

can alter the amount of stress you’re under. 

3. Stress Management Strategy- Adapt to the Stressor: 

If you cannot change the stressor, change yourself. You can adapt to stressful 

situations and regain your sense of control by changing your expectations and 

attitude. 
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i. Reframe Problems- Try to view stressful situations from a more positive 

perspective. Rather than fuming about a traffic jam, look at it as an opportunity to 

pause and regroup, listen to your favorite radio station, or enjoy some alone time. 

 

ii. Look at the Big Picture- Take perspective of the stressful situation. Ask yourself 

how important it will be in the long run. Will it matter in a month? A year? Is it 

really worth getting upset over? If the answer is no, focus your time and energy 

elsewhere. 

 

iii. Adjust Your Standards- Perfectionism is a major source of avoidable stress. 

Stop setting yourself up for failure by demanding perfection. Set reasonable 

standards for yourself and others and learn to be okay with “good enough.” 

 

iv. Focus on the Positive- When stress is getting you down, take a moment to 

reflect on all the things you appreciate in your life, including your own positive 

qualities and gifts. This simple strategy can help you keep things in perspective. 

 

Adjusting Your Attitude: 

How you think can have a profound effect on your emotional and physical well-

being. Each time you think a negative thought about yourself, your body reacts as 

if it were in the throes of a tension-filled situation. If you see good things about 

yourself, you are more likely to feel good; the reverse is also true. Eliminate words 

such as “always,” “never,” “should,” and “must.” These are telltale marks of self-

defeating thoughts. 
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4. Stress Management Strategy- Accept the Things you cannot Change:Some 

sources of stress are unavoidable. You cannot prevent or change stressors such as 

the death of a loved one, a serious illness, or a national recession. In such cases, 

the best way to cope with stress is to accept things as they are. Acceptance may 

be difficult, but in the long run, it’s easier than railing against a situation you can’t 

change. 

 

i. Do not try to Control the Uncontrollable- Many things in life are beyond our 

control— particularly the behavior of other people. Rather than stressing out over 

them, focus on the things you can control such as the way you choose to react to 

problems. 

 

ii. Look for the Upside- As the saying goes, “What does not kill us makes us 

stronger.” When facing major challenges, try to look at them as opportunities for 

personal growth. If your own poor choices contributed to a stressful situation, 

reflect on them and learn from your mistakes. 

 

iii. Share Your Feelings- Talk to a trusted friend or make an appointment with a 

therapist. Expressing what you are going through can be very cathartic, even if 

there’s nothing you can do to alter the stressful situation. 

 

iv. Learn to Forgive- Accept the fact that we live in an imperfect world and that 

people make mistakes. Let go of anger and resentments. Free yourself from 

negative energy by forgiving and moving on. 
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5. Stress Management Strategy- Make Time for Fun and Relaxation: 

Beyond a take-charge approach and a positive attitude, you can reduce stress in 

your life by nurturing yourself. If you regularly make time for fun and relaxation, 

you’ll be in a better place to handle life’s stressors when they inevitably come. 

Healthy ways to relax and recharge: 

i. Go for a walk. 

ii. Spend time in nature. 

iii. Call a good friend. 

iv. Sweat out tension with a good workout. 

v. Write in your journal. 

vi. Take a long bath. 

vii. Light scented candles 

viii. Savour a warm cup of coffee or tea. 

ix. Play with a pet 

x. Work in your garden 

xi. Get a massage. 

xii. Curl up with a good book. 

xiii. Listen to music. 

xiv. Watch a comedy 
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Do not get so caught up in the hustle and bustle of life that you forget to take care 

of your own needs. Nurturing yourself is a necessity, not a luxury. 

i. Set Aside Relaxation  

Time: Include rest and relaxation in your daily schedule. Don’t allow other 

obligations to encroach. This is your time to take a break from all responsibilities 

and recharge your batteries. 

ii. Connect with Others Spend time with positive people who enhance your life. A 

strong support system will buffer you from the negative effects of stress. 

iii. Do Something You Enjoy Every Day: 

Make time for leisure activities that bring you joy, whether it be stargazing, 

playing the piano, or working on your bike. 

iv. Keep Your Sense of Humour: 

This includes the ability to laugh at yourself. The act of laughing helps your body 

fight stress in a number of ways. 

Learn the Relaxation Response: 

You can control your stress levels with relaxation techniques that evoke the 

body’s relaxation response, a state of restfulness that is the opposite of the stress 

response. Regularly practicing these techniques will build your physical and 

emotional resilience, heal your body and boost your overall feelings of joy and 

equanimity. 

6. Stress Management Strategy- Adopt a Healthy Lifestyle: 

You can increase your resistance to stress by strengthening your physical health. 

i. Exercise Regularly: 
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Physical activity plays a key role in reducing and preventing the effects of stress. 

Make time for at least 30 minutes of exercise, three times per week. Nothing 

beats aerobic exercise for releasing pent-up stress and tension. 

ii. Eat a Healthy Diet: 

Well-nourished bodies are better prepared to cope with stress, so be mindful of 

what you eat. Start your day right with breakfast and keep your energy up and 

your mind clear with balanced, nutritious meals throughout the day. 

iii. Reduce Caffeine and Sugar: 

The temporary “highs” caffeine and sugar provide often end in with a crash in 

mood and energy. By reducing the amount of coffee, soft drinks, chocolate and 

sugar snacks in your diet, you all feel more relaxed and you’ll sleep better. 

iv. Avoid Alcohol, Cigarettes and Drugs: 

Self- medicating with alcohol or drugs may provide an easy escape from stress, 

but the relief is only temporary. Don’t avoid or mask the issue at hand; deal with 

problems head on and with a clear mind. 

v. Get Enough Sleep: 

Adequate sleep fuels your mind, as well as your body. Feeling tired will increase 

your stress because it may cause you to think irrationally. 

Stress can drain and ruin your life. These stress management articles will put you 

in the right perspective so as to improve yourself. Have that mind power 

perspective. Balance work life, improve decisions and reduce stress. If you want 

to reduce stress, then know the three easy ways of recognizing stress. 
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Unit:5 

Conflict in organisation 

ORGANISATIONAL CONFLICT: MEANING 

Organisational conflict is a disagreement between two or more organisation 

members or groups arising from the fact that they must share scarce resources or 

work activities and/or from the fact that they have different statuses, goals, 

values or perceptions 

Organisation members or sub- units in disagreement, attempt to have their own 

cause or point of view prevail over that of others. Conflicts may be at individual 

level, group level and at organisational level. Conflicts affect the work efficiency of 

the individual and of the group; as a result productivity is reduced. 

Organizations are responsible for creating a work environment that enables 

people to thrive. If disagreement and differences of opinion escalate into 

conflict then the organization must intervene immediately. Conflict in the 

organization can be constructive or destructive for an organization. 

In fact, the Chinese character for ‘conflict’ represents two meanings, 

opportunity and danger. As a manager we need to find and focus on how to 

make it beneficial and how to minimize the negative aspects. 

We need to create an organizational culture that encourage and even 

rewards good conflict management, our goal has to be to increase the 

benefits achieved from managing and encouraging beneficial conflict, like 

task and process conflict, while managing, resolving and reducing the 

negative effects of relationship conflict. Different writers have defined 

organizational conflict in different way. The common key words, which are 

used in these definitions, are frustration, incongruence incompatibility and 

mismatch. 
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A few definitions of conflict are as given below: 

 

1.“A simple definition of conflict is that it is any tension which is 

experienced when one person perceives that one’s needs or desires are 

likely to be thwarted or frustrated”. 

 

2.Mary Parker FoIIett simply defines conflict as, “the appearance of 

difference, difference of opinions, of interests”. 

 

3.Thomas Chung and Rich Megginson define conflict as, “the struggle 

between incompatible or struggling needs, wishes, ideas, interests or 

people. Conflict arises when individuals or groups encounter goals that 

both parties cannot obtain satisfactorily”. 

 

4.between two or more individuals or groups, with each individual or group 

trying to gain acceptance of its view or objectives over others”. 

 

Conflict Management definition 

Conflict management refers to techniques and ideas designed to reduce the 

negative effects of conflict and enhance the positive outcomes for all parties 

involved. 

The techniques and ideas used depend on the type of conflict that needs 

managing – researchers differentiate between affective (relational) and 

substantive (performance, process or task-specific) conflict, as well as 

interorganizational conflict (between two or more businesses) and 

intraorganizational (conflict within organizations). 

 

Conflict resolution can be an aim of conflict management but not all 

conflict management techniques or styles have conflict resolution as the 

ultimate target as it may not be feasible. 
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Models of conflict management are very varied – theories that came out of 

the 1970s and 1980s focused on the intentions of the parties involved in 

conflict as the key to moving towards positive outcomes. 

 

HOW TO OVERCOME CONFLICT: 

 

1. Accept conflict. Remember that conflict is natural and happens in every 

ongoing relationship. Since conflict is unavoidable we must learn to 

manage it. Conflict is a sign of a need for change and an opportunity for 

growth, new understanding, and improved communication. Conflict cannot 

be resolved unless it is addressed with the appropriate individual(s). 

 

2.Be a calming agent. Regardless of whether you are being a sounding 

board for a friend or you are dealing with your own conflict, your response 

to the conflict can escalate or decrease the intensity of the problem. To be 

calming, provide an objective or neutral point of view. Help plan how you 

are going to work with the other party to achieve resolution. 

 

3.Listen actively. Work through how you feel, what the specific problem is 

and what impact it is having on you. Use I -based statements to help do this 

(see formula below). 

 

I feel (strongest feeling) 

When you (objective description of the behavior) 

Because (specific impact or consequences) 

I would like (what you want the person to do in the future to prevent the 

problem) 

Analyze the conflict. This will help clarify the specific problem. 
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Some questions that you may ask are: 

 

What triggered the conflict? 

Who are you angry with? 

What are you not getting that you want? 

What are you afraid of losing? 

Is your conflict/anger accurate or over exaggerated? 

How can your conflict be resolved? 

Model neutral language. When people are in conflict, they use 

inflammatory language such as profanity, name calling, and exaggerations 

that escalate the conflict. Restate inflammatory language in a more 

objective way to help make the information less emotionally laden and 

more useful for future discussions. 

 

4.Separate the person from the problem. View the problem as a specific 

behavior or set of circumstances rather than attributing negative feelings to 

the whole person. This approach makes the problem more manageable and 

hopeful than deciding you “can’t stand” this person any longer. 

 

5.Work together. This requires that each person stop placing blame and 

take ownership of the problem. Make a commitment to work together and 

listen to each other to solve the conflict. 

 

6.Agree to disagree. Each person has a unique point of view and rarely 

agrees on every detail. Being right is not what is important. When 

managing conflict, seeking the “truth” can trap you rather than set you free. 

For example, consider the differing testimony of witnesses that all see the 

same car accident. Truth is relative to the person’s point of view. 
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7.Focus on the future. In conflict we tend to remember every single thing 

that ever bothered us about that person. People in conflict need to vent 

about the past but they often dwell on the past. Often the best way to take 

ownership of the problem is to recognize that regardless of the past, you 

need to create a plan to address the present conflict and those that may 

arise in the future. 

 

8.“Move past positions.” A position is the desired outcome of a conflict. 

Often the position is “I need a new roommate” or “This person is impossible 

to live with.” Positions are not negotiable and result in impasse. To resolve 

conflict, each person has to “move past positions.” 

 

9.Share your interests. To solve interpersonal conflict, all parties must talk 

about their interests or the WHYs behind their positions. They must share 

their true interests and work together to find a solution that satisfies those 

interests. Common interests for students are to sleep, study, entertain and 

relax in a comfortable atmosphere. Often their interests are more intangible 

such as respect, belonging, friendship, and fun. When individuals have 

differing lifestyles, values, and schedules the need to discuss their 

differences is critical in managing conflict. You must develop a balanced 

plan of give and take that satisfies everyone’s interests. 

 

10.Be creative. Finding a resolution to the problem that satisfies everyone 

requires creativity and hard work. Be careful not to give in simply to avoid 

conflict or maintain harmony. Agreements reached too early usually do not 

last. Generate silly options to begin thinking “outside of the box” of original 

positions. 

 

11Be specific. When problem solving be very specific. For example if you are 

using a roommate agreement to facilitate the discussion make sure that 

everyone fully understands each point that is written down. Clarify 

ambiguous terms that each person may interpret differently. 
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12.directly with the person they are in conflict with. Avoiding the conflict 

and venting to others tends to escalate the conflict and fuels the rumor mill. 

If rumors are already part of the conflict, encourage them to work out a 

plan to put an end to the gossip. Do your part to quell rumors. 

. 

PROCESS OF CONFLICT 

 

 1967, Pond developed a process model of conflict which is very useful in 

understanding how conflict starts and what stages it goes through. Pondy 

identifies five stages in what he calls a "conflict episode". 

 

1. Latent conflict 

 

2. Perceived conflict 

 

3. Felt conflict 

 

4. Manifest conflict 

 

5. Conflict aftermath. 

 

In 1967, Pond developed a process model of conflict which is very useful in 

understanding how conflict starts and what stages it goes through. Pondy 

identifies five stages in what he calls a "conflict episode". 

 

1. Latent conflict 

 

2. Perceived conflict 

 

3. Felt conflict 

 

4. Manifest conflict 

 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 

 

Subject: ORGANSIATIONAL BEHAVIOUR           Subject code 201                   Class: FY BCA 

 

PROF. CHHAYA KHOKRALE  www.dacc.edu.in 

 

5. Conflict aftermath. 

 

1. Latent Conflict: Latent conflict is the stage in which factors exist in the 

situation which could become potential conflict inducing forces. Four basic 

types of latent conflict are: 

 

(i) Competition for scarce resources 

 

(ii) Drive for autonomy 

 

(iii) Divergence of goals 

 

(iv) Role conflict. 

 

2. Perceived Conflict: Conflicts may, sometimes, arise even if no conditions 

of latent conflict exist. This is the stage when one party perceives the other 

to be likely to thwart or frustrate his or her goals. The case in which conflict 

is perceived when no latent conflict arises, is said to result from the parties 

misunderstanding each other's true position. Such conflict can be resolved 

by improving communication between the groups. 

 

3. Felt Conflict: Felt conflict is the stage when the conflict is not only 

perceived but actually felt and cognized. For example, A may be aware that 

he is in serious argument with B over some policy. But this may not make A 

tense or anxious and it may have no effect, whatsoever, on A's affection 

towards B. The personalization of conflict is the mechanism which causes 

many people to be concerned with dysfunctions of conflict. In other words, 

it makes them feel the conflict. There are two reasons for the 

personalization of the conflict: 
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(i) the inconsistent demands on efficient organization and individual 

growth which is caused within the individual. Anxieties may also result 

from crisis or from extra-organizational pressures. Individual need to vent 

these anxieties in order to maintain internal equilibrium. 

 

(ii) Conflict becomes personalized when the whole personality of the 

individual is involved in the relationship. Hostile feelings are most common 

in the intimate relations that characterize various institutions and 

residential colleges. 

 

4. Manifest Conflict: Manifest conflict is the stage when the two parties 

engage in behaviors which evoke responses from each other. The most 

obvious of these responses are open aggression, apathy, sabotage, 

withdrawal and perfect obedience to rules. Except for prison riots, political 

revolutions and extreme labor unrest, violence as a form of manifest 

conflict is rare. The motives towards violence may remain but they tend to 

be expressed in less violent forms. 

 

5. Conflict Aftermath: The aftermath of a conflict may have positive or 

negative repercussions for the organization depending upon how the 

conflict is resolved. If the conflict is genuinely resolved to the satisfaction of 

all participants, the basis for a more co-operative relationship may be laid; 

or the participants in their drive for a more ordered relationship may focus 

on latent conflicts not previously perceived and dealt with. On the other 

hand, if the conflict is merely suppressed but not resolved, the latent 

conditions of conflict may be aggravated and explode in a more serious 

form until they are rectified. This conflict episode is called 'conflict 

aftermath'. 

Conflict resolution has been added as an additional box in the figure to 

elucidate that conflict aftermath is a direct function of the results of the 

conflict resolution style adopted and exercised in any given situation. 
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Conflict Management: Several styles or techniques have been suggested for 

managing conflict. Based on styles' assertiveness (the extent to which one's 

goals met) and co-cooperativeness (the extent to which one wants to see the 

other party's concerns met). Thomas has classified conflict management 

styles into five style; avoiding, accommodating, competing, compromising 

and collaborating. Following Fig. 6.5 graphs these five conflict management 

styles using these two dimensions. 

 

There may be two approaches for managing the organizational conflict (i) 

Preventive measures and (ii) Curative measures. In the preventive 

measures, the management tries to create a situation or environment where 

dysfunctional aspects of conflicts do not take place. As in most of the cases, 

conflict is destructive in nature, it should be resolved as soon, after it has 

developed, as possible, but all efforts should be made to prevent it from 

developing. Both these measures are explained as follows: 

 

A. Preventive Measures 

 

Some of the preventive measures which the management can take to 

manage the organizational conflicts are: 

 

1. Establishing Common Goals: The major reason for the development of 

conflict is the incompatible goals. This is particularly true in case of 

conflict among groups and between individuals and organization. The 

basic strategy of reducing the conflict should be to find common goals 

upon which groups can agree and to re-establish valid communication 

between the groups. The mutual dependence of groups can be brought 

through the super ordinate goals because they are the goals which are of 

high value to the group. Super ordinate goals are those that take 

precedence over other goals that may separate the conflicting parties.  

2. Group conflicts can also be reduced  
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3. through the use of incentive systems designed to reward the activities 

that benefit the larger system, as opposed to those which are  

4. primarily in the interest of subunits. 

 

2. Reduction in Interdependence: The main reason for inter-group conflict 

is interdependence among them, e.g., line and staff managers. As such, less 

the interdependence, less will be the amount of conflict among them. In 

organizations, such interdependence cannot be altogether avoided. 

However, instead of separating the units organizationally, they can be 

separated physically. The physical separation, is not a permanent measure 

of managing conflict. 

 

3. Reduction in Shared Resources: Another reason of inter-group conflict is 

sharing of the scarce resources by the groups. The management of conflict 

suggests reducing the sharing. One technique for this can be increasing the 

resources, so that each unit is independent in using them. But as the 

resources are scarce, they cannot always be increased. Thus, the best 

possible alternative is optimum allocation of the scarce resources. 

 

4. Trust and Communication: The greater the trust among the members of 

the unit, the more open and honest the communication will be. Individuals 

and groups should be encouraged to communicate openly with each other, 

so that misunderstandings can be removed and they are in a position to 

understand the problems of each other when necessary. 

 

5. Co-ordination: After communication, the next step should be proper 

coordination. Properly coordinated activities reduce the conflict. Wherever 

there are problems in co-ordination, a special liaison office should be 

established to deal with these problems. 

 

6. Exchange of Personnel: Another method of reducing and managing 

conflict is that personnel of conflicting groups may be exchanged for a 

specified period. Exchange of people is very similar to role reversal. It is 
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aimed at greater understanding between people by forcing each to present 

and defend the other's position. 

 

7. Use of Superior Authority: If conflict cannot be resolved by two 

organizational members or by two groups, it may be referred to a common 

superior, who will resolve the conflict by giving a decision. Such a decision 

may not necessarily bring agreement, but it will usually be accepted 

because of the recognized superior authority of high ranking official. 

 

Conflict Resolution Model. 

 

 

8. Reorganization of Groups: A manager can prevent the occurrence of 

many conflicts by reorganizing the groups. People who have got something 

in common will be placed in one group. Because of something in common, 

these people tend to see things in the same perspective, to have common 

interest and objective, to approach problems in much the same way. The 

behavior of such groups is more predictable and it is easy for the manager 

to avoid conflicts. 

 

B. Curative Measures (or) Resolving Behavioral Conflict 

 

The curative measures include the resolution of conflicts when they take 

place and become dysfunctional in the organization. Two questions are 

involved in this : (i) What are the different conflict resolution modes? and 

(ii) How can the manager know which type of conflict resolution style 

should be adopted under what kinds of circumstances? Thomas has offered 

a contingency approach to resolving conflicts which we will illustrate now : 

 

Example: If two groups or parties X and Y experience conflict, each could 

be more concerned about their own self or they could experience more 

concern for the other. When concern for the self is very low, they could be 
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 very unassertive and if concern for the self is high, they could be very 

assertive. If their concern for the other is low they would tend to be 

uncooperative and if it is high, they would be very cooperative. This could 

be depicted with the help of the following figure: 

 

1. Avoidance: At first glance, an avoiding style may appear to have no value 

as a mode of managing conflict. An avoiding style may reflect a failure to 

address important issues and a tendency to remain neutral when there is a 

need to take a position. An avoider may also exhibit detachment from the 

conflict and a readiness to comply or conform, based on indifference. 

Avoiding is, thus, advisable in the following situations: 

 

(a) When you desire that people should cool down, so that they regain their 

composure and perspective, after which, the tension may be handled more 

productively. 

 

(b) When more information is needed to made a good decision. 

 

(c) When someone else can resolve the conflict more effectively. 

 

(d) When the issue which provokes the conflicts is symptomatic of another 

more basic underlying matter and attempting to resolve the surface issue 

will not help the situation.  

 

Embrace conflict. 

When conflict arises, don’t avoid it or pretend nothing has happened. As 

time goes on, tension will build -- and the conflict only will get worse. Deal 

with these uncomfortable issues as soon as possible, before problems and 

bad feelings become embedded in everyday work. 
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If you notice a conflict between employees, encourage them to find a way to 

work it out. If conflict develops between two teams, it's a good time to 

improve interdepartmental communication. If you have a conflict with one 

of your employees, address it head on and in private.   

 

2. Talk together. 

 

Set up a time and place so you can talk for an extended span without 

outside interruptions. 

 

When you do meet, each person should have adequate time to say what he 

or she believes the other party needs to hear. Don't let any individual 

monopolize the conversation or control the topic. Each person should talk 

about the disagreements and how he or she feels about the situation. 

 

Remember, this is not the time to attack or assign blame. Focus on the 

problem, not your opinion of the other person’s character. 

 

Related: 6 Communication Tips to Strengthen Your Company's Culture 

 

3. Listen carefully. 

It's essential to give your complete attention to the person who is talking. 

Do not interrupt the other person. 

 

Make sure you're getting the message he or she intends to send. Rephrase 

and repeat back what you've heard to confirm understanding. You might 

say something along the lines of, “Let me make sure I understand. You’re 

upset about _____ because _____.”  
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Ask clarifying questions if needed. You can request that the other person 

repeat a central idea or reword his or her frustrations in a way that makes 

sense to you.  

 

Listening always should be about gaining understanding. Don’t let yourself 

become reactionary to the other person's words. 

 

4. Find agreement. 

Your conversation primarily will focus on the disagreements, but resolution 

is possible only when you find points of agreement. You should emerge 

from the experience with some positives instead of all negatives. 

 

Shed light on commonalities. Share examples or instances in which you 

agree with the other person or can see another point of view. For example, 

if you disagree on new sales tactics, you might share what you liked about 

the other person’s idea or the motivation to work harder for the team. 

 

 

Looking for agreement demonstrates your willingness to seek out common 

ground and build a relationship around those trust elements. 

 

Related: Are People Actually Listening to or Understanding What You Say? 

Here Are 5 Signs to Watch. 

 

5. Provide guidance. 

If you're in a leadership position, there are times you may need to mediate 

work conflict. Don’t take sides, ever. Realize you are there simply to help 

your employees work out their problems. 

 

You might need to guide the conversation. And if hurt feelings run high, it's 

likely you'll need to redirect the topic so your employees return to the real 

problem. If you're in a position to give advice on next steps, highlight the 
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positive aspects of the process and suggest related topics or actions they can 

work through after the meeting. 

 

Related: Good Leaders Know How to Address Problems With a Team 

Member, Even When It's Difficult 

 

6. Be quick to forgive. 

Every conflict needs a clear resolution that acknowledges hurt feelings and 

finds a solution that begins to mend them.  

 

 

LEVELS OF CONFLICT 

 

The “levels of conflict” are four types of disagreement that affect an 

individual or group of individuals. Each level comes with its own unique 

challenges and solutions. The four levels of conflict are: 

 

1. Intrapersonal 

This level refers to an internal dispute and involves only one individual. 

This conflict arises out of your own thoughts, emotions, ideas, values and 

predispositions. It can occur when you are struggling between what you 

“want to do” and what you “should do.” 

 

Example: Reyna is hiring a new member for her sales team. She interviews 

several candidates and feels strongly that three would make excellent sales 

representatives, but she can’t decide which one to hire. She delays hiring for 

a month as she considers the hiring decision. 

2. Interpersonal 

This conflict occurs between two or more people in a larger organization. It 

can result from different personalities or differing perspectives on how to 

accomplish goals. Interpersonal conflict may even occur without one party 

realizing there was ever conflict. 
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Example: Tanya has been a digital marketer in her company for four years 

and always anticipated that she would take the place of the director of 

marketing when he retired. However, when it was time to fill the role, the 

company hired another employee who had only been with the company for 

one year. Tanya was upset with both her former supervisor and her new 

supervisor, although she never communicated her feelings with either of 

them. 

 

3. Intragroup 

This level of conflict occurs between members of a single group when there 

are multiple people with varying opinions, backgrounds and experiences 

working toward a common goal. Even though they may all want to achieve 

the same goal, they may disagree about how to reach it. Intragroup conflict 

can also occur when team members have differences in communication 

styles and personalities. 

 

Example: A company is about to launch a new product, and Josh and 

Ashley believe that the best marketing strategy is a direct mail campaign to 

a targeted audience. Beth and Tom believe that social media ads are a 

better approach. Adam believes that an influencer campaign would have 

the strongest impact. Because of the disagreement, no campaign strategy is 

created and the launch date is only two weeks away. Tension is high, and 

the delays impact other departments. 

 

4. Intergroup 

This level of conflict occurs between different groups within a larger 

organization or those who do not have the same overarching goals. 

 

Example: The marketing team at an e-commerce company is promoting an 

all-new initiative that should help increase the average order value of every 

order by 15%. They create a timeline and notify customers of the launch 

date. However, the web developers in charge of creating and implementing 

the new functionality on the website are behind on schedule, despite their 
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best efforts. The web developers are frustrated because of unrealistic 

deadlines and the marketing department is frustrated about delaying the 

launch. 

 

How to manage each level of conflict 

Conflict can be constructive in the workplace because it opens employees to 

new ideas and perspectives and creates opportunities to look for new and 

unique solutions to problems. Here are some steps to resolving each level of 

conflict in the workplace. 

 

1. Managing intrapersonal conflict 

Intrapersonal conflicts can happen daily, but learning to work through 

them can hone your critical thinking and decision-making skills. To manage 

intrapersonal conflict: 

 

Follow your values 

Determine how the conflict affects your core values and what matters to 

your productivity in the workplace. Consider solutions that align with your 

beliefs and motivations. 

 

Check your company policy 

If applicable, review the company policies that relate to the conflict. Follow 

any procedures already in place, or reach out to a supervisor for guidance. 

 

Write the conflict down 

Review the pros and cons related to your conflict and anticipate the 

outcomes of the optional decisions. Consider selecting the resolution that 

has the most pros or better outcomes. 

 

Be conscious of time 

Keep in mind how much time you have to reach a solution. Consider setting 

a deadline to ensure the conflict is resolved promptly. 

 



DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 

 

Subject: ORGANSIATIONAL BEHAVIOUR           Subject code 201                   Class: FY BCA 

 

PROF. CHHAYA KHOKRALE  www.dacc.edu.in 

 

2. Managing interpersonal conflict 

Managing interpersonal conflict allows team members to work together in 

finding a resolution. Colleagues can improve their relationships and even 

come up with all new strategies or solutions to problems. Here are four 

steps you can use to resolve interpersonal conflict in the workplace: 

 

Define the conflict 

Start by identifying exactly what the conflict is about, including what event 

started it and how each party reacted to the situation. Look at the situation 

from each person’s point of view to determine what each party wants and 

needs from the resolution. 

 

Put the conflict into context 

Discuss the conflict’s impacts on each party, the project and the workplace. 

This step can help each party understand the importance of resolving the 

conflict and motivate them to collaborate on finding a solution. 

 

Create options 

Let each party come up with one idea to resolve the conflict, allowing each 

party to take turns. This step allows each party to identify how the conflict 

can be resolved amicably. Parties can also brainstorm as a group to create 

solutions that benefit each party. 

 

Agree on a solution 

As a group, determine a solution that positively impacts each party. 

Consider including goal setting as part of this stage to evaluate and measure 

a resolution’s progress. 

 

Related: Decision Tree: How It Works 

 

3. Managing intragroup conflict 
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Managing intragroup conflict can help maintain employee productivity and 

ensure teams accomplish group goals. Here are three steps you can take to 

resolve intragroup conflicts efficiently: 

 

Discuss the conflict as a team 

Openly discuss what caused the conflict and how each party feels about it. 

This step ensures everyone is involved in coming up with a solution and can 

talk through the issue honestly. Have each team member clarify why they 

hold their position and discuss what information is the basis of these 

beliefs. 

 

Collaborate in small groups 

Break the team into smaller groups consisting of different viewpoints. 

Analyze the conflict and brainstorm the pros and cons of different 

solutions. Convene as a team and have groups share ideas they had. Smaller 

groups can provide more thorough discussions, as fewer people are trying 

to discuss their side at once. 

 

Reach a decision 

As a full team, decide what course of action to take or determine if further 

brainstorming needs to happen. Make sure everyone is satisfied with the 

decision and committed to the proposed strategy. 

 

4. Managing intergroup conflict 

You can use intergroup conflicts as opportunities for building relationships 

between teams, brainstorming new and creative ideas and strengthening 

employees’ beliefs in their abilities to overcome future conflicts. Here are 

three steps to help get you started: 

 

Discuss the issue with all relevant parties 

You may engage in conversation with large groups, such as in an open 

forum. This situation may work for issues that affect a large group of people 
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and can be used to hear a variety of perspectives, ideas and concerns with a 

smaller group of stakeholders. 

 

Have a closed meeting with necessary stakeholders 

Sometimes, address an intergroup conflict with only a few necessary 

people, such as team leaders or department heads. This step can come after 

holding an open forum or be the main resolution tactic. 

 

Gather a variety of possible solutions 

Encourage each side to hold meetings to discuss issues as they arise. If 

possible, you might move team members from one team to another so they 

can better see an issue from the other team’s perspective. Then, have 

groups brainstorm solutions that provide the most positive impact. To 

come to a solution, consider holding a vote to gauge each side’s interest in 

the proposed solutions. 

 

Related: Guide to People Management: Definition, Tips and Skills 

 

Tips for managing conflict in the workplace 

While you can use the previous steps to address certain levels of conflicts, 

consider the following tips to help you manage workplace conflict in a 

variety of situations: 

 

Schedule an appropriate meeting time and place 

Ask everyone involved to set aside time to resolve the conflict. Find a quiet, 

comfortable location where you can talk openly without interruption. 

 

Stay calm and be specific 

Remain calm throughout the meeting and try to focus on tangible impacts. 

Discuss specific details of a conflict so they can be openly addressed. 

 

Use active listening 
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Consider paraphrasing the other party’s perspective to show your 

understanding of their concerns and needs. If you are mediating the 

conflict, this step can help you and the whole group’s understanding of the 

conflict. 

 

Celebrate progress and successes 

Acknowledge the efforts of team members to change behavior or strategy. 

When the team achieves goals because of the resolution, acknowledge those 

wins and celebrate them. 
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UNIT: 6 

GROUP BEGAVIOUR AND CHANGE IN ORGANSATION 

 

TEAM: - MEANING 

A team is a group of people who collaborate on related tasks toward a 
common goal. 

A team is a group of people who work together toward a common goal. 

Teams have defined membership (which can be either large or small) and 

a set of activities to take part in. People on a team collaborate on sets of 

related tasks that are required to achieve an objective. Each member is 

responsible for contributing to the team, but the group as a whole is 

responsible for the team’s success. 

Organizations typically have many teams, and an individual is frequently a 

member of more than one team. Some teams are permanent and are responsible 

for ongoing activities. For instance, a team of nurses in a maternity ward provides 

medical services to new mothers. While patients come and go, the tasks involved 

in providing care remain stable. In other cases a team is formed for a temporary 

purpose: these are called project teams and have a defined beginning and end 

point linked to achieving a particular one-time goal 

The Purpose of Teams 

Organizations form teams to accomplish tasks that are too large or complex for an 

individual to complete. Teams are also effective for work that requires different 

types of skills and expertise. For example, the development of new products 

involves understanding customer needs as well as how to design and build a 

product that will meet these needs. Accordingly, a new product-development 

team would include people with customer knowledge as well as designers and 

engineers. 
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Effective teamwork requires certain conditions to be in place that will 

increase the likelihood that each member’s contributions—and the effort of 

the group as a whole—will lead to success. Effective teams share five 

characteristics: 

• Shared values: a common set of beliefs and principles about 

how and why the team members will work together 

• Mutual trust: confidence between team members that each puts 

the best interest of the team ahead of individual priorities 

• Inspiring vision: a clear direction that motivates commitment to a 

collective effort 

• Skill/talent: the combined abilities and expertise to accomplish 

the required tasks and work productively with others 

• Rewards: recognition of achievement toward objectives and 

reinforcement of behavior that supports the team’s work 

 

1.Clear goals: High-performing teams have both a clear understanding of 

their goal and a belief that achieving it will produce an important result. 

They understand how they will work together to achieve the goal. 

 

2.Relevant skills: Effective teams are composed of competent individuals. 

Their members possess both technical and interpersonal skills. 

 

3.Mutual trust: Effective teams are characterized by high mutuatrust. 

Members believe in one another’s integrity, character, and ability. The 

climate of trust tends to be strongly influenced by the organization’s culture 

and management’s actions. Organizations that value openness, honesty, 

and collaborative processes and encourage employee involvement and 

autonomy are more likely to create trusting cultures. 
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4.commitment: Members exhibit intense loyalty to the team. They are 

willing to do anything that has to be done to help their team succeed. They 

consider their team a source of professional and personal growth. 

 

5.Good communication: Team members continually try to listen and show 
interest in what others say and feel. Good communication is also 
characterized by continuous feedback from team members and managers. 
Feedback helps guide team members and correct misunderstandings’ 

 

6.Negotiating skills: Effective teams tend to be flexible and able to make 

adjustments when needed. This requires team members to have effective 

negotiating skills. Problems and relationships regularly change, requiring 

members to deal with their differences. 

7.Conflict management: Effective teams are willing to surface and address conflict 

until it is resolved or managed effectively. 

8.Internal and external support: A supportive climate includes proper training, a 

simple and clear performance measurement system, an incentive program that 

recognizes and rewards team activities, and a supportive human resources 

system. The infrastructure should support members and reinforce behaviors that 

lead to high levels of performance. Externally, management should provide the 

team with the resources needed to get the job done. 

9.Leadership: Effective leaders can motivate a team to follow them through 

difficult situations. They help clarify goals and increase team members’ self-

confidence to help them realize their potential. The best leaders are not directive 

nor controlling. 

10.Company culture: The corporate culture influences team effectiveness. 

Cultures that favor innovation or incorporate shared expectations of success may 

foster team effectiveness. 
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IMPORTANCE OF TEAM 

1.Promotes Problem Solving 

Teamwork is important due to the problem-solving synergy gained from multiple 

minds working on a solution. When one person works on a specific company 

problem, that person only has her personal experience and knowledge from 

which to pull for solutions. Using teamwork, team members pool their collective 

ideas together to generate unique ideas for dealing with problems. 

 

2.Problems in this case are not purely negative. The problem could be developing 

a product for a consumer to address a need that the consumer does not know 

that she has. Two or more people working together also build upon one another's 

ideas, weeding out the weak parts and making the ideas better. 

I3.mproves Communication of Ideas 

Teamwork is the backbone of effective communication within a company. When 

employees work as individuals or independently on projects, they may not readily 

share knowledge or new information. This lack of communication increases the 

time it takes to complete projects, tasks or the development of solutions. 

Teamwork promotes conversation between employees regarding the task at 

hand, possibly preventing employees from working in opposite directions. 

For example, if one employee does not communicate that one method of 

addressing a problem is a dead end, and another employee is still trying to use 

that method, productivity is lowered. Two working together may also feel more 

emboldened to ask a third person for advice or input, or to point out what doesn't 

make sense in the project, rather than spinning their wheels on something that 

isn't working. 
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5.Increases Work-Flow Speed 

Cohesion is an important by-product of teamwork within a company. This 

cohesion could be the result of increased chemistry, trust or both from working 

on projects as a team. Cohesive employees are less likely to be confrontational 

toward one another and more accepting of each others' decisions. Cohesion from 

teamwork can greatly increase the work-flow speed of a company. 

 

6.Learning from Team Members 

When employees work together as a team within a company, every employee 

learns from one another. This knowledge is not limited to the personal 

experiences of coworkers; employees from different departments may learn 

information from each other regarding the limitations and possibilities of those 

departments. For example, if a marketing department consistently makes 

demands with unrealistic deadlines to another department, the marketing 

department may see through teamwork why its requests are unreasonable. 

 

7Feeling of Belonging 

When a team is cohesive and works well together, it gives team members a 

feeling that they belong to something good. Everyone wants to be on a winning 

team, but you can't win all the time. Belonging to the team makes the setbacks 

more bearable because they're shared. Team members console one another and 

prop each other up, reminding everyone of their successes and that together, 

they will be victorious again. This promotes strong working relationships. 
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GROUP: MEANING. 

Definition: A Group is basically an assemblage of people. It can be understood as a 

collection of individuals (two or more), who come together and interact with each 

other, so as to achieve the objectives of the organization. These are the 

foundation of an organization. 

1.Size: To form a group, it must be having at least two members. Practically, the 

number of group members ranges from 15 to 20. The more the members in the 

group, the more complex it is to manage. 

2.Goals: Every group has certain goals, that are the reasons for its existence. 

3.Norms: A group has certain rules, for interacting with the group members. 

4.Structure: It has a structure, based on the roles and positions held by the 

members. 

5.Roles: Every member of a group has certain roles and responsibilities, which are 

assigned, by the group leader. 

6.Interaction: The interaction between the group members can occur in several 

ways, i.e. face to face, telephonic, in writing or in any other manner. 

7.Collective Identity: A group is an aggregation of individuals, which are 

separately called as members, and collectively called as a group. 

8.Furthermore, a group climate is an emotional setting of the group, that relies on 

participative spirit, coordination, trust and bonding among the members, open 

communication and other similar factors. 
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Types of Groups 

1.primary and Secondary Groups 

In terms of face to face or indirect interaction between the parties, groups can be 

bifurcated as follows: 

Primary Group: The group where an individual directly interacts with other 

members is termed as the primary group. It is responsible for the initial learning 

and social behaviour of an individual. 

Secondary Group: When a person in a group is indirectly associated with or 

influenced by other members, he/she is said to be in a secondary group. 

2.Formal and Informal Groups 

We can categorize the groups into two major classes according to the purpose it 

serves. Whether it is for fulfilling an organizational objective or for meeting the 

self-interest of the members. 

3.Formal Groups 

When people collaborate to attain the organizational goals or objectives, they are 

said to form a formal group. 

Following are the three major types of formal groups existing in an organization: 

Command Group: As a result of hierarchical arrangement in an organization, a 

command group is made of the superiors and their subordinates representing the 

flow of command or orders from top to bottom level. 

Task Group: A group which includes individuals with different skills and 

knowledge, to successfully carry out the assigned project, is called as a task group. 
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Committees: For the special assignments or projects, a group is formed by 

appointing the specialists or people with superior knowledge; which is termed as 

a committee. After the project responsibilities are executed successfully, the 

members can disassociate from the committee. 

Informal Groups 

When the individuals associate with one another to serve their common interest 

or for self-satisfaction, they are known to form an informal group. Some of the 

most common informal groups are: 

Interest Groups: The individuals who join hands for a common purpose (related to 

self-interest) create an interest group. 

ormal Groups 

When people collaborate to attain the organizational goals or objectives, 
they are said to form a formal group. 

Following are the three major types of formal groups existing in an 
organization: 

Command Group: As a result of hierarchical arrangement in an 
organization, a command group is made of the superiors and their 
subordinates representing the flow of command or orders from top to 
bottom level. 

Task Group: A group which includes individuals with different skills and 
knowledge, to successfully carry out the assigned project, is called as a 
task group. 

Committees: For the special assignments or projects, a group is formed by 
appointing the specialists or people with superior knowledge; which is 
termed as a committee. After the project responsibilities are executed 
successfully, the members can disassociate from the committee. 
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Informal Groups 

When the individuals associate with one another to serve their common 
interest or for self-satisfaction, they are known to form an informal group. 
Some of the most common informal groups are: 

Interest Groups: The individuals who join hands for a common purpose 
(related to self-interest) create an interest group. 

 Friendship Groups: The group which is formed as a result of personal choice by 

the individuals who are already familiar and feel comfortable with one another, is 

called a friendship group. 

Cliques: In a workplace, few colleagues join hands to form a small group (usually 

with two to six members) to share ideas and thoughts on their mutual interest. 

Sub-cliques: When a clique comprises of few organizational employees along with 

some non-employees (who are associated with the other members in either way), 

it termed as a sub-clique. 

Sayles’ Classification of Groups: L.R. Sayles categorized the groups into the 

following types depending upon the degree of pressure prevalent in each: 

Apathetic Groups: The group in which the leader does not pressurize the 

members; moreover, leadership is hardly widespread; it is termed as an apathetic 

group. Usually, it is formed by the lower-level workers who are unskilled and work 

on low wages. 

Erratic Groups: When the people belonging to a group gets enraged quickly and 

similarly calms down, they are said to be in an erratic group. Such a group 

comprises of semi-skilled workers who perform task desiring communication 

between them. 

Strategic Groups: Such a group includes skilled workers, who hold various job 

positions to execute the independent technological task. These members have 
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the skills of systematically applying pressure on the management and the other 

groups, by framing a suitable strategy. 

Conservative Groups: The group which comprises of the stable and highly skilled 

individuals or professional, who have extreme powers to regulate the functioning 

of the organization, is called as a conservative group. 

Membership and Reference Groups 

We can also distinguish between the different groups by the need for official 

registration of the members, into the following two categories: 

Membership Group: A group in which the members must get themselves 

registered and acquire a membership card or certificate for becoming a part of it, 

is termed as a membership group.  

Reference Group: It may not be a real association of individuals, an illusionary 

group to which an individual relates himself/herself due to the same profession or 

other similar attributes is called a reference group. 

Small and Large Groups 

Based on the number of members involved in a group, we can classify it as 

follows: 

Small Group: Small groups consist of as little as three to ten members. Such 

groups are usually well managed and organized. 

 

Large Group: The groups made up of more than ten members are considered to 

be large groups. These massive groups are challenging to handle and 

unsystematic at times. 
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Organized and Unorganized Groups 

Given below is the categorization of the groups in terms of its structure and 

bonding among the group members: 

 

Organized Group: When the individuals belonging to a particular discipline work 

together systematically as a team by supporting each other, they are said to be in 

an organized group. 

 

Unorganized Group: The disorganized group is not formed purposefully. Instead, 

the individuals just happened to fall into a single group where they neither have 

any attachment to one another nor have any belongingness. 

 

In and Out-going Groups 

We can also distinguish among groups according to the belongingness and 

involvement of the individuals, as below: 

 

In-Group: A group where an individual is socially active and adopts strong values 

from the other members is termed as an in-group.  

Out-going Group: The other groups, except the prevalent in-group, where no 

inter-group exchange of values is facilitated is termed as out-going groups. 
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Accidental and Purposive Groups 

The purpose of the group formation provides a basis for its classification into the 

following two categories: 

 

Accidental Group: When a group is formed coincidently or unknowingly, that too 

without any purpose, it is known as an accidental group. 

 

Purposive Group: The group which is made for a definite reason or aim of task 

fulfilment is termed as a purposive group. 

 

Open and Closed Groups 

Based on the scope for entry and exit of the members in a group, it can be 

distinguished as follows: 

 

Open Group: The group where the new individuals can freely enter and old 

members can exit anytime, is known as an open group. 

 

Closed Group: The restricted group where no further entries are entertained, is 

called as a closed group. 
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Temporary and Permanent Groups 

A group can be formed for a short period or a long duration. Let us now discuss 

the two categories of groups based on these criteria: 

 

Temporary Group: When the individuals come together for a particular project or 

task accomplishment, they are known to be in a temporary group. Such a group 

disintegrates after the successful performance of the task. 

 

Permanent Group: Such groups represent a long-term association of the group 

members. Here, people belonging to a particular organization are known to be in 

a single group. 

 

Nominal and Non-performing Groups 

Based on the need for action, groups can also be bifurcated into the following 

types: 

 

Nominal Group: The group in which the members are involved in problem-solving, 

take up challenges and carry out operations, is termed as a nominal group. 

 

Non-performing Group: Whenever the individuals are put together in a single 

group, just on a sheet of paper; however, they need not carry out any task, they 

tend to be in a non-performing group. 
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GROUP DYNAMIC:- 

The term ‘group dynamics’ means the study of forces within a group. 

Since human beings have an innate desire for belonging to a group, 

group dynamism is bound to occur. In an organization or in a society, 

we can see groups, small or large, working for the well-being. 

The social process by which people interact with one another in small 

groups can be called group dynamism. A group has certain common 

objectives & goals. Because of which members are bound together with 

certain values and culture. 

 

Importance of Group Dynamism 

1. Firstly, a group can influence the way the members think. The 
members are always influenced by the interactions of other 
members in the group. A group with a good leader performs 
better as compared to a group with a weak leader. 

https://www.toppr.com/guides/physics/force-and-pressure/types-of-forces/
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2. The group can give the effect of synergy, that is, if the group 
consists of positive thinkers then its output is more than 
double every time. 

3. Group dynamism can furthermore give job satisfaction to the 
members. 

4. The group can also infuse the team spirit among the members. 

5. Even the attitude, insights & ideas of members depend on 
group dynamism. For example, negative thinkers convert to 
positive thinkers with the help of the facilitator. 

6. Also, if the group works as a cohesive group, the cooperation 
and convergence can result in maximization of productivity 

7. Furthermore, group dynamism can reduce labor unrest. Lastly, 
it reduces labor turnover due to emotional attachment among 
the group members. 
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