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Unit 1: Introduction to Organisational Behaviour

Learning Outcomes:

e Students will be able to define the key concepts and nature of Organisational
Behaviour (O.B.).

e Students will be able to describe the structure and components of Organisational
Systems (O.S.).

e Students will be able to compare and contrast the behaviourist and social learning
frameworks within O.B.

e Students will be able to explain individual personality development and theories,
including Freudian and Neo-Freudian stages.

e Students will be able to identify and analyse the factors influencing individual

behaviour within an organisation.

Structure:
1.1 Definition and Nature of Organisational Behaviour (O.B.)
1.2 Structure of Organisational Systems (O.S.)
e Knowledge Check 1
e Outcome-Based Activity 1
1.3 Approaches to Organisational Behaviour (O.B.)
1.3.1 Behaviourist Framework
1.3.2 Social Learning Framework
1.4 Basic Understanding of Individual Behaviours
1.4.1 Personality: Meaning and Development
1.4.2 Freudian Stage
1.4.3 Neo-Freudian Stage
1.5 Factors Influencing Individual Behaviour
e Knowledge Check 2
e QOutcome-Based Activity 2
1.6  Summary
1.7 Keywords
1.8 Self-Assessment Questions

1.9 References / Reference Reading



1.1 Definition and Nature of Organisational Behaviour (O.B.)

Organisational Behaviour (O. B. ) is defined as a field that deals with the impact of

individuals, groups and structures on behaviour in organisations. It applies theories

from other fields, such as psychology, sociology, anthropology, and economics, to

analyze and improve organisational relations.

o

The primary focus of O. B. is to enhance relationships at the human, organisational
and social levels.

O. B. is defined as the scientific analysis of behaviour in organisations. It is also
applied to observe the behaviour of individuals and groups as well as processes
employed in an organisation.

Organisational Behaviour can be defined as the scientific analysis of people and
their actions in workplaces. It covers the understanding of individuals, groups, and
organisations, together with the structures and processes within them. O. B. aims to
understand how these elements are related and how they influence one another.

O. B. is the study of behaviour, which involves understanding variables that affect
people’s actions, learning and development, and effectiveness.

Another crucial component of O. B. is group behaviour, which focuses on how
people in a group communicate, exchange information, and resolve conflicts.
Understanding groups and their dynamics is important because it can help

organisations find ways to improve group work and cooperation.

Importance of Studying O. B.

Organisational behaviour is the study of the dynamics between individuals and groups

in an organisation and how these relationships impact the organisation's ability to

achieve its objectives.

It is important to study Organisational Behaviour for several reasons. These reasons are

as follows:

o

Studying is important to enhance employees’ efficiency and satisfaction in the
workplace. Through this knowledge, managers can effectively establish a positive
climate in workplaces that can increase the performance of the employees.

O. B. is beneficial in the understanding of leadership and management practices.
Leadership is crucial for directing individuals and organisations to achieve their
objectives. Understanding various types of leadership and their effects on employee

actions can help managers learn how to become effective leaders.



o

O. B. is very essential for improving organisational culture. A positive
organisational culture improves the morale of the employees, reduces turnover and
attracts the best talent in the market.

It improves communication within organisations. It is important to make sure that
the information is passed from one person to another without much confusion and

disagreement.

Key Concepts in O.B.

Organisational behaviour is based on several fundamental ideas. These concepts

explain and examine behaviour within organisations.

(@]

Motivation: Motivation is the process that explains the initiation of action.
Managers must understand the factors that push employees to work harder and be
more committed to their work.

Leadership: Leadership is the process of directing and encouraging people or
organisations to work towards attaining specific objectives. Transformational and
transactional leaders have different effects on employee behaviour and
organisational results.

Communication: One of the most important features of organisational
communication is the ability to clearly and accurately relay information. This
includes both spoken and written words and formal and informal communication.
Organisational culture: Organisational culture can be defined as the system of
values, beliefs and attitudes that are accepted and practised within an organisation.
Group dynamics: This concept focuses on how people communicate and
collaborate in a group or within an organisation. Factors such as cohesiveness, roles,

and norms are essential in defining a group's performance.

1.2 Structure of Organisational Systems (O.S.)

Organisational Systems (O.S.) are the structures and processes that determine the flow

of activities to meet the objectives of an organisation. Organisational structure shows

how authority and responsibilities are distributed, regulated and integrated and how

information is communicated within the hierarchical system of an organisation. Clear

lines of organisational structure help define the roles and responsibilities of individuals

within an organisation, thereby enabling efficient decision-making and improving

organisational performance.

Definition and Components of O.S.



Definition: An Organisational system is composed of resources, roles, and processes

that are coordinated to achieve organisational goals. It is the official structure of the

organisation with respect to its authority structure, reporting mechanisms, and

processes.

The main components of an organisational system include:

1.

Hierarchy: This defines the hierarchy of the management within the organisation.
It establishes the reporting relationships and organisational hierarchy.

Roles and Responsibilities: This is important because it helps to keep things
organised and ensures that every employee knows what they are supposed to do and
how they are going to help the organisation.

Communication Channels: These are the channels through which information
moves within the organisation. Communication is crucial for planning and decision-
making to ensure proper coordination and flow of work.

Processes and Procedures: These are the procedures and practices that define how
things are done. They help create and maintain standards and effectiveness in the
organisation's work.

Technology and Tools: The tools, technologies and methodologies used to support
work processes. This can be in the form of software applications, machinery or any

other technology that aids the functioning of the organisation.

Types of Organisational Structures

Organisations can adopt various kinds of structures depending on their objectives, size,

and field of management. Some of the most common types of organisational structures

include:

1.

Hierarchical Structure: This is the most traditional organisational structure, with
a well-defined chain of command. In the hierarchy, each level has the power of
control over the lower level.

Flat Structure: In a flat organisational structure, there are few or no layers between
the employees and the managers. It is common in startups and small businesses
because it encourages a less hierarchical and rigid approach to work.

Matrix Structure: A matrix structure is a combination of hierarchical and flat
organisational management structures. In a matrix reporting structure, employees
report to two managers, most commonly a functional manager and a project

manager.



4.

Divisional Structure: This structure breaks the organisation into almost self-
contained sub-organisations or departments. It can be product-based, geographical-
based, or market-based divisions.

Network Structure: In a network structure, the organisation depends on several
outside organisations to perform most of its functions. It is a flexible structure and

can easily respond to changes in the market.

Impact of Organisational Structure on Behaviour

The organisational structure determines the behaviour of the employees and the

performance of the organisation. Here are some ways in which structure affects

behaviour:

1.

Communication and Collaboration: This structure defines how information is
processed and flows within the organisation. When it is a pyramid structure,
communication is usually downward, which sometimes may take time.
Decision-Making: The organisational structure plays an important role in the speed
and effectiveness of decision-making. Organisational structures make decisions
slow because they have to go up and down the hierarchy.

Employee Motivation and Job Satisfaction: The organisational structure
influences some features, such as promoting career development and clarifying
roles and responsibilities.

Flexibility and Innovation: Flexible structures, such as matrix and network
structures, encourage innovation by allowing the free flow of ideas across functions
and projects.

Conflict and Power Dynamics: Organisational structure determines the balance of
power and decision-making within the organisation. There are often power relations
that are well defined in a hierarchy, which can cause tensions if there are conflicts

of interest.

Knowledge Check 1

Fill in the Blanks.

1. Organisational Behaviour (O.B.) examines the impact of individuals, groups,
and within organisations. (structures)

2. The principle in O.B. focuses on the rational part of the personality

that mediates between the id and the superego. (ego)



3. A matrix structure in an organisation involves employees having dual reporting

relationships, usually to both a functional manager and a manager.
(project)
4. Organisational culture refers to the shared , beliefs, and norms that

influence behaviour within an organisation. (values)

e Outcome-Based Activity 1
Create a flowchart that maps out your organisation's structure, identifying the

hierarchy, roles, and communication channels.

1.3 Approaches to Organisational Behaviour (O.B.)
Organisational Behaviour (O. B. ) refers to the study of individuals or groups in their
organisations and how they can be helped to improve their performance. These
approaches provide different angles and ways of observing behaviour, which may help
managers develop strategies for increasing productivity, job satisfaction, and
organisational performance. We will see an introduction to these approaches before
focusing on the Behaviourist Framework.

General Information on Various Methods of O. B.

Several key approaches to O. B. have evolved, each offering unique insights and

methodologies:

e Behaviourist Approach: This approach is concerned with actional behaviours and
how they can be changed through reinforcements and punishments. It highlights the
impact of the environment on behaviour and in observing behaviour.

e Cognitive Approach: The cognitive perspective deals with how people perceive,
understand, and make meanings out of the physical world around them. It covers
aspects such as memory, perception, and problem-solving and how these cognitive
elements determine behaviour in organisations.

e Humanistic Approach: This perspective is based on the principle of the subject
potential and the idea of development. It sees employees as people with their needs
and wants, promoting the concept of a positive and enabling organisational climate.
1. Social Learning Approach: This approach combines aspects of both the

behaviourist and cognitive theories of learning. It suggests that behaviour is
learned through observing other people and modelling oneself on them, as well

as through the use of rewards and punishments.

10



2. Systems Approach: The systems approach to organisations considers them as
a set of interdependent and coordinated subsystems. It also highlights the
significance of these interactions and the larger organisational environment.

3. Contingency Approach: This approach posits that there are no universal
solutions in O.B.; the best management practices are a function of the

environment, the nature of the task, and the employees.

1.3.1 Behaviourist Framework

The Behaviourist Framework is one of the fundamental theories in O. B., and it is based

on the concept of behaviourism. This approach is based on the idea of how

environmental factors and rewards influence behaviour. It has been developed on the
assumption that all behaviours are learned and that learning occurs through interaction
with the environment.

Key Principles of the Behaviourist Approach

1. Classical Conditioning: This principle was first discovered by Ivan Pavlov when
he conducted his experiments with dogs. It is a learning process that takes place
through association.

2. Operant Conditioning: Operant conditioning is a type of learning which occurs
through the use of consequences developed by B.F Skinner. The behaviour that is
followed by positive consequences (reinforcement) will be repeated, while the
behaviour followed by negative consequences (punishment) will not be repeated.

3. Reinforcement Schedules: The behaviourist approach also takes into account
different types of reinforcement schedules.

4. Shaping: This principle involves shaping behaviour towards a particular goal by
providing successive approximations. In an organisational context, shaping can be
used by managers to teach employees by reinforcing behaviour that is more and

more like the desired behaviour.

1.3.2 Social Learning Framework

The Social Learning Framework is another important concept in O. B., which is a
mixture of both behaviourism and cognitivism. Albert Bandura developed this approach
and focused on observing the behaviours, attitudes, and even emotions of other people
and copying them.

Key Principles of the Social Learning Approach

11



1. Observational Learning: This principle, also known as modelling, is a technique
which suggests that people can change their behaviour just by observing others.
This is especially the case in the workplace, where individuals learn how to do their
work by observing others or by being told.

2. Imitation and Modeling: This suggests that people are likely to model their
behaviour after others they observe as successful, competent, or worthy of
competition. In an organisational context, this means that leaders and managers act
as reference models for the rest of the employees. They can also alter their team’s
behaviour, whether positively or negatively.

3. Vicarious Reinforcement: This concept involves learning through the observation
of the consequences of others' behaviours. If an employee sees a colleague being
rewarded for a particular behaviour, they are more likely to adopt that behaviour
themselves.

4. Self-Efficacy: Introduced by Bandura, self-efficacy refers to an individual's belief
in their ability to succeed in specific situations or complete a task. High self-efficacy
can improve motivation and performance.

5. Reciprocal Determinism: This principle states that a person's behaviour is
influenced by both personal factors and the environment, which influence each

other.

1.4 Basic Understanding of Individual Behaviours

In the study of Organisational Behaviour (O.B.), understanding individual behaviours

is crucial as it helps predict, explain, and manage how employees act within the

workplace. Individual behaviours impact every aspect of organisational performance,

from productivity and efficiency to job satisfaction and team dynamics.

e Importance of Individual Behaviours in O.B.

Individual behaviours refer to the actions and attitudes of employees within an

organisation. These behaviours are influenced by a variety of factors, including

personality, values, emotions, and perceptions. Understanding individual behaviours is

important for several reasons:

1. Predicting Performance: Understanding the factors that determine the behaviours
of people in the workplace is crucial in forecasting the performance of employees.

2. Enhancing Job Satisfaction: It is also important to note that by satisfying the needs
and wants of the employees, organisations can enhance the satisfaction levels of the

employees.

12



3. Improving Team Dynamics: These individual behaviours determine how
members of the team will interact with each other. This knowledge can assist
managers in creating strong working groups and individuals who work in harmony
and solve problems together.

4. Effective Leadership: Managers who are aware of the behaviours of employees
can adapt their management style to fit each individual and enhance the
performance of the team.

5. Reducing Turnover: If organisations acknowledge and manage the causes of
disappointment and withdrawal, then they can prevent high turnover rates and recall

key employees.

1.4.1 Personality: Meaning and Development

Personality is a component of individual behaviour that plays a crucial role in

determining how they observe, feel, and respond to events. It is the relatively permanent

pattern of behaviours that can be observed in a given person and environment.

Definition of Personality

Personality can be described as the distinct and fairly lasting behaviour, cognitive, and

affective characteristics displayed by people. It includes aspects of personality,

behaviour, and features that define a specific individual.

Theories of Personality Development

One needs to understand that a number of theories have been put forward to explain the

origin and growth of personality. These theories provide different angles on the subject

as well as the cause of personality development in a person.

1. Psychoanalytic Theory (Freudian Stage): The psychoanalytic theory is among
the oldest personality theories in the world and was initiated by Freud. Freud
identified personality as a product of unconscious processes and conflicts in the first
years of the individual’s life. He proposed three components of personality: The id
(impulsive), the ego (logical), and the superego (ethical). Freud also put forward
psychosexual development theory, which states that personality is formed through
a series of stages or oral, anal, phallic, latent and genital stages depending on the
pleasure zone predominant in each stage.

2. Neo-Freudian Theories (Neo-Freudian Stage): Freud had a number of disciples
who further developed his theories, and they are referred to as Neo-Freudians. For
instance, Carl Jung proposed the collective unconscious and archetypes, implying

that hereditary factors determine personality. Alfred Adler stressed the values of

13



social interest and the desire for the ability to control; Karen Horney highlighted
social and cultural factors and stated that personality is a result of relationships and
the need for safety.

3. Trait Theories: Trait theories are based on the assumption of identifying and
quantifying personality traits. One of the most widely accepted trait theories is the
Five-Factor Model (Big Five), which proposes that personality can be described
using five broad dimensions: The five factors that can be measured are openness to
experience, conscientiousness, extraversion, agreeableness, and neuroticism.

4. Humanistic Theories: Humanistic theories focus on the basic values of people and
the desire for individuals to achieve their full potential. Carl Rogers and Abraham
Maslow are some of the pioneers of this approach.

5. Social-Cognitive Theories: Social-cognitive theories focus on cognitive factors
and social experiences as the core determinants of personality. According to Albert
Bandura’s social learning theory, personality is developed through the process of

observational learning, imitation, and reinforcement.

1.5 Factors Influencing Individual Behaviour

It is important to know the factors that affect behaviour in the study of Organisational

Behaviour (O. B. ). These aspects define employee behaviour and response patterns,

influencing performance, motivation and organisational efficiency. Internal and

external factors can be distinguished as the ones affecting behaviour. Internal and

external factors also play a crucial role in determining the behaviours of individuals in

an organisation.

e Internal Factors

Internal factors are those fundamental factors within an individual, and they may

include things like personality, attitude, and emotions, among others. These are personal

factors, and they play a big role in the way people behave or in the decisions they make.

1. Personality: Personality can be defined as the permanent and typical ways of
perceiving, thinking, feeling, and behaving. It determines the way a person sees and
behaves in his environment.

2. Attitudes: Attitudes are expectations of how one will behave positively or
negatively towards an object, person or event. They comprise three components:
the cognitive (perception and attitudes), affective (emotions and sentiments), and

the conative (inclination to respond).

14



3.

Emotions: Moods are temporary states of mind that are characterised by feelings
and are usually focused on an object or event. They can influence an individual’s
actions and choices in a very profound way. For example, if an employee feels that
they are valued in the organisation, the worker is going to be more productive.

External Factors

External factors are factors that originate from outside the individual and can affect

behaviour in many ways. These are the social environment, organisational culture, and

situational factors.

1.

Social Environment: The social environment includes all the social interactions
one has in the workplace with other people, such as co-workers, supervisors, and
clients. Culture and social norms may also influence behaviour through factors like
pressure from peers, family and friends.

Organisational Culture: Organisational culture is a system of values, beliefs and
attitudes held by employees of an organisation. A positive organisational culture can
encourage employees to work harder, be innovative and feel like they are part of
the team. On the other hand, a contaminated culture is associated with high levels
of stress, competition and lack of trust among employees, which is negative for the
well-being and productivity of employees.

Situational Variables: Situational variables are the conditions or context in which
people work or function. These may involve the physical environment, the

organisational culture, the job characteristics, and available resources.

Interaction between Internal and External Factors

Internal and external factors are interdependent and change each other it isn't easy to

draw a clear line between them. This interaction can have extreme effects on the

behaviour of a person and the results of an organisation.

1.

Person-Environment Fit: Person-environment fit means that the individual
characteristics must be matched with the organisational environment. A good match
is when an employee possesses the right personality, the right values, and the right
skills that are required for the organisation and the environment in which it operates.
Role of Leadership: Leadership needs to support the positive interaction of internal
and external factors. Managers who know their subordinates are in a better position
to design the right environment to improve motivation.

Feedback and Reinforcement: The way feedback and support are provided in an

organisation can influence the interaction between internal and external factors.

15



Positive reinforcement, such as praise and rewards, can boost self-value and
motivation, while constructive feedback can help employees improve their
performance.

Stress and Coping Mechanisms: The interaction between internal factors, such as
an individual's strength and survival strategies, and external stressors, such as work

pressure and deadlines, can determine how well an employee handles stress.

Knowledge Check 2
State True or False.
1. Observational learning is a key principle of the social learning approach. (True)
2. Freud's theory of personality development includes stages such as oral, anal,
and genital. (True)
The Big Five personality traits do not include extraversion. (Free)
4. Organisational culture has little to no impact on individual behaviour in the

workplace. (False)

Outcome-Based Activity 2
Identify and list three key factors that influence your behaviour at work,

categorising them into internal and external factors.

1.6 Summary

Organisational Behaviour (O.B.) studies the impact of individuals, groups, and
structures on behaviour within organisations, aiming to improve human,
organisational, and social objectives.

Key concepts include motivation, leadership, communication, and organisational
culture, which help predict, explain, and manage workplace dynamics.
Organisational Systems (O.S.) define how roles, power, and responsibilities are
assigned, controlled, and coordinated within an organisation, impacting decision-
making and efficiency.

Various approaches to O.B., including behaviourist, cognitive, humanistic, social
learning, systems, and contingency theories, offer different perspectives on
understanding and improving workplace behaviour.

The Behaviourist Framework focuses on observable behaviours shaped through
reinforcement, while the Social Learning Framework emphasizes learning through

observation and modelling.
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Personality, attitudes, and emotions of an individual affect their behaviour and
performance within an organisation.

Social environment, organisational culture, and situational variables combine with
the internal factors to influence behaviour, and this underlines the need for a

favourable and structured environment at the workplace.

1.7 Keywords

Organisational Behaviour (O. B. ): An academic discipline that seeks to explain
and control employee and work team actions in organisations to enhance
productivity and satisfaction.

Organisational Systems (O. S.): The arrangement and activities by which an
organisation functions, the organisational chart, the lines of authority and
communication, as well as the flow of work and decision-making.

Behaviourist Framework: A perspective within O. B. that posits that behaviour
can be modified through conditioning from environmental stimuli and rewards.
Personality: The unique and stable patterns of thoughts, feelings, and behaviours
that differentiate individuals, influenced by both genetic and environmental factors

and shaped through various developmental stages.

1.8 Self-Assessment Questions

1.

2
3.
4

What is Organisational Behaviour (O.B.), and why is it important to study?
Describe the key components of Organisational Systems (O.S.).

How do different organisational structures impact employee behaviour?

Explain the principles of the Behaviourist Framework and its application in
organisational settings.

What are the main theories of personality development in O.B.?
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Unit 2: Perception and Learning in Organisations

Learning Outcomes:

e Students will be able to explain the nature and importance of perception in
organisational settings.

e Students will be able to describe the mechanisms of perception, including the stages
and influencing factors.

e Students will be able to analyze the relationship between learning and perception
using relevant theories.

e Students will be able to evaluate the impact of perception on individual and
organisational behaviour.

e Students will be able to identify common perception errors and biases and propose

strategies to mitigate them.

Structure:
2.1 Introduction to Perception and Learning in Organisations
2.2 Nature and Importance of Perception
2.3 Meaning and Mechanisms of Perception
2.3.1 Learning and Perception
e Knowledge Check 1
e Outcome-Based Activity 1
2.4 Impact of Perception on Behaviour

2.5 Perception Errors and Biases
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e Knowledge Check 2

e QOutcome-Based Activity 2
2.6 Summary
2.7 Keywords
2.8 Self-Assessment Questions

2.9 References / Reference Reading

2.1 Introduction to Perception and Learning in Organisations

The study of perception and learning is essential for the analysis of human behaviour
within organisations. In the context of organisational behaviour, perception and
learning determine how employees see their positions, engage with others, and perform
their duties. We will briefly describe these two basic concepts.

e Overview of Perception

Perception is the way by which people understand and categorise stimuli from the
environment to make sense of them. In an organisational context, perception determines
how an employee identifies their roles and responsibilities, how they view others and
how they respond to various events.

Perception can be defined as the process of selecting, organising, and interpreting
stimuli from the environment through the senses. For instance, let us assume their
superior has given an employee some feedback. This is how the employee perceives
this and the words used. When the manager uses positive words and encourages the
employee, even if they have to correct them, the feedback will be positive. On the other
hand, if the tone of the feedback is unfriendly or unappreciative, the input may be
perceived negatively, even if the message is positive.

Perception is one of the most important factors that determine the decision-making
processes in organisations. The way employees approach their assignments, their
position in the company, and their coworkers can greatly affect their attitude,
satisfaction, and productivity.

e Overview of Learning

Organisational learning can be described as the act of acquiring, modifying, and
creating knowledge, capabilities, and practices in an organisation. In the same way, it

is helpful to have this process ongoing for the individual and the organisation.
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Education is not only limited to such sessions or seminars but is also a process that
occurs in the working environment. Another type of learning is the informal one, which
can involve a discussion with a colleague on how to address a certain issue or seeking
advice from a manager. For example, an employee can learn about a new software
application more easily by being taken through by another employee than by going
through a training tutorial.

In the current business environment that is characterised by increasing dynamism and
increasing competition, learning has emerged as one of the important features that
impact the employee as well as the organisation. In organisations, learning cultures can

be encouraged through the creation of curiosity, professional practice, and innovation.

2.2 Nature and Importance of Perception

Perception is one of the most crucial psychological processes that play a central role in

how individuals make sense of the world and others. In the case of organisations,

awareness of perception helps in managing and improving aspects of the work culture
and behaviour of employees.

e Perception and Its Meaning

Perception may also be described as the way in which people organize and make

meaning out of the stimuli they receive. It implies the selection, organisation, and

interpretation of information from the external environment. This process is relative in
the sense that people may have their way of perceiving a given event in a certain manner
due to their previous experiences, beliefs and attitudes.

For instance, when two employees receive the same performance report, one will see it

as coaching and a chance to better themselves, while the other will see it as being

punished. This difference in perception is anchored on aspects like past experiences,
culture and expectations.

The perception process is made up of three stages as follows:

1. Selection: It is the process of filtering, which includes the choice of numerous
pieces of information that are available in the environment. People focus on some
aspects while at the same time ignoring others. Such selective attention is relative
to factors such as the needs, interests and expectations of the person in question.

2. Organisation: In this stage, the selected information is organised into a format that
will be easy to follow. This involves placing objects in sets and joining the dots on

the paper to make the best picture.
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3.

Interpretation: The last process is the process of assigning meaning to the
information that has been structurally arranged. This is true according to experience,

education and cultural beliefs.

The Role of Perception in Organisations

Organisational perception is important in influencing how employees perceive and

interact with their workplace. It influences communication, decisions, and interactions

within organisations.

(@]

Communication: Perception is a crucial factor in the communication process in
any organisation. Perceptual differences lead to misunderstandings and conflicts.
Decision-Making: Perception plays a role in decision-making. Both managers and
employees use their perceptions of situations and information that is available to
make decisions.

Interpersonal Relationships: Perception influences employee relations in the
workplace. Positive perceptions can adopt trust and cooperation, while negative
perceptions can cause conflicts and limited cooperation.

Performance Appraisal: Another area in which perception plays an important role
is performance appraisals. It signifies that how managers perceive the performance

of their employees can affect their decisions to reward or punish the employees.

Stages of Perception

The first level of perception is the selection level, where the brain selects certain stimuli

from the environment to process. Due to the large amount of stimuli in the environment,

people cannot focus on everything that goes on in their environment

o

Organisation: Once specific stimuli are chosen, the brain then forms the
information into a meaningful pattern. This includes the classification of like items
and the creation of linkages between them. The organisation stage aids the
understanding of the environment by providing structure to the information that
people receive.

Interpretation: Interpretation is the last step of perception, in which people try to
give meaning to the organised data. The process of interpretation is subjective, and

it depends on factors such as prior experiences, culture, and values. This stage is
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very subjective, as the same signals may be perceived in different manners by

different people.

e Factors Influencing Perception

Perception refers to the manner in which an individual receives, organizes, and

interprets information in his environment. By understanding these factors, organisations

can better address and improve the situation with the perceptions of their employees.

1. External Factors:

©)

Context: The nature of the information received can also play a role in how the
information is perceived.

Culture: Culture plays a role in the way people think and process information.
Environment: Lighting, noise levels, and the arrangement of the workplace are
examples of physical factors that may influence perception. A comfortable and
ergonomic work environment may be more likely to be perceived positively,
while an uncomfortable and noisy environment may lead to negative

perceptions and low productivity.

2. Internal Factors:

o

Attitudes and Beliefs: Personal attitudes and belief systems influence the
perception of the environment.

Past Experiences: It is also important to note that perception involves past
experiences.

Personality: Perception is also affected by personality characteristics like
openness, conscientiousness, and emotional stability.

Motivation: An individual's motivation and current goals can also influence

perception.

2.3 Meaning and Mechanisms of Perception

According to the APA Dictionary of Psychology, perception is the process or result of

becoming aware of objects, relationships, and events by means of the senses, which

includes such activities as recognising, observing, and discriminating. These activities

enable organisms to organize and interpret the stimuli received into meaningful

knowledge and to act in a coordinated manner. (https://dictionary.apa.org/)

2.3.1 Learning and Perception

22



It is important to understand how learning and perception work hand in hand when it
comes to employee training in organisations. These two processes are closely linked
and have a highly cooperative relationship.

¢ Relationship Between Learning and Perception

Learning and perception are two interrelated mental functions. Perception means
making sense of what is received through the senses, while learning is the act of gaining
new knowledge or changing knowledge, skills, behaviour or attitude. Perception plays
a role in learning because it dictates how people process new information.

Theories of Learning

Several theories try to explain how people acquire knowledge and how this knowledge
influences their behaviour. There are three important theories: classical conditioning,
operant conditioning, and social learning.

1. Classical Conditioning:

Classical conditioning is a type of learning where two stimuli are linked together. This
theory was first discovered by Ivan Pavlov, a Russian physiologist, while conducting
experiments on dogs. Pavlov showed that dogs could be trained to respond to a bell
(which is an example of a conditioned stimulus) with salivation, which was an example
of a conditioned response to food which was a conditioned stimulus.

2. Operant Conditioning:

Operant conditioning, as described by B. F. Skinner, is learning through the use of
consequences of behaviour. This theory holds that behaviours that are followed by
strengthening are likely to be repeated, while behaviours that are followed by
punishments are less likely to be repeated.

3. Social Learning:

Albert Bandura’s social learning theory is based on observing and modelling the
behaviour of others. It posits that people learn through observing the behaviours of
other people and the outcomes of the behaviours. Social learning involves four key

processes: attention, retention, reproduction and motivation.

e Knowledge Check 1

Fill in the Blanks.

1. The process of perception begins with . (sensory input)

2. Stereotyping involves making generalisations based on . (group
membership)
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3. The final stage of perception, where meaning is assigned to organised
information, is called . (interpretation)
4. Perception is influenced by both and factors.

(external, internal)

e QOutcome-Based Activity 1
In a small group, discuss how different individual experiences might affect the
perception of a common workplace scenario, such as receiving feedback from a

manager.

2.4 Impact of Perception on Behaviour

Perception is a central factor that determines behaviour in organisations. It determines
how an employee thinks, behaves, and responds to the physical environment and other
people in the workplace. Knowledge of how perception affects behaviour can assist
managers and employees in enhancing the quality of the working environment and
organisational climate.

e Perception and Decision Making

Decision-making is one of the critical components in organisational behaviour, and
perception plays a crucial role in this process. This means that the choice depends on
how people perceive the situation, the information, or the result. Perception affects
decision-making in several ways:

1. Problem Identification: The awareness of a problem and the definition of a
problem depend on how the employees perceive it.

2. Information Gathering: Perception determines what information is considered
relevant and how that information is processed. Employees also select
information that they think is relevant to them, and this often results in selective
attention and confirmation bias.

3. Evaluation of Alternatives: When comparing different options, perception
determines how people consider the advantages and disadvantages. Such factors
as experience, belief, and attitude inform this evaluation process.

4. Outcome Expectation: Perception influences the expectations of the likely
consequences of decisions. If the employees feel that the chances of success are
high, then they are likely to undertake riskier actions.

e Perception and Interpersonal Relationships

24



Perception has a strong bearing on interpersonal communication in organisations. The
attitudes that employees have towards their peers, supervisors, and subordinates
determine their relationships, productivity, and organisational culture.

1. Trust and Cooperation: Perception plays a significant role in the development
of trust, which is a key component of teamwork. Perception of co-workers’
competence is an important factor that determines trust and cooperation
between employees.

2. Conflict Resolution: Conflict perception is significant in determining how
conflicts are viewed and managed. Perceptions can be said to be a cause of
conflict, while misperceptions can be said to be a cause of conflict escalation.

3. Communication: Communication can be defined by how messages are
received and understood. Preconceptions can cause misconceptions and a lack
of effective communication.

4. Workplace Culture: Organisational culture, on the other hand, is the
perception that the employees of an organisation have towards it. A positive
culture is when the workers understand that they are expected to respect and
support each other.

e Perception and Organisational Behaviour
Perception plays a critical role in motivation, job satisfaction, performance, and
organisational effectiveness.

1. Motivation: Perception influences how employees see their jobs, duties, and
the incentives tied to their work. When employees view their roles and
responsibilities as important and relevant to their individual objectives, they will
be more productive and committed.

2. Job Satisfaction: Employee job satisfaction is associated with employees’
perception of their workplace, management, and advancement. This is because
the employees who are satisfied with their jobs will not quit and will even
perform better.

3. Performance: Performance depends on the employee’s perception of their
capability, the amount of support from the organisation and the targets given.
Positive perceptions can enhance performance in the sense that they will create
morale to do better and be proactive.

4. Organisational Commitment: Organisation commitment is also influenced by
the level of organisational justice leadership and the perception that employees

have on career advancement.

25



5. Change Management: Perception is one of the most critical variables that
influence the response of employees to change in organisations. This means that
only the employees who perceive the changes positively and positively execute

the change will be in a position to support the changes.

2.5 Perception Errors and Biases
Perception is an information processing mechanism that can be altered by several
factors that cause errors or bias in perceiving information. These distortions and
prejudices can affect the organisations' decisions, interactions and dynamics in a way.
It is useful to be conscious of these errors and biases in order to enhance the degree of
perception and establish a work environment free from prejudice.
e Common Perceptual Errors
The following are some of the common perceptual distortions that affect the manner in
which information is perceived in organisations. These are stereotyping, the halo effect
and projection.
1. Stereotyping:
Stereotyping refers to the act of gathering people and then passing judgment on
them based on the group they belong to. This is an illusion where one is seen and
judged in terms of the group or category that they belong to and not in their capacity.
2. Halo Effect:
Halo effect is a type of cognitive bias whereby the initial impression one has about
a person influences the impression that one has about the particular trait of the same
person. This transforms to if an individual has a positive attitude towards another
person at the workplace, they may not be able to notice the negative attributes of
the latter or even overemphasize the positive. On the other hand, when a negative
overall impression is created about a person, the latter’s strengths may not be
considered.
3. Projection:
Projection is when one communicates one's feelings, thoughts, and motives to
another person. This process involves the inability to recognize people and their
events and give them a wrong meaning.
e Biases in Perception
Perceptual biases are regular errors in norms or rationality in perceiving the world. The

two major perceptual biases are the confirmation bias and the self-serving bias.
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1. Confirmation Bias:
Confirmation bias is a way of selecting, interpreting, and recalling data in a manner
that is consistent with the belief while ignoring the data that goes against it. This
bias affects the methods that individuals use to look for and evaluate information
and have prejudiced perceptions and judgments.
2. Self-Serving Bias:
Another cognitive error is the self-serving bias, which is the tendency of people to
attribute success to personal efforts and failure to external causes. This bias is useful
in maintaining self-esteem, but it is a dangerous bias because it distorts the
perception of responsibility.
e Consequences of Perceptual Errors and Biases
Perceptual errors and biases are significant as they influence the organisational
processes such as decision-making, performance appraisal, interpersonal relations and
organisational climate.
1. 1. Impact on Decision-Making:
Due to perception mistakes and prejudice, the decision-making may be ineffective. If
managers and employees make decisions with the wrong perception, then the results
cannot be good. For example, stereotyping results in discrimination in the selection of
employees, while confirmation bias makes organisations bureaucratic.
1. Effects on Performance Evaluations:
It is a noble practice for people to undertake appraisals for the growth of individuals
and organisations. However, the halo effect and other biases, such as the self-serving
bias, can misrepresent the assessment. This can create situations where some employees
are given bonuses, promotions or reprimanded undeservingly, which could affect their
morale and efficiency.
2. Influence on Interpersonal Relationships:
Perceptual mistakes and prejudice can also lead to conflict and strain in the
interpersonal relations in an organisation. Stereotyping and projection lead to
misinterpretation and conflict, and they lower the level of trust in the workplace.
3. Impact on Organisational Culture:
Perceptual errors or biases, when they occur in large numbers, can affect the overall
organisational climate. The culture that permits such biases or even promotes them can

become less diverse, creative and elastic.

e Strategies to Improve Perception in Organisations
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It is important to enhance perception in organisations as it affects communication,
decision making and the flow of work. Perception also plays an important role in
creating a positive and diverse organisational culture where the employees are
appreciated. We will look at some of the measures that organisations can take to
minimise perceptual errors, improve the training and development processes, and
promote communication and feedback.

e Techniques to Reduce Perceptual Errors

Perceptual errors could result in misunderstanding and prejudice in the workplace.

Measures should be taken to control these errors as they can affect organisational

behaviour and employee satisfaction to a great extent if certain techniques are practised.

1. Increasing Awareness: The first way of managing perceptual errors is to make
people more aware of the possible biases and mistakes that they might commit.
Managers can organise training sessions to enhance employees' awareness of
perceptual errors such as stereotyping, halo effect, and projection. It assists people
to realize that they have prejudices and how they can reduce their impact.

2. Standardising Evaluation Processes: One way of managing perceptual biases is
through the use of standardised procedures and criteria in the performance of tasks
like performance appraisals. The assessments are based on the use of objective
measures and specific performance criteria, hence eliminating bias.

3. Promoting Diversity and Inclusion: A way of minimising biases and stereotypes is
to open up the teams and make them more inclusive. New ideas can also be
generated from a diverse team, and there will never be a high propensity for the
group to make a decision based on the common norm.

4. Implementing Blind Recruitment: There are ways through which employers can
reduce biases in the course of recruitment; for instance, the use of blind recruitment
where the candidates’ names, gender, and age are not shown on the CVs. This assists
in reducing situations where other factors apart from qualifications and experience
are used to shortlist the candidates.

5. Encouraging Reflective Practices: There are ways to guide the employees to reflect,
which will help in rectifying the perceptual bias. Reflecting is a process through
which the individual can evaluate the thoughts, actions, and decisions to improve
the perception.

e Training and Development Programs

Perception and bias management need to be trained and developed in the workplace.

Such programs allow the workers to discover perceptual biases and offer techniques
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through which they can be eradicated, which makes workplaces more fair and equal for

everyone.

1.

Diversity and Inclusion Training: Organisations can also offer training to
employees, in which they are taught about diversity and the impact of prejudice.
This means that such programs may include actions and discussions that are
targeted at eliminating prejudices and developing tolerance.

Unconscious Bias Training: The objective of unconscious bias training is to make
the employees aware that they have biases and how they affect their thought
processes. This is the only way that employees can be in a position to avoid the
biases affecting the decision-making process.

Communication Skills Training: That is why perception can be changed by
communication. Training programs that include components like listening,
understanding other people’s points of view, and information integration can help
employees interpret information better.

Cultural Competency Training: The training brings a change in the employee’s
perception of culture and how they should or can relate with other people of other
cultures. This training can include being taught about different cultures and how
people from those cultures may act or what they may believe.

Encouraging Open Communication and Feedback

Perception needs to be enhanced, and promoting active communication and feedback

is key to creating a positive work climate. It is also important to facilitate the exchange

of ideas and opinions because perceptions may differ and can lead to conflicts.

1.

Creating Safe Spaces for Dialogue: Managers should foster open and free
communication that allows employees to speak their minds without any form of
repercussions. This can be done through daily meetings, general assembly, and even
suggestion boxes.

Implementing 360-Degree Feedback: The second type of feedback is called 360-
degree feedback because feedback is received from peers, subordinates, and
supervisors. This approach is more holistic, gives a broader perspective of an
employee’s performance, and reduces the perceptual set.

Encouraging Constructive Feedback: Another way to improve perception and
relationship is to provide training to employees on how to give and receive
constructive feedback. Constructive criticism involves the identification of specific

behaviours and results, with little to no criticism of the individual.
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4. Promoting Active Listening: This involves paying complete attention and

understanding what the other party is trying to convey. Perceptual errors can be
minimised, and communication can be enhanced by practising active listening.

Regular Check-Ins: It is recommended that managers and employees hold
meetings regularly to discuss any issues related to the perceptual gap and offer
constant support. These check-ins can be used to discuss progress, provide feedback

and address any concerns.

Knowledge Check 2
State True or False.
1. Classical conditioning involves learning through the consequences of behaviour.
(False)
2. Confirmation bias is the tendency to seek information that supports preexisting

beliefs. (True)

3. The halo effect can lead to biased evaluations by allowing one positive trait to

influence overall judgment. (True)

4. Perceptual errors have no significant impact on decision-making processes

within organisations. (False)

Outcome-Based Activity 2
Reflect individually on a recent decision you made at work and identify any

perceptual biases that might have influenced that decision.

2.6 Summary

Perception and learning can be described as two processes that influence how
employees perceive their roles and interactions at the workplace. These are
important for the comprehension of these ideas to control organisational behaviour.
Perception is the organisation of stimuli received through the senses, while learning
is the acquisition of knowledge. These two processes define how the employees
perceive and even respond to the physical surroundings in the workplace.

Perception is the mental processing of information from the environment, and the
manner in which it is interpreted affects people’s behaviour and actions at the

workplace.
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Perception is crucial in the organisation’s communication processes, decision
making and the formation of trust within the teams, improving the organisation’s
performance.

According to psychological theories such as classical conditioning theory, operant
conditioning theory, and social learning theory, perception can be understood in
terms of how new knowledge and behaviours are acquired.

Knowledge can change perception by altering attitudes, enhancing skills, and
offering new approaches to ways of thinking that may be beneficial in decision-
making and in dealing with other people.

Three common perceptual biases are stereotyping, the halo effect and projection,
which leads to prejudice and bias in organisational decisions.

Perception is affected by hypo-analytical biases such as confirmation bias and self-

serving bias, hence impacting performance appraisal and organisational culture.

2.7 Keywords

1.

Perception: Perception is a process by which people make meaning out of the
stimuli that are present in their environment. It affects how employees approach
their jobs, perceive performance appraisals, and engage with others in the
workplace.

Learning: It is the process of acquiring new knowledge, skills, and behaviours in
the workplace or an organisational setting. It includes theories like classical
conditioning, operant conditioning, and social learning that assist in understanding
how employees learn and develop in their respective positions.

Stereotyping: Stereotyping is a perceptual distortion that involves perceiving other
people based on the characteristics of the group they belong to and, hence, judging
them unfairly.

Halo Effect: The halo effect is a perceptual bias where the general impression that
one forms about a person colours the perception of that person’s attributes. This can

result in generally positive or negative assessments based on one aspect.

2.8 Self-Assessment Questions

1.
2.
3.

What is perception, and why is it important in organisational settings?
How do individual differences affect perception in the workplace?

Describe the three stages of the perception process.
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How do classical conditioning, operant conditioning, and social learning theory
explain learning in organisations?
What is the impact of perception on decision-making and interpersonal

relationships in organisations?

2.9 References / Reference Reading
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Unit 3: Attitudes and Job Satisfaction

Learning Outcomes:

Students will be able to define the key components and types of attitudes.

Students will be able to explain the concepts and theories of job satisfaction.
Students will be able to identify and describe the sources of job satisfaction.
Students will be able to analyze the consequences of job satisfaction on employee
performance and organisational outcomes.

Students will be able to apply various methods to measure job satisfaction

effectively.

Structure:
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3.1 Introduction
3.2 Nature and Dimensions of Attitudes
3.3 Meaning of Job Satisfaction
e Knowledge Check 1
e Outcome-Based Activity 1
3.4 Sources of Job Satisfaction
3.5 Consequences of Job Satisfaction
3.6 Measuring Job Satisfaction
3.7 Case Studies and Real-World Examples
o Knowledge Check 2
e Outcome-Based Activity 2
3.8 Summary
3.9 Keywords
3.10 Self-Assessment Questions

3.11 References / Reference Reading

3.1 Introduction
Attitudes include the emotional and cognitive inclinations held by individuals or
collectives. Emotions and beliefs are directed towards people, groups, or thoughts. We
will study the fundamental principles of attitudes and job satisfaction in the field of
Organisational Behaviour. These are important concepts that help to explain the
behaviour of the employee in the organisation and are directly related to productivity
and job satisfaction.
Overview of Attitudes and Job Satisfaction
Opinions are rooted in attitudes, which define how employees view themselves and
their work environment. These are described as a fixed mode of recognising or
responding to something, and they are usually expressed in a person’s actions. They
include three components:

e Cognitive component: This is the mental process that involves thinking and

perceiving the subject attitude

33



e Affective component: The affective component is the emotional response
towards the subject attitude
e Behavioural component: The Behavioural component is the effect of the attitude
on the behaviour of the individual.
Importance in Organisational Behaviour
Job satisfaction is related to attitude and refers to the level of satisfaction that one has
towards their job. This satisfaction is not limited to monetary rewards or positions — it
also includes the actual tasks, colleagues, and organisational climate.
Job Satisfaction
Since the work culture in India is quite diverse and differs from region to region and
industry to industry, it becomes important to understand the concept of job
satisfaction—for example, in the IT industry, which is indicated by long working hours

and stressful conditions.

3.2 Nature and Dimensions of Attitudes

Understanding the nature and dimension of attitudes is important in the study of
Organisational Behaviour as it establishes how employees relate to their jobs, other
employees and the organisation. Perceptions are also an important factor in the business
environment. They are crucial to the management’s understanding of how to adopt a
positive organisational climate.

Definition of Attitudes

Attitudes are the psychological states that involve having a favourable or unfavourable
feeling about an object or person. They originate from a person’s past and present

actions and are very active in determining Behaviour.

Components of Attitudes: Cognitive, Affective, and Behavioural

The complexity of attitudes is divided into three components: These include, cognitive,

affective and Behavioural. All of these play a significant role in describing how

attitudes influence a person’s Behaviour and reaction in an organisational context.

1. Cognitive Component: This component comprises the attitude which is the
evaluation, emotion and traits that an individual has towards an object.

2. Affective Component: The affective component includes the sentiment that a
person has towards an object. These may be positive effects like happiness, anger,

or satisfaction concerning several aspects of the job.
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Behavioural Component: The operationalisation of an attitude is the way attitudes
influence the behaviour of a person or his/her plan of action. It is the action that a
person is likely to take due to the stance that he or she has taken concerning an

object or event.

Types of Attitudes: Positive, Negative, and Neutral

Positive Attitudes: These are attitudes where people have positive perceptions
towards their work and the company. Organisational commitment is an abstract
concept that refers to employees’ satisfaction with their assigned roles, their attitude
towards the organisational goals, and their perception of the organisational
environment.

Negative Attitudes: Negative attitudes are such that the employees have negative
perceptions about their job or the organisation. This may be due to dissatisfaction
with the management, lack of promotion, perceived unfair treatment, or poor
working hours.

Neutral Attitudes: Neutral attitudes are those in which the employees are not
highly positive or negative towards their job or workplace. Those with a neutral
perception may perform their duties adequately but would not be committed to the

job or get involved in the organisation’s affairs.

Factors Influencing Attitudes

Several factors determine the formation and the course of attitudes in the work setting.

Knowledge of these factors can enable managers and organisations to develop ways of

promoting positive attitudes since these are key determinants of a high level of

engagement and organisational performance.

1.

Individual Factors: It is important to understand that personal experiences, values
and personality traits are crucial in the formation of attitudes.

Organisational Factors: Factors like the organisational culture, and managerial,
political and working conditions are central to the formation of attitudes.

Social Factors: There is a possibility that the employee’s attitudes may be shaped
by his or her interactions with colleagues and supervisors. Receiving support and
recognition from peers and leaders helps to boost job satisfaction and promote
positive attitudes at the workplace. C

Work Role Factors: The nature of the job, the task content and difficulty, the

degree of role clarity, the freedom of decision making and the congruency of the
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demands of the job with the abilities of the employee play a major role in

establishing the attitudes of the employees.

3.3 Meaning of Job Satisfaction
Job satisfaction is an important element of organisational Behaviour, which measures
the level of satisfaction with the job. It goes beyond the simple experience of job
satisfaction where employees have positive or negative attitudes toward their
workplace. Let us define job satisfaction, discuss its historical background, and
examine the main theories that have been advanced to explain this phenomenon.
Definition and Concept of Job Satisfaction
Job satisfaction may be described as the extent to which individuals have a positive
(satisfaction) or negative (dissatisfaction) attitude towards their work. This definition
summarizes the type of work being done, the setting in which work is done, the rewards
that the work provides and how well these aspects address the expectations and needs
of the worker. It is a very unspecific idea as it is the result of various factors present in
an employee and the organisation they work for which define their attitude towards the
job.

Theories of Job Satisfaction

Several theories have been proposed to explain the processes of job satisfaction, and

each of them offers a different perspective on the factors that underlie this aspect of

working life.

1. Maslow's Hierarchy of Needs: According to this theory, people have five
categories of needs, which include basic needs, such as physiological, safety, love,
esteem, and self-actualisation needs.

2. Herzberg's Two-Factor Theory: This theory was developed by Frederick
Herzberg in the 1950s and it differentiates between hygiene factors and motivation
factors.

3. Vroom's Expectancy Theory: This theory suggests that job satisfaction depends
on the expectations of the employee in terms of his/her capability to perform tasks
and the incentive that he/she expects to receive for the performance of the tasks.

4. Job Characteristics Model: This model was developed by Hackman and Oldham
and it suggests that there are five key job dimensions which influence job

satisfaction: skill variety, task identity, task significance, autonomy, and feedback.

e Knowledge Check 1
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Fill in the Blanks.

1. An attitude comprises three components: cognitive, , and
Behaviour al. (affective)

2. According to Maslow's theory, the highest level of human needs is
(self-actualisation)

3. Job satisfaction is defined as the extent to which people feel about
their jobs. (satisfied)

4. Herzberg's Two-Factor Theory identifies motivators and as the two

elements influencing job satisfaction. (hygiene factors)

¢ Outcome-Based Activity 1
Reflect on a past job experience and write a brief paragraph describing how your

attitude towards your job affected your job satisfaction and performance.

3.4 Sources of Job Satisfaction
Job satisfaction arises from a variety of sources that can broadly be categorised into
intrinsic, extrinsic, social and organisational factors. These factors collectively
influence how an employee feels about their job and ultimately determine their level of
engagement and productivity at work. Understanding these sources is essential for
organisations aiming to enhance employee satisfaction and foster a positive work
environment.

e Intrinsic Factors: Job Role, Responsibilities, and Achievement

Intrinsic factors relate to the aspects of a job that inherently motivate individuals. This

includes the nature of the job description, the tasks that are assigned and the satisfaction

that is derived from performing these tasks.

1. Job Role: Job design plays a crucial role in determining an employee's level of
satisfaction. It is also important to note that the roles that are similar to the skills,
interests and career aspirations of the individuals will enhance job satisfaction.

2. Responsibilities: Another factor that has an impact on satisfaction levels is the level
of responsibilities. Workers are usually more content when they consider their tasks
to be significant and valuable to their workplace.

3. Achievement: The chance to succeed and be rewarded for success is one of the

strongest driving forces within a person. Appreciation for a job done also serves as
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an encouragement to the employee and also helps to remind the employee of his

duties.

Extrinsic Factors: Salary, Work Conditions, and Company Policies

Intrinsic factors are those factors that are not part of the job, yet they have a great impact

on job satisfaction. These are among others, remuneration, working environment, and

company procedures.

1.

Salary: Reimbursement is perhaps the most easily measurable and tangible symbol
of worth and appreciation in the workplace. Adequate remunerations based on the
challenging nature of the positions, the abilities of the employee, and the cost of
living in the region are crucial for satisfaction.

Work Conditions: The environment in which people work physically and
psychologically can go a long way in influencing their level of satisfaction at the
workplace. This includes the safety of the workplace, the instruments and other
facilities made available for the workers to execute their duties effectively, and the
general working environment.

Company Policies: Remuneration and other employment policies, including hours
of work, leave provisions, and promotion opportunities, affect job satisfaction. The
practice of policies that are considered fair and policies that foster personal and
professional development can significantly improve the employee’s satisfaction

with the employer.

Social Factors: Relationships with Colleagues and Supervisors

Social factors are another important source of job satisfaction and are made up of the

interaction between the employees and other people in the workplace. These

interpersonal relationships can greatly affect how employees perceive their workplace

and the overall level of satisfaction that they have with their jobs.

1.

Relationships with Colleagues: How employees interact with each other is also
important in determining the overall climate of the workplace. The author also
stresses that having a good team means that the working environment is less
stressful.

Relationships with Supervisors: The quality of the relationship between the
employees and their supervisors is another factor that defines job satisfaction.

Managers who offer concise information, positive feedback, and interest in their
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subordinates’ professional development and personal lives can develop good
relationships with their subordinates.

¢ Organisational Factors: Company Culture and Job Security

The other determining factor that affects job satisfaction is organisational factors. These

are the organisational culture of the company and the perceived employment security

within the company.

1. Company Culture: Organisational culture refers to the climate that people face
while at work, and it is determined by the values, visions, standards, language,
structures, and practices of the firm.

2. Job Security: Employment security is an important determinant that influences job
satisfaction. During economic instability or when certain industries are

experiencing a decline, job security is even more valuable.

3.5 Consequences of Job Satisfaction

The level of job satisfaction influences several important results in organisations,
ranging from basic work output to strategic human capital management. By being aware
of the effects of job satisfaction, organisations can improve not only the workplace but
also the organisational efficiency and viability.

e Impact on Employee Performance

Job satisfaction and employee performance correlate in most organisations. When
employees are satisfied, they are more motivated, enthusiastic and committed towards
their assigned responsibilities.

o Effects on Employee Retention and Turnover

Another area of life that is greatly influenced by job satisfaction is the rate of employee
turnover and retention, which is an important problem in any company. Employees who
are satisfied with their jobs have a better chance of staying with the company. Job
satisfaction is a factor that can help prevent voluntary turnover among employees.
Organisations need to retain skilled and experienced employees because this means that
the costs of recruitment, selection, and training will not be incurred again.

¢ Influence on Organisational Citizenship Behaviour (OCB)

OCB is defined as those behaviours that are not formally prescribed in an employee’s
job description but are instrumental in enhancing organisational performance. Another
important determinant of OCB is job satisfaction, which determines how eager
employees are to perform tasks beyond their call of duty.

e Relationship with Employee Well-being and Mental Health
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Another area that is greatly affected by job satisfaction is the employee’s overall health
and welfare, including mental health. Organisational satisfaction of employees with
their job roles, work conditions, and the level of recognition they get will help in
reducing stress, burnout, and anxiety in their work. Higher levels of job satisfaction
lead to enhanced positive mood, reduced work-related stress, and enhanced subjective

well-being.

3.6 Measuring Job Satisfaction

Organisations need to assess job satisfaction to evaluate how their policies and practices

are performing and where changes are required. Several approaches and instruments

have been used in measuring job satisfaction, all of which offer important information
that can be used to improve the quality of life of employees and the performance of
organisations.

e Methods and Tools for Assessing Job Pressure

To assess job satisfaction properly, organisations employ numerous techniques and

instruments that can reflect the complexity of perceptions of workers. Such techniques

include questionnaires/surveys, interviews, focus groups, and observation.

1. Surveys and Questionnaires: These are the most popular instruments for assessing
job satisfaction because they are easy to apply and allow for the gathering of a great
deal of information. The surveys usually consist of a set of questions related to
different spheres of job satisfaction, including job content, organisational climate,
interpersonal relationships, and health.

2. Interviews: It is also important to conduct personal interviews with the employees
in order to get more information about the causes of job satisfaction or job
dissatisfaction. Interviews enable a more elaborate discussion and can reveal subtle
problems that the survey may not well capture.

3. Focus Groups: Like interviews, focus groups involve assembling a small number
of employees to share their perceptions about job satisfaction. This method can
create much discussion and may give different points of view, which can be useful
for understanding other factors that affect job satisfaction in organisations.

4. Direct Observations: Another way of gathering information about job satisfaction
is by looking at how the employees behave in their workplace. Some of the
Behavioural signs that can be observed include body language, interaction with co-

workers, and overall conduct during the course of work assignments.

e Surveys and Questionnaires

40



Surveys and questionnaires are also very useful as these can be made to be very
standardised so as to get consistent results that can be compared from time to time or
between departments or branches.
Effective job satisfaction surveys typically cover a broad range of topics, including
Effective job satisfaction surveys usually cover a broad range of issues, including:
o Job role satisfaction: Inquiries as to whether the employee has any concerns or
complaints with regard to the tasks assigned to them.
o Management and leadership: Questions regarding efficiency of management
and kindness of supervisors.
o Peer relationships: Evaluation of the interactions with other employees.
o Work environment: Assessment of the physical and cultural context of work.
o Compensation and benefits: Concerns regarding the levels of compensation and
remunerations that are provided.
o Professional development: Promotional opportunities within the company or

department.

e Interviews and Focus Groups
Measuring job satisfaction, interviews, and focus groups offer more depth and context
than the numerical results obtained from surveys.

o Interviews are face-to-face discussions which an interviewer has with an
employee; this makes it easier for the interviewer to understand the detailed
emotions and perceptions about the job and organisation.

o Based on our understanding, focus groups are a method that brings together
employees to share their perceptions about some elements of the workplace.

e Observational Techniques

Observational methods involve monitoring the behaviours of employees without
having direct contact with them; this affects the following aspects: physical behaviour,
interaction with other workers, and behaviour. This method can help understand what
truly makes employees happy as opposed to merely receiving a response and
appreciating good words in a survey or an interview.

e Analysing and Interpreting Results

They provide understanding and analysis after data are collected through surveys,
interviews, focus groups, and observations. This process identifies and finds patterns

and trends in relation to decisions on the improvement of the workplace.
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o Once quantitative data is collected from formal surveys, statistical tests can be
employed to determine correlation, differences, and trends.

o The qualitative data obtained from interviews and focus groups must be
analysed based on their content, such that the responses received from focuses

are grouped based on themes and patterns.

3.7 Case Studies and Real-World Examples

Looking at the case and examples is one of the most suitable means of analysing the
effects of job satisfaction in the given field. These examples pointed out specific,
realistic situations where job satisfaction has a strong impact on organisational
performance and provided useful lessons for organisations.

e Practical Examples of Job Job Satisfaction in Different Industries

Technology Sector: With such a fast pace of development, it is crucial to offer
interesting and progressive working conditions and make people happy at work in the
IT sector. For example, Google has always wanted to be appreciated as a company with
excellent policies such as flexible working conditions, fitness programs, and an
environment for innovation. Such measures have always seen Google ranked higher in
job satisfaction studies, showing how incentives have a direct link to job satisfaction.
Healthcare Sector: Research has shown that the level of job satisfaction in the
healthcare industry has a significant correlation with patient care outcomes. Mayo
Clinic is a good example of a sealed system with much emphasis placed on cooperation
and staff training. They have also come up with several strategies to address factors
such as stress and increased turnover amongst these caregivers. This has not only
boosted the morale of the employees but also enhanced the quality of services offered
to the patients, which attests to the fact that job satisfaction influences core business
goals.

Retail Sector: Costco is often cited as the retail giant that has high levels of employee
satisfaction, largely due to competitive wages and a strong company culture that values
employee welfare. Unlike many of its competitors, Costco offers higher pay, excellent
benefits, and job security, all of which contribute to high employee morale and loyalty.
This approach has resulted in lower turnover rates and higher productivity, which are

critical for success in the retail industry.

e Knowledge Check 2

State True or False.
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Employee performance is not influenced by job satisfaction. (False)
Focus groups are a quantitative method used to measure job satisfaction. (False)

High job satisfaction can lead to lower employee turnover. (True)

Eal A

Observational techniques can reveal discrepancies between what employees say
and their actual Behaviour. (True)

Outcome-Based Activity 2

List two intrinsic and two extrinsic factors that could improve job satisfaction in

your current or future workplace.

3.8 Summary

Attitudes and job satisfaction are pivotal in understanding employee Behaviour and
organisational dynamics. They influence how employees perceive their roles and
their commitment to organisational goals.

Job satisfaction is a psychological state with respect to a job, which involves
positive attitudes toward job content and experience.

Classic theories like Abraham Maslow’s Need Hierarchy Theory and Frederick
Herzberg’s Two-Factor Theory help conceptually model job satisfaction.

Extrinsic factors like role, responsibilities, and achievements also play an important
role in job satisfaction as they provide employees with external stimuli or meet their
internal needs for career progression.

External factors such as pay, working environment, and organisational practices are
core to preserving employment security and organisational commitment from a
managerial viewpoint.

Such an evaluation can assist in finding trends or problems within the satisfaction
of jobs, with strategies for intervention being directed to the appropriate areas.
Industry examples from the technology sector, healthcare sector and retail are also
provided to show the effect of job satisfaction on organisational performance,
employee turnover rate and customer satisfaction.

Positive and negative aspects of both high and low job satisfaction can be learning
experiences that inform workers and managers about the conditions necessary for

job success.

3.9 Keywords
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Attitudes: A psychological tendency is defined by assessing a given entity with
some measure of appreciation or depreciative. Perceptions are very important in
organisational Behaviour as they determine how an employee behaves when
interacting with their environment.

Job Satisfaction: This refers to the level of satisfaction, which may comprise
motivation and performance, among the employees at their workplace. It includes
factors such as the nature of the work, relationships with colleagues, and the overall
work environment.

Hygiene Factors: A term from Herzberg's Two-Factor Theory that refers to
conditions such as salary and workplace policies that prevent dissatisfaction but do
not necessarily motivate employees.

Organisational Citizenship Behaviour (OCB): Voluntary actions by employees
that are not part of their contractual tasks but significantly contribute to

organisational effectiveness.

3.10 Self-Assessment Questions

1.

2
3
4.
5

What are the three components of attitudes?

How do intrinsic and extrinsic factors affect job satisfaction?
What impact does job satisfaction have on employee performance?
What methods are used to measure job satisfaction?

Why is job security considered an important factor in job satisfaction?
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Unit 4: Job Stress

Learning Outcomes:

Students will be able to define the concept of job stress and explain its significance
in the workplace.

Students will be able to identify and describe the internal and external causes of job
stress.

Students will be able to analyze the physical, psychological, and behavioural effects
of job stress on individuals.

Students will be able to evaluate various organisational and individual strategies for
managing job stress.

Students will be able to apply effective stress management techniques to real-world

scenarios in the workplace.

Structure:
4.1 Introduction to Job Stress
4.2 Meaning of Job Stress
4.3 Causes of Job Stress
e Knowledge Check 1
e Outcome-Based Activity 1
4.4 Effects of Job Stress
4.5 Managing Job Stress
4.6 Stress Management Techniques
e Knowledge Check 2
e QOutcome-Based Activity 2
4.7  Summary
4.8 Keywords
4.9 Self-Assessment Questions

4.10 References / Reference Reading
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4.1 Introduction to Job Stress

Overview of Job Stress

Job stress is a common experience for many employees in today's fast-paced work

environment. It relates to the bodily and psychosocial reactions that occur when the

demands for a given job exceed human capacities, tools, or desires. This stress may
stem from working early hours, deadlines, pressure to deliver more or conflict with
other colleagues at the workplace.

In the Indian context, job stress has turned out to be common due to its effect on

economic growth and competition. Employees in some industries, such as the IT sector,

for example, work under tight schedules and are expected to perform fully, leading to
high levels of stress. Moreover, the healthcare industry shows that doctors and nurses
often get stressed because of work challenges and long working hours.

e Importance of Understanding Job Stress

There are several reasons why it is helpful to recognize and understand job stress.

o An example is that it assists in finding out the causes of stress within an
organisation. Knowing the type of stress that occurs in organisations, various steps
can be taken to reduce such stresses, which will, in turn, enhance a healthier
workplace.

o It is important to understand job stress since it affects the workers’ health and their
productivity. Self-management tools assist the staff in handling their stressors in a
better way, improving their job performance.

o The other consideration includes the organisational consequences of job stress.
When employees work under high levels of stress, they will have high levels of
absenteeism, low morale, and high turnover, consequently resulting in poor
performance.

o It is important to know job stress, especially in light of legal and ethical concerns.
In India, employers must follow the various labour laws and regulations that
promote and maintain the well-being of the employees. This happens because job
stress, when ignored, has legal implications for the company and also brings
negative effects to the company's image.

o Stress in the workplace can be described as a problem that affects almost all
organisational functioning in the current world. The stress level among workers in

India has been on the rise as the economy grows fast and the competition for jobs
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escalates. Hence, the identification and recognition of the significance of job stress
to employees and employers are crucial for achieving a healthy, productive

workforce.

4.2 Meaning of Job Stress

e Definition of Job Stress

Job stress can be defined as the psychological and physical impact of the demands and

pressures existing in an organisational setting. It happens when the person develops a

sense of being unable to handle the workload required because of a poor fit between

the tasks in the given job and the ability, resources, or needs of a person. This can be
due to various reasons, including overload of work, time constraints when working on
assignments, lack of support, and unfavourable working conditions.

e Key Concepts and Terminology

First, understanding job stress requires knowledge of several concepts and terms

frequently employed in this discipline. Here are some of the most important ones:

1. Stressors: Stressors are the particular occurrences or situations that give rise to stress

in organisations. These can be categorised into various types:

o Physical Stressors: These include environmental conditions like noise, inadequate
light, physical discomfort in handling equipment and other working conditions.

o Psychosocial Stressors: These include such factors as job insecurity, high workload,
working under time constraints, and internal conflicts.

o Organisational Stressors: These can be concerned with structural and cultural
aspects like lack of control, ineffective or lack of communication and inadequate
support from management.

2. Acute vs. Chronic Stress:

o Acute Stress: This can be described as acute stress, which is an interaction with
specific events or circumstances. It can be severe at times, but it most often subsides
after the situation has been escalated. For example, working to meet a deadline is
associated with acute stress.

o Chronic Stress: It is more serious and lasts longer, resulting from chronic pressures
or from multiple exposures to stressors. Constant stress can cause serious health
complications if not well addressed. An example of chronic stress is having a
constant excessive demand in the workplace without having sufficient rest time or

help from others.
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3. Burnout: Burnout is a sensation experienced when an individual becomes exhausted

from work stress, leading to physical, emotional, and mental exhaustion. Characterised

by concerns about exhaustion, lack of interest, and perceived decrease in work
capabilities.

4. Managing Mechanisms: Managing resources are the proactive behaviour patterns

used to handle stress. These can be adaptive (helpful) or maladaptive (harmful): These

can be adaptive (helpful) or maladaptive (harmful):

o Adaptive Managing Mechanisms: These are like dealing with time positively,
getting positive social support, and practising positive methods such as meditation
and exercise.

o Maladaptive Managing Mechanisms: These include self-destructive activities such
as drug use, eating disorders, or isolation, which only worsen stress and add on
secondary difficulties.

5. Work-Life Balance: Work-life balance is the ratio of the amount of time that a

person devotes to work and personal life. Ideally, people should find a proper balance

between work and their personal lives to minimize stress levels.

6. Psychological Safety: Psychological safety is the level of comfort that one feels

when they are willing to share their voice and ideas without the possibility of retaliatory

consequences. A psychologically safe workplace encourages open communication and
supports employees' mental health, thereby reducing job stress.

7. Job Demands-Resources (JD-R) Model: The JD-R model is a framework for

understanding job stress. It posits that job stress arises from the interaction between job

demands (aspects of the job that require effort and are associated with physical and
psychological costs) and job resources (elements of the job that help achieve work goals
reduce job demands, and stimulate personal growth).

8. Employee Assistance Programs (EAPs): EAPs are workplace programs designed

to help employees deal with personal and professional issues that might affect their

performance and well-being. These programmes offer services like counselling, stress

management workshops, and support for work-related problems.

4.3 Causes of Job Stress

e Internal Factors

Job stress can be influenced by various internal factors that originate from within the
individual. These factors are related to personal characteristics and behaviours that can

affect how a person perceives and reacts to stressors in the workplace. These are other
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internal factors that need to be appreciated so as to recognize and control job stress

aptly.

Personal Traits

Personal characteristics have a great influence on how one is likely to react to stress in

the workplace. Some key traits that can influence job stress include:

1.

Personality Type: Stress is split into various categories depending on the personality
characteristics of an individual. For example, people with Type A personality
profiles are considered to be more competitive, ambitious, and pressing.
Perfectionism: Proud people can be extremely demanding and expect a lot from
themselves and everybody else. They always feel the urge to deliver perfect work,
which puts them under lots of pressure especially when the job requirements surpass
the ability to provide perfect work.

Self-Esteem: Low self-esteem may cause people to doubt their qualifications and
feel incompetent and irrelevant in their positions. Such negative self-belief can
result in enhanced stress, especially when handling difficult activities or dealing
with negative remarks.

Managing Style: The manner in which a particular person handles stress may really
affect their experience of job stress. For some individuals, problem-focused
managing styles are employed; that is, they strive to manage the root cause of the
stressor, while, for other individuals, emotion-focused managing styles are used,
where the individual deals with the resulting emotions of the stressor.

Resilience: According to the context, Resilience is the ability of an individual to
endure stressful events and remain optimistic in future. Those with high resilience
are more fit to cope with their stress at work because they are flexible and can easily

bounce back when they face adverse circumstances.

Work Habits

Work habits relate to the attitudes and activities that a person is likely to demonstrate

in their working environment as they grow. These habits may contribute greatly towards

increasing or alleviating job stress. Key work habits that can affect job stress include:

1.

Time Management: Another important factor that has an impact on job stress is the
proper management of time. Lack of time management results in late finishes,
overloaded schedules, and the feeling of the inability to complete the work. Those
who are not able to schedule various tasks and times are more likely to get stressed

while working.
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2. Work-Life Balance: There is no doubt that work stress reduction involves having a
good balance between work and other areas of life. People who work many hours
and spend less time with their friends and families are more likely to experience
burnout.

3. Organisational Skills: Effective time management specifically implies the ability to
approach job tasks in an orderly manner and complete them within the set time.

4. Procrastination: It is a known fact that putting things off is one of the worst practices
that cause much stress at work. Procrastination makes it possible for people to have
added pressure and tension when working on projects or when deadlines are near.

5. Attention to Detail: As important as it is to be detail-oriented, it becomes a stressful
activity when it leads to overworking due to perfection. It is rather unreasonable to
aim at doing everything with great quality and without mistakes at all, as it causes
frustration and leads to burnout.

6. Communication Skills: In addressing work stress, one is advised to ensure proper
communication at the workplace. Lack of communication is a key factor that
contributes to conflict, confusion and rising tension.

External Factors

Outside sources of job stress are derived from experience, practice, conditions, climate,

pressure, conflict, and relationships in the work setting. These are generally outside the

capacity of an employee to change but greatly influence their experience of stress at the
workplace.

Work Environment

The physical and psychological environments in which workers find themselves often

have implications for their level of stress. A work environment that is friendly enhances

the production and overall health of the workforce, and a hostile environment
contributes to job stress.

Organisational Culture

The organisational culture, such as the value system and practices in an organisation,

also impacts the employees’ experience and stress. Positive organisational culture

promotes job satisfaction and lower stress levels, but negative organisational culture
undermines the two aspects.

Workload and Time Pressure

Overtime and high work pressure, as well as time constraints are well-known sources

of job stress. This is because employees who are tied down on time and are compelled

to handle many tasks are likely to give up and are no longer as satisfied.
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1. Overwork: It results in physical and mental tiredness. Imagine having more than
expected tasks to accomplish within a given period.

2. Unrealistic Deadlines: The time that is given allows for much pressure to build up,
leading to tension. This may lead to decreased morale, resulting from employees having
to put in more effort or compromise a task to meet the laid down time frame.

3. Lack of Control: Lack of control over how and when work is executed may lead to
high-stress levels. Employees who feel as if they lack any level of autonomy over their
workload or their schedule might be under stress.

Interpersonal Relationships at Work

The nature of relationships in the workplace with other employees and immediate
supervisors has a great impact on job stress levels. While support and companionship
through positive interactions can reduce stress, negative interactions have a positive
effect on stress levels.

1. Conflict with Colleagues: Interpersonal conflict and politics may also play a big
role in affecting stress at the workplace. Conflict, rivalry, and absence of cooperation
between workers are detrimental to employees’ well-being and business productivity.
2. Support from Supervisors and Colleagues: Having a supportive network at work
can greatly reduce stress. Supervisors who provide guidance and colleagues who offer
help can create a collaborative and less stressful work environment.

3. Team Dynamics: The dynamics within a team, including how well team members
work together and support each other, can impact stress levels. Teams that function
cohesively and resolve conflicts effectively experience less stress.

4. Workplace Harassment and Bullying: Experiencing harassment or bullying at
work is a significant source of stress. This includes any form of verbal, physical, or

psychological abuse from colleagues or superiors.

e Knowledge Check 1
Fill in the Blanks.
1. Job stress occurs when job demands do not match the worker's s
resources, or needs. (capabilities)
2. A workplace can lead to higher stress levels among employees due

to poor lighting, noise, and inadequate safety measures. (poor)
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3. personalities are more prone to stress because they set high
standards and strive to achieve them quickly. (Type A)
4. Procrastination can lead to increased stress as approach.

(deadlines)

e QOutcome-Based Activity 1
List three potential internal and external factors that contribute to job stress in your

current or past workplace.

4.4 Effects of Job Stress

Job stress manifests in various ways, affecting employees' physical health,

psychological well-being, and behaviour at work. Understanding these effects is crucial

for identifying the signs of job stress and implementing effective interventions.

e Physical Effects

Job stress can have significant physical impacts on individuals, leading to various health

issues and fatigue.

Health Issues

Chronic job stress is associated with a wide range of health problems. Prolonged

exposure to stress can weaken the immune system, making individuals more susceptible

to illnesses. Common health issues related to job stress include:

1. Cardiovascular Problems: Stress is directly associated with increased blood
pressure, heart conditions, and stroke. Stress hormones such as cortisol put a steady
pressure on the cardiovascular system, and this may lead to these disorders.

2. Gastrointestinal Disorders: Stress has been cited to be both the cause of and an
aggravator of gastrointestinal disorders, IBS, ulcers and acid reflux diseases. This
makes it possible for stress, which is normally targeted at the brain, to have an
impact on the gut, causing uneasiness and many other adverse health risks.

3. Musculoskeletal Issues: Muscle tension leads to stress and pain all over the body
but mainly within the regions of the neck, shoulders, and back. This pressure can
potentially trigger chronic pain disorders and might affect an individual’s well-
being.

4. Sleep Disorders: Hormonal effects: Stress alters some of the hormones and can
cause disturbances in sleep, causing insomnia or poor quality sleep. Stress can get

worse due to lack of sleep, resulting in a cycle that can have a negative impact on
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an individual's fitness. Lack of sleep weakens concentration and decision-making
and can cause general fatigue.
Fatigue
Stress is the leading cause of fatigue in the workplace. It is characterised by fatigue and
decreased stamina, which, in extreme cases, can limit one’s ability to work and conduct
normal activities. Fatigue from job stress can result from:
1. Overwork: Working on shift for extended periods without proper rest is likely to
cause one to break down physically and mentally. This definitely creates chronic
fatigue, a situation where employees in many Indian companies resort to working extra
hours in an attempt to complete their tasks within stated deadline periods.
2. Poor Sleep: Stress leads to insufficient rest and disruption of the human sleep cycle
by tossing and turning through the night. For this reason, it leads to fatigue and hinders
an individual’s capacity to accomplish work efficiently.
3. Energy Depletion: To some extent, stressors may accumulate, and eventually they
make the person feel that they have no energy left. This energy depletion results in

difficulty in concentrating and working effectively at the workplace.

e Psychological Effects

The effects of job stress on the mind can be severe and, in extreme cases, cause anxiety,
depression, and even burnout.

Anxiety and Depression

Stress at the workplace is known to increase the chances of having anxiety and or
depression. This leaves one feeling helpless and hopeless as there is no reprieve from
the constant pressure and rising expectations in the workplace.

1. Anxiety: Stress from jobs can lead to anxiety in the sense that one experiences worry,
being in a state of nervousness, and having fears. Employees can act like employees
feel stressed by their duties, and fear failure or criticism. This can make them lose focus
and effectiveness when handling tasks in school or at the workplace among others.

2. Depression: Stress for an extended period can cause depression, which has
symptoms like prolonged crying, lack of interest in activities, and feeling unimportant.
It is a fact that people who are depressed will have a problem motivating themselves
with an inability to cope with productivity pressures. For example, a software engineer
who is overloaded with work and short of deadlines gets depressed, which in turn might

lead to poor productivity and mental ill health.
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Burnout

Burning out is a condition of extreme working stress that affects humans physically,

emotionally, and spiritually. It happens when a person has been working for a long with

pressure and has not had the chance to rest well.

e Behavioural Effects

It is also one of the causes of behaviour at work, as well as productivity, and increases

cases of absenteeism.

Changes in Productivity

Most employees experience stress at the workplace, which can reduce their

performance.

1. Decreased Efficiency: This means that workers who are stressed will be unable to
concentrate and make the right decisions that are necessary for completing jobs up
to standards. For example, an accountant working under stress might be unable to
focus, hence compounding errors in financial reports.

2. Procrastination: Out of stress, they may delay the crucial tasks that are assigned
to them, and as the due dates elapse, stress is experienced. This kind of
procrastination cycle can then decrease total productivity.

3. Reduced Creativity: Pressure reduces ingenuity, especially when people devote
more of their time to dealing with stress as opposed to creating. For example, a
marketing professional who works under pressure may not be able to create
innovative ideas for a marketing campaign.

4. Increased Absenteeism: These are situations where employees often are forced to

be absent from work due to stress, and it is a common result of high job stress.

4.5 Managing Job Stress

It is a fact that there are organisational and individual strategies for managing with job
stress. Employers and employees themselves need to take steps to reduce stress and
make work less detrimental to their health.

e Organisational Approaches

It was established that the organisation has the role of handling job stress through
corporate support and by putting in place measures that follow stress.

Creating a Supportive Work Environment

Supportive organisational culture plays a critical role in the minimisation of job stress

and the enhancement of organisational health. Key strategies include:
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1. Open Communication: Engaging the employees in effective communication,
fosters mutual trust and reduces conflicts that may emanate from ineffective
communication between the two parties. Some ways for improving the
communication may include; more frequent meetings and sessions, feedback
sessions, and the policy of an open door.

2. Recognition and Rewards: Appreciation and recognition also bring motivation
and make employees work harder, thereby enabling them to have less stressed lives.
The reward structures, incentives, and rewards that involve recognition programs,
as well as bonuses and promotions for performance, can enhance the value of the
employees.

3. Providing Resources and Support: Employees should be provided with all that
they require to do their work as this can help in minimising stress. For example,
access to proper training required tools and instruments, and an effective
management team.

4. Promoting Work-Life Balance: It is important to note that stress at work should
be managed well, especially when it comes to taking time off to address personal
needs or issues. Work-life balance measures include having flexible work timings,
options to work remotely, and policies that allow workers to have sufficient time
off.

5. Safe and Comfortable Work Environment: Emphasis should be put on making
the work physical environment safe and comfortable—for example, adjustable
furniture, optimal lighting conditions and noise reduction.

Policies and Programs for Stress Management

Measures that include appropriate administration of wide-ranging policies and policies

focused on stress can improve staff health. These may include:

1. Employee Assistance Programs (EAPs): EAPs include employee counselling
services for employees who are stressed due to personal or workplace-related
circumstances. These programs can support the work of the employees as well as
their mental state and reduce levels of stress. Many organisations, such as Infosys
and Wipro, provide EAPs for their employees in an effort to promote good mental
health.

2. Wellness Programs: Otherwise, Programmes which enhance physical and mental
health can help manage stress. Such measures may involve offering incentive

programs like exercise contests, yoga classes, meditation, and health checkups. For
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example, Reliance Industries has wellness workshops and health check-ups for the
Crew.

3. Stress Management Training: Teaching employees through training methods that
stress management involves activities like handling time, relaxation exercises, and
mindfulness helps the employees manage stress. For example, an international
business such as IBM can facilitate classes in mindfulness and stress-managing
mechanisms.

4. Flexible Work Arrangements: Allowing employees to choose their work
schedule, for example, working from home, working from home, and working to
share a job, can help them deal with everyday problems and not stress. With the
COVID-19 outbreak, Indian organisations embraced working from home, which
offered the staff more control to cope with stress levels.

5. Anti-Harassment Policies: Unclear anti-harassment policies and processes to
handle complaints are beneficial in fostering a safer working environment and
decreasing the amount of stress deriving from workplace harassment and bullying.
Specific measures, as well as prompt response to incidents, contribute to a
favourable climate and assure the staff.

e Individual Approaches

However, it is important for the individual also to take responsibility for treatments,

that 1s, with the use of personal methods and consultation with professionals if needed.

Personal Stress Management Techniques

People also apply different strategies to cope with stress. These techniques include:

1. Time Management: Managing time well can make it easier to focus on activities,
set achievable targets and schedule spare time. It helps to use tools like organizers,
to-do lists, and apps that track time to increase productivity and lessen stress. For
example, a project manager might use Trello as a tool to prioritize tasks and set
deadlines.

2. Physical Activity: One of the techniques proven to help a person cope with stress
is through exercise and physical activity. Endorphins, known to help reduce stress,
are released through exercise, hence the need to engage in exercises. It is important
to have some form of exercise like walking, running, doing yoga or any other
activity to overcome stress. For example, an employee might go for a daily walk
when it is time for a lunch break, believing that everything is not going well.

3. Relaxation Techniques: Other relaxation exercises that could be used to promote

relaxation include deep breathing, meditation, and progressive muscle relaxation.
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Headspace and Calm are two examples of applications that provide guided
meditations to be utilised during a work break.

4. Healthy Lifestyle Choices: It is essential to stay healthy through dieting, getting
enough rest, and avoiding too much caffeine or alcohol in order to decrease stress.
For example, an employee decides to have a healthy breakfast and also ensures he
sleeps at least 7 hours every night.

5. Building a Support Network: Also, an individual with friends, family, and
colleagues can lean on for support, and this partner can help them deal with stress.
This is because it especially helps to share one’s feelings and experiences with other
people and gain some relief or a new perspective. For example, membership in a
professional network or support group may help offer social and empathic

connectivity.

Seeking Professional Help

When stress reaches a certain peak, the right approach is to seek professional assistance.

Professional assistance can equip a person with the techniques that are required to

manage stress.

1. Counselling and Therapy: Speaking with a counsellor can assist people in
determining the way their stress originates and can pinpoint strategies for dealing
with it. They are able to seek counselling and focus on the feelings that are causing
stress. In many organisations, it is common for people to receive professional
counselling through EAPs.

2. Medical Support: When stress results in associated health complications, seeking
the assistance of a doctor becomes necessary. Counselling may also involve drug
prescriptions if a patient is suffering from anxiety or depression or needs stress-
related physical complications.

3. Stress Management Workshops: Talking to a professional and undergoing stress
management workshops and seminars helps in getting better insights on how to
handle stress. Such activities may include teaching the patients stress reduction,
meditation, and other cognitive and behavioural interventions. Many companies
and schools present such workshops with the aim of assisting employees or

students.

4.6 Stress Management Techniques
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Stress management is a process that involves methods that can be adopted and practised

in day-to-day activities. It is important to note that such techniques can make a

significant difference in terms of stress reduction and increasing mental/physical health.

e Time Management

A good example or practice of time management is very essential for minimising stress.

Time management ensures that people organize their schedules to maximize the amount

of time used to complete various tasks, meet certain timelines or cope with the demands

of work and personal life. Here are some key strategies for managing time effectively:

Here are some key strategies for managing time effectively:

1. Prioritisation: Learn which goals should be the primary targets and address them
accordingly. Applying tools such as the Eisenhower Matrix can be helpful for
sorting out tasks according to their priority and the level of their necessity. It also
makes it possible to complete the most crucial activities first and leave the less
important ones for some other time.

2. Planning: Schedule the daily or weekly work and set achievable targets to follow
on different undertakings. A calendar weekly planner or other help services such as
Trello or Asana could be effective in organising the tasks and their due dates. The
division of large tasks into subtasks can help minimize the feeling of being
overwhelmed and help complete the task.

3. Avoiding Procrastination: Laziness tends to compound pressure, especially when
working close to a particular due date. Division of work into small subtasks and
establishing time limits for each subtask, applying the Pomodoro Technique of
concentrated work with short breaks, and avoiding distractions in order to minimize
procrastination are some of the strategies that can be employed.

4. Delegation: When possible, one should avoid taking on certain tasks personally by
delegating them to other people. Realising that not every task must be done directly
and accepting that colleagues are capable of managing tasks and responsibilities

may help reduce stress.

e Relaxation Techniques

Relaxation procedures have been found effective in easing the mind and emptying it of
the unpleasant effects of stress. The best two relaxation techniques are meditation and
mindfulness, as well as some exercises of breathing.

Meditation and Mindfulness
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1. Meditation: Meditation is mental exercise that is used in an effort to train the mind
in order to achieve clarity and calmness. Meditation has been found to help in the relief
of stress, anxiety and depressive disorders. Headspace and Calm are two popular apps
that provide guided meditation, which is very simple for starters like us.

2. Mindfulness: Mindfulness is a situation where a person is fully aware and focused
on the present time. It involves observing the self’s thoughts, emotions, and
physiological experiences with acceptance. Techniques like mindful breathing or
mindful body scans can assist people in being much more conscious of the stressors in

their lives and how they can respond to them more calmly.

Breathing Exercises

Practical relaxation techniques include the following: breathing exercises or the so-

called exercises for stress relaxation. It can be performed anytime and offers an

instantaneous break from tension and uneasiness.

1. Deep Breathing: Regulation involves the use of low, fast breaths to allow the lungs
to expand or large, slow breaths that enable the lungs to develop as a way of offering
comfort. One common technique is the 4-7-8 method: breathe in for 4 seconds,
pause the breathing for 7 seconds, and breathe out for 8 seconds. This exercise can
be useful to tone down the Autonomous Nervous System and decrease stress.

2. Diaphragmatic Breathing: Sometimes referred to as stomach breathing,
diaphragmatic breathing is the process of breathing using the diaphragm muscle
rather than the chest muscles. By following this technique, the physical
manifestations of stress, such as a fast heartbeat and tight muscles, can be

eliminated.

e Physical Activity

Physical exercise is a very effective management mechanism against stress. Exercise

promotes the feel-good hormones called endorphins and, at the same time, reduces

stress hormones such as cortisol.

1. Aerobic Exercise: Exercise like walking, jogging, cycling, and swimming causes
the heartbeat rate to rise and strengthen the heart muscles. Another aspect that
should be mentioned is that aerobic exercise can improve the subject’s mood and

energy levels, which can be useful to reduce stress.
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2.

Strength Training: Strength training and weight training can also help fight stress.
It makes the body muscular and more organised, and it allows the body to handle
stress factors in life.

Yoga and Tai Chi: Mind-body exercises are those activities that synchronize
movements with breath and awareness. Yoga and tai chi also contribute to
flexibility, balance, and mental health from personal experience of decreased stress

and anxiety levels.

Healthy Lifestyle Choices

Stress should be dealt with in the right manner, which includes adopting healthy

lifestyles. The primary areas of health include food, ways of sleeping and abstaining

from unhealthy products.

1.

Balanced Diet: A good diet with all nutrients in appropriate proportions is
beneficial for one’s health and energy level. The best way for the body to handle
stress is through vitamins, minerals, and antioxidants that can be obtained from
various types of foods.

Adequate Sleep: The necessity and importance of quality sleep for recovery and
countering stress. Going to bed at the same time every night, waking up at the same
time, keeping the sleep setting comfortable, and avoiding caffeine and electronic
devices before bedtime also help increase sleep quality. People should sleep
between seven and nine hours a day. This is recommended for adults.

Avoiding Harmful Substances: Avoiding certain compounds and products like
caffeine, alcohol, or nicotine can also help stress. Sleep can be disrupted and stress

levels elevated, along with other detrimental health impacts.

Cognitive Behavioural Techniques

Cognitive Behavioural Techniques (CBT) are more centred towards altering

behavioural patterns that may be causing stress. CBT can also be used with the

assistance of a therapist, or it can be used independently by using certain management

methods.

1.

Identifying Negative Thoughts: Identification and modification of negative
cognitions are a major strategy in stress management. Methods such as cognitive
restructuring involve the process of understanding and changing negative thoughts

that are destructive into constructive, beneficial perceptions.
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2. Problem-Solving: Personal and interpersonal stress is minimised by effectively
solving problems that are associated with stressors. It involves problem-solving,
generating alternatives, helping to identify strengths and weaknesses of potential
solutions, and lastly, choosing the one that has the most merits.

3. Relaxation Training: Relaxation training is usually part of CBT, which aims at
helping people to deal with stress. Some relaxation strategies include progressive

muscle relaxation, visualisation, and guided imagery.

e Social Support Systems

It has been noted that the number and quality of one's social support network can

contribute significantly to stress. People feel less lonely because they have someone to

relate to, share their problems, and seek assistance from.

1. Building Relationships: Maintaining good relations with people such as family,
friends, and co-workers can help because it has a source of support. Reflecting on
both the situations and emotions with several people might be helpful and give a
new outlook on an issue.

2. Joining Support Groups: Support groups help members feel that they are not
alone when dealing with a particular situation. Such groups may be focused and
stressor-centred, for example, dealing with work-related stress only, or general
stress managing groups. They can interact with others in group discussions and
activities and get tips on how to handle and overcome their loneliness.

3. Seeking Professional Support: Besides friends and family, being able to reach out
to a counsellor, therapist, or any other coach could offer specific help when it comes
to handling stress. Professional help is far more helpful as it provides individualised
solutions on how to handle such stressors. Stress management involves several
components, which include time management, relaxation, exercise, nutrition, and

managing skills, along with positive support from others.

e Knowledge Check 2
State True or False.
1. Chronic job stress can lead to cardiovascular problems such as high blood
pressure and heart disease. (True)

2. Providing flexible work arrangements has no impact on reducing job stress.

(False)
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3. Cognitive Behavioural Techniques focus on changing negative thought patterns
to manage stress effectively. (True)

4. Regular physical activity has no significant effect on reducing stress levels.

(False)

Outcome-Based Activity 2
Practice a deep breathing exercise for five minutes and note any changes in your

stress levels before and after the exercise.

4.7 Summary

Job stress arises from the mismatch between job demands and an individual's
abilities, resources, or needs, leading to physical and emotional responses.
Understanding job stress is crucial as it affects productivity, job satisfaction, and
overall well-being, potentially leading to burnout if unmanaged.

Internal factors such as personal traits (e.g., perfectionism, self-esteem) and work
habits (e.g., time management, procrastination) significantly influence job stress.
External factors like work environment (e.g., physical conditions, safety),
organisational culture (e.g., communication, policies), workload, time pressure, and
interpersonal relationships also contribute to stress.

Physical effects include health issues like cardiovascular problems, gastrointestinal
disorders, musculoskeletal pain, and sleep disorders, as well as fatigue.
Psychological effects encompass anxiety, depression, and burnout, while
behavioural effects involve changes in productivity and increased absenteeism.
Organisational approaches include creating a supportive work environment through
open communication, recognition, resources, work-life balance, and safety,
alongside implementing policies and programs like EAPs, wellness initiatives, and
flexible work arrangements.

Effective time management, prioritisation, planning, avoiding procrastination, and
delegation help reduce stress by improving efficiency and control over tasks.
Relaxation techniques (meditation, mindfulness, breathing exercises), physical
activity, healthy lifestyle choices, cognitive behavioural approaches, and strong
social support systems are essential for managing stress and enhancing overall well-

being.
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4.8 Keywords

Job Stress: Job stress refers to the physical and emotional responses that occur
when the demands of the job do not match the capabilities, resources, or needs of
the worker. It can lead to various health issues and decreased job satisfaction.
Burnout: Burnout is a state of physical, emotional, and mental exhaustion caused
by prolonged exposure to job stress. It is characterised by feelings of fatigue,
cynicism, and a sense of reduced professional efficacy.

Managing Mechanisms: These are strategies and behaviours that individuals use
to manage stress. They can be adaptive, such as time management and relaxation

techniques, or maladaptive, like substance abuse and procrastination.

4.9 Self-Assessment Questions

1.

2
3
4.
5

What is the definition of job stress?

How do personal traits influence job stress?

What are the physical effects of job stress?

Describe the role of organisational culture in managing job stress.

What are some effective personal stress management techniques?
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Unit 5: Group Dynamics

Learning Outcomes:

Students will be able to identify the nature and characteristics of different types of
groups.

Students will be able to explain the concept and importance of committee
organisation and its functions.

Students will be able to describe the structure and role of informal organisation
within a workplace.

Students will be able to analyze the informal communication system and its impact
on organisational dynamics.

Students will be able to evaluate the concept of group cohesiveness and its effect

on group performance.

Structure:

5.1

Nature of Groups

5.2 Types of Groups

5.2.1 Committee Organisation

5.2.2 Its Nature and Functions
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e Knowledge Check 1
e Outcome-Based Activity 1

Informal Organisation Structure

5.4 Informal Communication System

5.5 Group Cohesiveness and its Impact

64



e Knowledge Check 2

e QOutcome-Based Activity 2
5.6 Summary
5.7 Keywords
5.8 Self-Assessment Questions

5.9 References / Reference Reading

5.1 Nature of Groups

Groups are the fundamental units of human social structure and are relevant in
organisational settings. Groups are characterised by resource sharing, information, and
work cohesiveness, with agreed objectives that are more achievable than individual
attainment.

The formation of groups may be as follows: the necessity for the achievement of certain
goals, the satisfaction of social needs, or the existence of a problem that requires
cooperation from different people. In organisations development, groups play a role in
increasing productivity, innovation and efficiency in decision-making, among others.
When people come from various backgrounds and have different experiences, the group
that they create can come up with better and more efficient ways of solving issues.

In fact, the structure of a group may be fixed or flexible, depending on the group’s
objectives, its size, and its members. Some are organised and structured, with people
having specific tasks to perform, while others are unstructured and unions with
members relating in a number of ways. For every group to work effectively, it is
important tasks to identify communication processes, leadership factors, and conflict-

solving mechanisms within a given group.

5.2 Types of Groups

The various types of groups in organisations are categorised depending on the purpose
of the group, the structure of the group, and the members of the group. This
categorisation is useful for comprehending the unique attributes of each group and the
dynamics of their operation in an organisational environment.

5.2.1 Committee Organisation

A committee is an organised body or group comprising individuals who have been

selected or have selected themselves to perform certain duties or responsibilities in an
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organisation. A committee is organisationally defined as a group that is systematically
formed in an organisation to deal with specific issues and make decisions or
recommendations. It will be quite important to ensure that different views are heard and
considered within the decision-making process.
For example, in an Indian corporate context, a finance committee can encompass duties
related to financial control, budgeting, and the assessment of financial results.
5.2.2 Its Nature and Functions
The nature of committees lies in their collective decision-making and problem-solving
capabilities. They bring together individuals with diverse skills and knowledge,
allowing for a more comprehensive analysis of issues and the development of well-
rounded solutions.
The functions of committees vary based on their purpose but generally include:
o Decision-Making: Committees make decisions on specific issues within their
mandate, ensuring that different viewpoints are considered.
o Advisory: Committees provide recommendations and advice to higher
authorities or other organisational units based on their analysis and expertise.
o Coordination: Committees coordinate activities and efforts across different
departments or units, ensuring alignment with organisational goals.
o Monitoring and Evaluation: Committees oversee the implementation of

policies, projects, or programs and evaluate their effectiveness.

e Knowledge Check 1

Fill in the Blanks.

1. Groups are formed to achieve common goals, fulfil social needs, or
(perform simple tasks)

2. Committees can be or ad hoc, depending on their purpose.
(temporary)

3. The chairperson of a committee leads the group, facilitates meetings, and
ensures that the committee's objectives are . (met)

4. One of the critical aspects of group dynamics is how individual behaviours and

attitudes influence the group's overall . (performance)

e Outcome-Based Activity 1
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Form small groups and identify the main objectives of a hypothetical committee
you would create in your college. Discuss the roles and responsibilities of each

group member.

5.3 Informal Organisation Structure

An informal organisation refers to the network of personal and social relationships that

develop naturally among employees within an organisation. Unlike formal structures,

informal organisations are not officially established or sanctioned by the organisation.

They arise spontaneously based on personal interactions, shared interests, and social

connections.

o The informal organisation structure is characterised by its fluidity and lack of
formal hierarchy. Informal organisation relationships are not dependent on authority
but on trust, respect, and shared goals among the members.

o The papers suggest that informal groups are central to the organisation of the work
environment and culture. They offer the feeling of togetherness, encouragement,
and fellowship to the workers, factors that help increase satisfaction and
productivity. Informal work structures, which show information and cooperation,
and, in many cases, help to implement novelties and increase productivity.

o Informal organisations, too, come with some challenges. They can develop their
groups, which may cause exclusion or conflict with others within or outside their
group. This comes as informal leaders who derive their powers from social relations
and personal charisma may defy formal authority or else generate conflicts of
authority.

o In the Indian context, informal organisations are common in both formal corporate
formats and traditional styles of working. For example, in a family business,
conventional relationships inside a family circle and experienced workers may
powerfully influence organisational decision-making and ethical standards.

o Acknowledging that such structures exist and appreciating their worth within a

formal organisation is important to managing them properly.

5.4 Informal Communication System

Formal communication, also known as official communication or the official channel,
can be defined as passing information through recognised lines of communication
within a company. It is considered an extension to formal communication structures

since it delivers information in a faster and more flexible way. Informal communication
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may include verbal or written that may involve talking to peers and friends on social

media, through messaging apps, or any other casual discussions.

The informal communication system has several advantages:

o

Speed: Information spreads quickly through informal channels, allowing
employees to stay informed about developments and changes.

Accessibility: Informal communication is more accessible to all employees,
regardless of their position or department.

Feedback: It provides a platform for employees to share feedback, concerns,
and suggestions openly.

Relationship Building: Informal communication fosters relationships and trust

among employees, contributing to a positive work culture.

5.5 Group Cohesiveness and its Impact

Group cohesiveness refers to the extent to which group members are attracted to the

group and motivated to remain part of it. High cohesiveness is characterised by strong

bonds, a sense of unity, and a commitment to the group's goals. Cohesive groups are

more likely to exhibit high levels of cooperation, communication, and collaboration.

Several factors contribute to group cohesiveness:

@)

Similarity: Shared values, interests, and backgrounds among group members
enhance cohesiveness.

Size: Smaller groups tend to be more cohesive as members can interact more
frequently and form stronger bonds.

Success: Achieving common goals and experiencing success together
strengthens group cohesiveness.

Interpersonal Relationships: Positive relationships and mutual respect among

members foster cohesiveness.

To foster group cohesiveness while avoiding the pitfalls of groupthink, organisations

can implement practices such as:

o

Encouraging Open Dialogue: Creating an environment where members feel
comfortable expressing their opinions and challenging ideas.

Promoting Diversity: Including individuals with different backgrounds, skills,
and perspectives to enhance the richness of discussions and decision-making.
Setting Clear Goals: Establishing common objectives that align with the

group's purpose and motivate members to work together.
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o Facilitating Team-Building Activities: Organising activities that strengthen

interpersonal relationships and build trust among group members.

Knowledge Check 2

State True or False.

1. Informal organisations arise naturally within a workplace based on personal
interactions. (True)

2. Informal communication is always detrimental to an organisation as it spreads
rumours. (False)

3. Group cohesiveness is only beneficial and does not have any negative
consequences like groupthink. (False)

4. Smaller groups tend to be more cohesive due to frequent interactions among

members. (True)

Outcome-Based Activity 2
Discuss with your peers how informal communication can be both beneficial and

detrimental to an organisation, providing real-life examples.

5.6 Summary

Groups are important for the objectives, increasing efficiency and creativity. Terms
and conditions vary depending on whether the communities are organised and
functional.

There is also a need to know the ways and manner in which individuals in groups
behave and how it affects the overall performance. To some extent, group dynamics
involve the control of diverse production so that it can be harmonised and
productive.

Committees may be either standing or special and are very useful in the organisation
as they allow the collection of relevant skills and information to address particular
challenges in organisations.

Workplace informal structures emerge without intervention or initiative from the
organisations and are developed based on interpersonal and group interactions.
These structures can be more amorphous and less defined in terms of their
hierarchy, and they are especially impacted by the dynamics of organisations and

their culture.
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Cohesiveness implies effective communication, smooth working relations and
creativity but can limit originality if there is an over-emphasis on group unity and

self-appointed authority in a group.

5.7 Keywords

Group Dynamics: The phenomenon of specific activities and processes between
individual members of a group, communication procedures, and decision-making
that affects the performance of the group and includes the roles assumed by all
members of the group.

Committee Organisation: A structural subdivision of an organisation responsible
for certain functions or having authority within certain areas, composed of
individuals possessing diverse knowledge, skills, experiences, and roles.

Informal Organisation: The network of personal and social relationships that
develop naturally among employees within an organisation, influencing culture and
dynamics outside formal structures.

Informal Communication: Unofficial channels of information exchange within an
organisation, often faster and more flexible than formal communication but prone

to spreading rumours.

5.8 Self-Assessment Questions

1.
2.

What are the primary characteristics that define a group within an organisation?
How does committee organisation contribute to decision-making in a business
context?

Describe the nature and impact of informal organisations in the workplace.

What are the advantages and disadvantages of informal communication systems?

Discuss the factors that contribute to group cohesiveness.
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Unit 6: Organisational Conflicts

Learning Outcomes:

Students will be able to identify different types of organisational conflicts.
Students will be able to understand strategies for managing interpersonal conflicts.
Students will be able to apply conflict resolution techniques effectively.

Students will be able to evaluate the impact of conflict management strategies on

organisational performance.

Structure:

6.1
6.2

6.3

6.4
6.5
6.6
6.7

Types of Organisational Conflicts

Strategies for Managing Interpersonal Conflicts
e Knowledge Check 1

e Outcome-Based Activity 1

Conflict Resolution Techniques

e Knowledge Check 2

e Outcome-Based Activity 2

Summary

Keywords

Self-Assessment Questions

References / Reference Reading
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6.1 Types of Organisational Conflicts

Intrapersonal Conflict

Intrapersonal conflict occurs within an individual and involves internal struggle due to

competing demands, desires, or goals. This type of conflict can lead to significant stress

and decreased job satisfaction if not managed properly.

o An individual's performance and well-being may be significantly impacted by

intrapersonal conflict. Anxiety and stress can raise absences, lower productivity,
and cause burnout.

Personal development programs that focus on time management, goal setting,
and self-awareness can help employees manage intrapersonal conflicts.
Intrapersonal conflict can sometimes be a catalyst for personal growth and
development. When individuals confront disagreeing internal conflicts, they

often gain related awareness, clarity of purpose, and resilience

Interpersonal Conflict

Interpersonal conflict normally occurs when two or more people disagree with each

other, arising from issues related to belief systems or differing preferences. This kind

of conflict is one of the most customary in organisations, and it may be between two

employees, a manager and a subordinate, or any members of the organisation’s team.

o

It is important to learn how to handle conflicts within interpersonal relationships
so that they do not detract from productivity. Interpersonal relationships in
organisations can be improved by the provision of support for teamwork,
encouragement of effective communication channels, and training on how to
resolve interpersonal conflicts.

Managing conflicts at the individual level can help in developing and
maintaining good relationships with coworkers and supervisors, as well as
enhance cooperation and inspire creative work. This is important because when
people are allowed to share their concerns and solve them, there is an
understanding and appreciation of employee relations.

Organisations can encourage the adoption of formal conflict resolution
strategies such as mediation or peer review panels to address relational disputes
in organisations. These processes provide legal frameworks on how the conflict

can be resolved and ensure that the solution offered is proper and normal. A
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o Another management practice that can be very efficient is the promotion of
feedback and improvement culture. To be able to identify interpersonal conflict
within a short time, it is advisable to have regular appraisals, peer reviews or
even meetings where the employees can express their grievances.

Intragroup Conflict

Intragroup conflict is that conflict that exists within a certain group or team, but it may

also be formed based on the following: the way the group or team handles the

distribution of tasks, roles or resources. Such a conflict may be functional and enhance
the quality of decisions made, but it may also be dysfunctional to the performance and
motivation within the group.

o The conflicts that may arise from the intragroup relationships can be managed by
consultation of the organisational structure, roles and responsibilities and
formulation of the organisational goals and objectives to increase cohesiveness.

o The implication of managing intragroup conflict is the improvement of the
possibility of positive outcomes by the team because of performance.

o Other organisational features can also be incorporated to enhance teamwork and
communication, such as efficient teamwork technologies. Communication tools
such as project management software, team collaboration tools, and catch-up
meetings, either online or face-to-face, can help check for conflicts and resolve
them quickly.

Intergroup Conflict

Intergroup conflict then occurs within an establishment, specifically between different

departments or teams. Such conflicts can stem from competition, incompatible goals,

or where one party relies on the other to complete certain tasks.

o To prevent and solve intergroup conflicts within organisations, several steps can
be taken, including the formation of an interdepartmental committee, cross-
functional projects, and mutual respect.

o Managing conflicts between groups can also improve performance and culture
within a firm to make the workplace a more positive experience.

o It is important to note that there are several approaches to intergroup
cooperation, and organisations can implement these processes and structures.
This may involve integrating cross-functional assignments, determining
organisation-wide goals and measures, and providing incentives to reward
group achievements.

Organisational Conflict
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Inter-organisational conflict consists of those conflicts that can be corporate, Structural,
or policy-related. These conflicts may occur due to changes in strategic plans, business
mergers, or changes in market forces.

o Toresolve organisational conflicts, organisations can develop and apply change
management strategies and report changes or implement change management
techniques and involve employees in the process of change. Building an
organisational culture that encourages flexibility and the ability to cope with
conflicts will enable organisations to deal with them adequately, treating them
as a developmental process.

o Organisational conflict management can promote agility and performance in
organisations.

o In addition to encouraging conflict management, organisations can also adopt
the culture of integrating constant innovation flexibility.

o Leadership skills are necessary when addressing organisational problems.
Organisational leaders should ensure that they articulate a clear change vision
and strategy, provide funding and sponsorship to support change processes and

foster an organisational culture that encourages openness and collaboration.

6.2 Strategies for Managing Interpersonal Conflicts

Avoidance

Avoidance means one walks away, turns their back, or does not even look at the other
party or completely tries to run away from the conflicting situation. Although it may
offer some relief in the short term, it means that there are issues left unresolved which
may resurface in later years. In India, avoidance can sometimes be used because of
collectivism, which is focused on avoiding conflict and confrontation. But, if avoidance
is trusted for the long term, it leads to the build-up of stress and bigger issues.
Accommodation

One has to give in to the other person’s desire in a bid to avoid conflict. This strategy
may be relevant when the topic of discussion is of high importance to one party but is
of low significance to the other.

Competition
In a win-lose scenario, the decision makers of both companies strive for their goals

regardless of the cost to the other party in situations that call for a very fast and very
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clear answer that could work very well. However, if abused, the work environment will
be unpleasant.

Compromise

Each party must give up something in order to reach a compromise that will satisfy both
of them. When both sides have equal power, and the stakes are moderate, this strategy
helps establish a medium ground. Compromise is frequently employed in Indian
business settings during labour resolution agreements between unions and
management.

Collaboration

Working together to identify a win-win solution that meets the needs of both sides is
the definition of collaboration. This strategy encourages open communication, respect

for one another, and cooperative problem-solving.

e Knowledge Check 1

Fill in the Blanks.

1. Intrapersonal conflict can lead to significant _ and decreased job
satisfaction if not managed properly. (joy)

2. Interpersonal conflict is one of the most common types of conflicts in
organisations and can occur between | managers and subordinates, or
any members of a team. (colleagues)

3. Intragroup conflict can either be | leading to better decision-making
through healthy debate, or dysfunctional, causing a decline in group
performance and morale. (functional)

4. To manage intergroup conflicts, organisations can adopt strategies such as
establishing interdepartmental _ , promoting cross-functional projects,

and fostering a culture of mutual respect and cooperation. (conflicts)

e Outcome-Based Activity 1
Identify a recent conflict you experienced in a group setting and write down how
you or your team managed it. Share your experience with a classmate and discuss

what strategies you used and what you could have done differently.
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6.3 Conflict Resolution Techniques

Effective Communication

In the process of conflict-solving, communication plays an important role. It involves
ensuring that all people understand each other, meaningful and clear communication,
and effective listening. It is also possible for managers to foster efficiency in
communication strategy within this Indian setting through meetings, conversations, and
language that is appropriate to the culture.

Mediation

In mediation, there is a third party who enables both parties to come to a particular
agreement on their own. The mediator is the one who sets the pace and tone of the
conversation, actively identifies the issues, and suggests solutions. For instance, top
management in an Indian manufacturing company would have to resolve an
interpersonal dispute between two departments on the allocation of resources.
Negotiation

Disputing parties communicate with each other and seek compromise to resolve their
problem through the negotiation process. This involves compromise, empathising with
the other person and utilising skills to convince the other person. In their industrial
relations, enterprises in India use negotiation to tackle issues like pay and working
conditions.

Arbitration

In mediation, the parties to the dispute assemble before a third party who makes a final
decision on the issue. It is often used when parties are unable to reach a consensus,
either through mediation or consulting for a solution. The use of mediation to address
business disputes is common in India, with a focus being placed especially on such
areas as property and construction.

Conflict Management Training

Businesses provide their workforces with the tools that will enable them to deal with
conflicts through conflict management training. Such training may involve
demonstrations of performance, discussions on the best practices of exchanging
information, bargaining, and resolving disputes. Indian companies, for instance, have
begun to appreciate the need for such training to improve teamwork and productivity.
For example, organisations with workers from different countries posted in India
provide training to their employees on how to resolve conflicts due to cultural
differences.

Building a Positive Organisational Culture
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Workers in organisations with a positive organisational culture show respect, trust and
cooperation, hence minimising the prospects of conflict. That is why some Indian
companies are promoted and can develop such a culture by providing proper leadership
and increasing engagement and employee motivation.

Implementing Clear Policies and Procedures

The consequence of clear policies and procedures is that behavioural procedures, as
well as conflict-solving procedures, are outlined. It is a guarantee that matters will be
addressed consistently, thereby reducing the likelihood of misunderstanding. It can be
noted that various policies in the HR field of Indian organisations can be developed to
be more comprehensive, address a wider set of conflict situations, and offer specific
procedural steps to follow in each case.

Encouraging Feedback and Continuous Improvement

Different employees’ feedback is often obtained regularly to ensure that any emerging
conflicts are well handled before they escalate. Organisational and management
improvement activities like employee opinion polls and suggestion systems can be used

to identify problems in an organisation and promote organisational transparency.

e Knowledge Check 2

State True or False.

1. Effective communication is crucial in resolving conflicts and involves active
listening, expressing thoughts clearly, and ensuring mutual understanding.
(True)

2. Mediation involves a neutral third party who makes a binding decision to
resolve the conflict. (False)

3. Arbitration is often used when parties cannot reach an agreement through
negotiation or mediation and involves a third party making a binding decision.
(True)

4. Encouraging regular feedback from employees usually leads to more

unresolved issues and increased conflicts. (False)

e Outcome-Based Activity 2
Role-play a mediation session with a partner where one of you acts as the mediator
and the other two play the roles of conflicting parties. Practice facilitating a

constructive dialogue and finding a mutually acceptable solution.
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6.4 Summary

Intrapersonal conflict involves internal struggles within an individual, often leading
to stress and decreased job satisfaction. Balancing work responsibilities and
personal life commitments is a common source of intrapersonal conflict.
Interpersonal conflict arises between individuals due to differences in opinions,
values, or preferences. It is prevalent in organisations and may greatly affect
cooperation and organisational relations.

Surrendering to the opponent’s demands is what is referred to as accommodation.
Though it helps maintain relations, one must use it sparingly to avert the
development of bitterness or the creation of subordination.

Cooperation is a process of seeking a common solution with the other party, always
keeping the channels of communication lines open and with respect. It is critical to
the design of new solutions and enhancing organisational performance.

Disputes often need to be solved with the help of communication, which means that
it is necessary to listen and be understood. Ways through which organisations can
facilitate this include;

Mediation is the process whereby an agreement cannot be reached through
negotiation or mediation; a third party makes a legally binding decision. Business
conflicts are often solved with mediation's help, so objective and transparent

procedures are necessary.

6.5 Keywords

Intrapersonal Conflict: Conflict that exists within a person where one is torn
between two or more courses of action due to the conflict; one feels stressed and
not satisfied with their job.

Interpersonal Conflict: Conflicts of interest arise from people’s disagreement on
one issue or another, often affecting interpersonal relations in organisations.
Intragroup Conflict: Inter-team conflict is a functional and dysfunctional conflict
that influences a team's performance and interactions.

Mediation: An approach to solving a conflict in which a third party acts as a
mediator and helps the two parties reach a common solution.

Arbitration: An adhesive dispute resolution method that involves having a third
party decide the two parties cannot decide on their own.
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6.6 Self-Assessment Questions

1.
2
3.
4

. What are the advantages and disadvantages of using avoidance as a conflict

What are the main types of organisational conflicts, and how do they differ?
How can intrapersonal conflict impact an employee's performance and well-being?

Describe the role of effective communication in resolving organisational conflicts.

management strategy?

How does mediation differ from arbitration in conflict resolution?
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Unit 7: Group Decision Making

Learning Outcomes:

Students will be able to define the nature and meaning of decision-making.
Students will be able to identify the phases of the decision-making process.
Students will be able to analyse techniques for group decision-making.

Students will be able to evaluate the advantages and disadvantages of group
decision-making.

Students will be able to implement effective group decision-making strategies in

real-world scenarios.
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Structure:

7.1
7.2

7.3
7.4

7.5
7.6
7.7
7.8

Nature and Meaning of Decision Making
Phases of Decision-Making Process

e Knowledge Check 1

e Outcome-Based Activity 1
Techniques for Group Decision Making
Advantages and Disadvantages of Group Decision Making
e Knowledge Check 2

e Outcome-Based Activity 2

Summary

Keywords

Self-Assessment Questions

References / Reference Reading

7.1 Nature and Meaning of Decision Making

Making decisions is an essential part of organisational behaviour and management. It
involves deciding which course of action, out of a range of options, is optimal to
accomplish a particular objective or address a specific issue. This procedure is essential

for decisions made at all organisational levels, from lower-level employees' operational

choices to top management's strategic decisions.

Definition and Importance

According to the decision-maker's values, preferences, and beliefs, decision-making is
the process of recognising and selecting options. It is essential to the management

process since managers' decisions have a significant impact on an organisation's

SucCcCcess.
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It is impossible to overestimate the significance of decision-making in management.

Decision-making impacts an organisation's strategy, structure, and culture, among other

things. Making wise decisions guarantees that resources are allocated effectively,

objectives are fulfilled, and the company maintains its competitiveness.

Types of Decisions

Decisions can be categorised based on their nature and impact:

1.

Strategic Decisions: These are big decisions that will affect how the organisation
develops over time. They involve significant resource commitments and are made
by high management.

Tactical Decisions: These decisions are medium-term ones that support the
execution of strategic plans. They typically involve resource allocation and are
made by middle management.

Operational Decisions: These are short-term decisions that affect day-to-day
operations. Lower-level managers and employees make them and involve routine

tasks.

Factors Influencing Decision Making

Several factors influence decision-making in organisations:

o

Information: The availability and quality of information play a crucial role in
decision-making. Accurate and timely information helps managers make informed
decisions, while incomplete or inaccurate information can lead to poor choices.
Experience: Having handled similar circumstances in the past, managers with
greater experience are likely to make better decisions because of their previous
experience. For example, Infosys's experienced executives can handle difficult
client discussions by drawing on their vast industry knowledge.

Cognitive Biases: Cognitive biases that cause managers to depend on faulty
reasoning or lack of proof, such as confirmation bias, anchoring, and excessive
trust, may cloud decision-making.

Organisational Culture: The values, norms, and practices within an organisation
can influence decision-making by shaping the attitudes and behaviours of its
members.

External Environment: Market Conditions like competition and changes in
legislation are likely to influence decision-making because they represent either
opportunities or threats in the internal and external environments within which

managers work.
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7.2 Phases of Decision-Making Process

The decision-making process consists of several phases, each of which may include
distinct activities and issues. Knowing the various stages helps managers make more
systematic and effective decisions.

Identifying the Problem

The first step to decision-making involves being able to identify the opportunity or the
challenge which requires a decision. This consists in finding out what form the problem
takes or just admitting there is a situation that needs to be addressed. Due to this, an
accurate definition of a problem is crucial since it sets the foundation for the process of
decision-making.

Gathering Information

The second part focuses on the collection of information once the actual issue is found.
This includes data gathering, facts, and information that will promote the eventual
analysis of the problem and formulation of ideas on how to solve it. Information can be
collected both internally, through records and documents, and externally, through
market surveys and expert advice.

Generating Alternatives

The managers analyse and discuss the identified problem further and develop a list of
potential solutions. The idea is to generate possible solutions for consideration and
evaluation. During this phase, decision-makers must be creative and open-minded in
considering all possible solutions to the problem.

Evaluating Alternatives

After a list of alternatives has been generated, the following step requires one to analyse
each of the other options. This involves reviewing the survivability, costs, benefits, and
risks of each option. For this evaluation, different tools and approaches, such as decision
matrices, SWOT analysis, and cost-benefit analysis, can also be used.

Choosing the Best Alternative

Managers decide which option is the most effective and efficient in achieving the aims.
Some factors to consider in making this decision include the organisation’s strategic
objectives, values, and limitations. It is also essential to identify the impacts that the
chosen alternative will have, both in the short run and the long run.

Implementing the Decision

The next step is to implement the decision as soon as it has been taken. In this case, this
involves developing an action plan, determining responsibilities, and sharing resources

to ensure that the decision is put into application successfully. To avoid confusion and
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ensure that all the parties involved understand the goals and plans set, proper
coordination and communication are essential in this phase.

Monitoring and Evaluating the Results

The final stage of the decision-making process comprises monitoring and evaluating
decision outcomes. It also includes considering whether the decision facilitated
development, assessing outcomes, and evaluating whether the decision achieved the
intended results. If the decision does not yield the intended outcomes, managers might

be required to go back to previous steps and correct them.

e Knowledge Check 1
Fill in the Blanks.

1. Decision-making can be defined as the process of selecting the best course of

action from several to achieve a specific goal or solve a problem.
(alternatives)
2. decisions are long-term decisions that shape the direction of the

organisation and are made by top management. (Strategic)

3. The first phase in the decision-making process is the problem or
opportunity that requires a decision. (identifying)

4. In the decision-making process, gathering relevant involves
collecting data, facts, and insights to understand the problem and generate

potential solutions. (information)

e Outcome-Based Activity 1
Identify a real-life decision you recently made and describe the process you went

through, from identifying the problem to choosing the best alternative.

7.3 Techniques for Group Decision Making

Decision-making in a group involves at least two people coming together to collaborate.
This may help in making better-informed and well-rounded decisions because it utilises
the group’s knowledge and experience as well as individual perspectives. Several
approaches can be employed to enable the group decision-making process.
Brainstorming

In the business environment, the usual way of thinking is applied for idea generation
and problem-solving in a group. It allows the group members to speak out their ideas

freely without being denied or punished, leading to creativity and originality. The main
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goal is to create as many ideas as possible so that they can be evaluated and worked on
at some point in the future.

Nominal Group Technique (NGT)

The Nominal Group Technique (NGT) is one of the most structured approaches to
decision-making, where ideas are developed and ranked by the group members. It
involves each group member coming up with ideas on their own and then presenting
them to the rest of the members. The ideas are cleared and debated by the members
before each of them sorts them as per their preference. The various options are then
ranked, and the rankings are tallied to arrive at the most preferred choice.

Delphi Technique

The Delphi Technique is a useful method of settling disagreements with other experts.
It can involve conducting several surveys or questionnaires with the experts, who will
only provide their opinions and feedback anonymously. This is done until there is
agreement among the group members after the responses are aggregated and presented

to the group.

Multi-Voting

Multi-voting is a strategy that can help reduce a list of items since the group members
can vote for the desired choices. Each participant has a predetermined number of votes
that they can allocate to the candidates of their choice. The options most preferred
receive the highest number of votes and are the most prioritised.

Consensus Mapping

Consensus mapping can be explained as the process of developing a clear sketch of the
group's ideas and consensus. It is used to seek consensus and pin the differences and
similarities to arrive at a resolution. Finally, all the members of the group develop a

decision map that indicates the decision and the related components and interactions.

7.4 Advantages and Disadvantages of Group Decision Making

In implementing this strategy, managers should consider the advantages and
disadvantages of the group approach.

Advantages of Group Decision-Making

o Enhanced Creativity and Innovation: Group decision-making means multiple

people are involved and come up with ideas, which leads to an increased number of
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creative solutions. The sharing of ideas, especially during group discussions, can
lead to the creation of ideas that no one else would have generated alone.
Improved Information and Knowledge: Some types of information and knowledge
can be attainable only through groups while they are not accessible to individuals.
People within a group can provide each other with their knowledge and opinions,
achieving more effective and accurate results.

Increased Commitment and Buy-In: Decision-making also ensures that those in the
group have ownership of the decision made and are willing to implement the
decision. Perhaps this may lead to higher levels of collaboration and motivation.
Enhanced Problem Solving: Teams can take advantage of the variations in skills,
talent and experiences of members and solve complicated issues more efficiently. It
makes sense to propose a cooperative approach because it can lead to deep

consideration of all aspects.

Disadvantages of Group Decision-Making

o

Time-Consuming: One of the disadvantages of group decision-making is that the
task might be time-consuming, particularly where the number of members or the
issue at hand is large. Group decision-making is slower when compared to
individual decision-making, as people have to air their opinions, consider other
opinions and finally arrive at a consensus.

Potential for Conflict: Disputes may emerge in a group, and this is especially
common when the individuals possess differing beliefs, values, or motivations.
Managing these disputes is sometimes challenging and can also hinder the process
of making decisions.

Groupthink: Groupthink is a type of decision-making that leads to wrong outcomes
as a result of group conformity. They could suppress dissenting opinions and not
consider risks that could harm the unity of the organisation.

Dominance by a Few Members: Unfortunately, sometimes, certain individuals may
have more influence on decision-making than others, creating inequality. This leads
to decisions not being made with the best perspectives and inputs from all the group
members.

Risk of Social Loafing: In social loafing, certain group members put less effort into
a project, like studying for an exam, because they think other colleagues will cover
for them. This can also lead to a situation where the overall productivity and

efficiency of the group are affected.
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Knowledge Check 2

State True or False.

1. Brainstorming is a technique for generating ideas in a group setting without any
criticism or judgment. (True)

2. Group decision-making always leads to quicker decisions compared to
individual decision-making. (False)

3. The Nominal Group Technique involves generating and prioritising ideas
independently before sharing them with the group. (True)

4. Groupthink occurs when group members actively seek out and consider

dissenting opinions. (False)

Outcome-Based Activity 2
Create a list of at least five potential solutions for a common problem, such as
reducing plastic waste, and discuss them with a partner using one of the group

decision-making techniques mentioned in the text.

7.5 Summary

Decision-making is the process of selecting the best course of action from a set of
alternatives to achieve specific goals. It is crucial in management to influence
organisational strategy, structure, and culture. For example, a company's decision
to diversify its product line can determine its future market position.

Operational, tactical, and strategic choices are only a few examples. Tactical
decisions carry out strategic plans, operational decisions manage day-to-day
operations, and strategic decisions determine the organisation's long-term course.
Every category has an individual impact on the organisation.

The decision-making process begins with identifying the problem or opportunity,
which involves recognising and defining the issue that needs addressing. Accurate
problem identification sets the foundation for effective decision-making.
Brainstorming encourages free thinking and creativity by allowing group members
to share ideas without judgment. It is effective for generating a wide range of ideas,
which can later be evaluated and refined.

The Delphi Technique achieves consensus among experts through a series of
anonymous questionnaires, allowing for unbiased input and thorough vetting of

ideas. It is particularly useful for strategic and policy-related decisions.
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Group decision-making enhances creativity and innovation by bringing together
diverse perspectives and ideas. This collective brainstorming can lead to unique
solutions that individuals might not have thought of on their own.

Potential disadvantages also include the risk of groupthink, where the desire for
harmony leads to poor decision-making and dominance by a few members, which
can result in an imbalance in participation and decisions that do not fully reflect all

Views.

7.6 Keywords

Decision Making: the process of selecting the optimal plan of action from several
options to accomplish a particular objective or address an issue.

Strategic Decisions: Top management's long-term decisions that influence the
organisation's overall course.

Brainstorming: a group technique that promotes creativity by allowing members
to generate a wide range of ideas without passing judgment.

Groupthink: a situation where silencing dissenting opinions results in poor
decision-making due to the desire for group unity.

Nominal Group Technique (NGT): an organised approach to group decision-
making that involves individually developing and ranking ideas before group

debate.

7.7 Self-Assessment Questions

1.

2
3
4.
5

What are the key phases in the decision-making process?

How does strategic decision-making differ from operational decision-making?
What are the main advantages of using group decision-making techniques?
How can cognitive biases affect the decision-making process?

Explain the Nominal Group Technique and its benefits.
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Unit 8: Control in Organisations

Learning Outcomes:

Students will be able to define control and its importance in organisations.
Students will be able to identify and explain the elements of the control process.
Students will be able to evaluate various methods and techniques of control.
Students will be able to analyse different types of control systems.

Students will be able to apply knowledge of control systems to real-world

organisational scenarios.

Structure:

8.1
8.2

8.3
8.4

8.5

Meaning of Control

Elements of Control Process

e Knowledge Check 1

e OQOutcome-Based Activity 1
Methods and Techniques of Control
Types of Control Systems

e Knowledge Check 2

e QOutcome-Based Activity 2

Summary

88



8.6 Keywords
8.7 Self-Assessment Questions

8.8 References / Reference Reading

8.1 Meaning of Control
The systematic process by which management makes sure that organisational
operations are in line with the set plans and objectives is referred to as control in
organisations. Achieving the intended results involves keeping an eye on performance,
comparing it to the established criteria, and making appropriate adjustments. An
important management function which ensures efficient and economical utilisation of
the resources available helps in maintaining quality and enhancing the performance of
an organisation is control.

o Control is an essential element in all management processes. This is the feedback
mechanism that relates to the planning, organising and leading roles in a business.
Control is important for managers since it helps them to identify many problems
and, with them, make informed decisions and respond to changes in the business
environment. In other words, control enables organisations to remain focused and
make the necessary adjustments that can help them realise their objectives.

o Control also has a vital part to play in ensuring uniformity and consistency when
providing a product or service. For example, in a manufacturing environment,
quality assurance measures must be put in place to guarantee the quality of a product
that is taken to the end users. This not only helps to meet and exceed the customers’
expectations but also contributes to increasing the brand recognition of the product.

o Effective control systems involve specific control measures, appropriate feedback
on performance and timely remedial measures. They offer a systematic method of

handling the unpredictabilities and challenges within the enterprise. This ensures
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that all organisational activities are aligned with the objectives and that the goals

are achieved efficiently and effectively.

8.2 Elements of Control Process

The control process in organisations is normally composed of several crucial factors,
and all these aspects are essential to ensure the continuation of the operation of the
organisation. Some of these components include setting standards, evaluating and
comparing organised performances against these standards and taking action to address
any discrepancies.

Establishing Standards

The first part of the control process is setting the performance standards. These gauge
real performance, and they work more like guidelines or standards. It is important to
note that standards may involve quality standards like customer satisfaction standards
and quality requirements or Quantitative standards like production standards, sales
standards and budget constraints.

Measuring Performance

The next step after defining the standards is to evaluate the actual implementation as
well as the outcome. This involves the collection of information on many sides of
organisational activity and comparing the same to standards. Different methods of
measuring performance include observing the performance, reporting on the
performance, and performing performance checks through audit and performance
appraisal. To pinpoint inefficiencies and ascertain whether or not organisational
operations are adequate, measurement is essential.

Comparing Performance with Standards

The next step of the process comes once performance has been measured, which is to
compare the level of performance against the set standards. It helps in determining these
deviations, whether they are good or negative. Negative deviations draw attention to
areas that are not meeting the expected projections, while positive deviations indicate
that performance was higher than projected figures. This step is important in the sense
that it can help find some problems and problematic regions.

Taking Corrective Action

The final step of the control process involves taking corrective measures to the
deviations observed. The purpose of corrective actions is to achieve improved
performance with regard to compliance with the standards. This could mean altering

the ways in which things are done, moving money around, providing more training, or
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even altering the standard if it is found to be unfair. It enables the problems to be quickly
solved and ensures more enhanced organisational performance by implementing

corrective action.

e Knowledge Check 1

Fill in the Blanks.

1. Control in organisations is a systematic process that involves monitoring
performance, comparing it with established , and taking corrective
actions when necessary. (standards)

2. Measuring performance requires collecting on various aspects of
organisational activities and comparing them with the set standards. (data)

3. Comparing actual performance with established standards helps identify any

, whether positive or negative. (deviations)

e Outcome-Based Activity 1
List three real-world examples of control systems in organisations and briefly

describe how each system helps achieve organisational goals.

8.3 Methods and Techniques of Control

Organisations use various methods and techniques to control their activities and ensure
that they meet their objectives. These methods can be broadly classified into traditional
and modern techniques.

e Traditional Techniques

Traditional control techniques have been used for many years and are well-established
in organisational practice. They include budgetary control, financial control, standard
costing, and internal audits.

Budgetary Control

Preparing budgets and using them as a tool to regulate organisational operations is what
controlling spending involves. Budgets give the company a financial roadmap by
defining anticipated revenue and expenses for a given time frame.

Financial Control

Financial control covers a wide area of the strategies that may be utilised in monitoring
and controlling an organisation’s funds. This is done through methods such as financial
statement analysis, ratio analysis and financial auditing. These techniques assist

management in evaluating the financial position of the organisation, checking the level
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of compliance with financial laws, regulations, and standards, and making sound
financial decisions.

Standard Costing

Standard costing includes developing a standard cost of manufacturing a product or
delivering a service that is compared to the actual price. Any variation of these costs
from the standard costs is reviewed to understand what caused the variation, and then a
solution to the cause is implemented. Standard costing is common in manufacturing

industries to regulate production costs and optimise efficient expenses.

Internal Audits

Internal audits are a type of audit whereby a team within an organisation reviews the
organisation’s operations and processes on a pre-determined time basis. The audit team
also looks at the internal controls to determine their adequacy and defines the
improvements needed or the non-compliance with the policies and regulations.

e Modern Techniques

Other advanced control techniques have developed over time due to the shifting
business environment and the development of control technologies. The noted
techniques include Management Information Systems (MIS), the balanced scorecard,
Total Quality Management (TQM), and benchmarking.

Management Information System (MIS)

Some computer-based systems, referred to as management information systems (MIS),
provide managers with the information required for sound decision-making. Because it
collects, organises and disseminates information on various organisational activities,
MIS may help managers observe performance, analyse trends and even make timely
responses to changes. MIS is useful in control because it enhances the accuracy of
information and timeliness.

Balanced Scorecard

The balanced scorecard as a strategic management system has a perspective that
analyses organisational performance with four views, including financial, customer,
internal business process, and learning and growth KPIs. In other words, the balanced
scorecard is used to manage performance and can help organisations achieve better
performance since performance is in line with a set strategy. This is done by making a
compromise on different angles of approach.

Total Quality Management (TQM)
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Total Quality Management (TQM), on the other hand, is a method of continuing
improvement that is applied company-wide, where employee participation focuses on
improving efficiency and customer satisfaction. TQM is a process of defining quality
requirements, comparing process performance to these requirements, and instituting
improvement processes. The application of principles such as Lean manufacturing and
Six Sigma are also in a position to help organisations enhance quality, reduce defects

and enhance customer satisfaction.

Benchmarking

Benchmarking can be defined as the activity of comparing an organisation’s
performance to other organisations or the metrics that measure performance. Through
benchmarking, organisations can notice discrepancies in performance and study the
experiences of other organisations to optimise their function and increase performance.
When it discusses benchmarking, it means that benchmarking can be used to assess the

processes, products, and services of an organisation.

8.4 Types of Control Systems

They include the following types of control systems based on the scope, timeliness, and
purpose of control in organisations. Recognising these classifications of control systems
helps the manager in choosing the appropriate control mechanisms for various
organisational environments.

Feedforward Control

Feedforward control, also known as preventive control, is a positive approach to
preventing certain things from occurring. This kind of control is based on the
identification of potential issues that may arise and prevent them from happening.
Feedforward control is particularly useful when decisions have to be made quickly to
minimize risk in volatile and uncertain environments.

Concurrent Control

Real-time control, also referred to as simultaneous control, is the type of control where
activities are observed and regulated as they take place. This particular control enables
the managers to make corrections and changes as activities progress to keep them on
track. Concurrent control is also useful in situations where timely information and fast
action are essential for business success.

Feedback Control
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Feedback control also referred to as post-action control, involves the assessment of the
results of organisational activities and the subsequent use of such results in the
modification of managerial activities. This type of control is about reviewing previous
performance data in order to determine strengths and weaknesses. Feedback control
helps to establish a learning culture and organisational development.

Bureaucratic Control

Bureaucratic control is the use of official written and communicated policies, standards,
and instructions to manage organisational processes. This type of control makes certain
that all employees stick to the organisational policies and standards by having a strong
top-bottom authority and reporting system. Bureaucratic control is also efficient in large
and complex organisations where much importance is placed on standardisation.

Clan Control

Clan control is based on the culture of the organisation, which involves the use of
values, beliefs, and norms to coordinate the activities of the organisation. This type of
control is based on social and cultural values in the organisation, where employees are
expected to work under obligations which are expected of them due to their membership
in the organisation. Clan control is most useful in organisations with strong cultures and
team-oriented work environments.

Market Control

Market control utilises outside market forces like competition and prices to maintain
organisational activities. This type of control is based on the ability of the market forces
to control the behaviour and performance of organisations to ensure they operate
competitively and effectively. Market control is good for industries with high

competition and market dynamics.

e Knowledge Check 2

State True or False.

1. Budgetary control involves preparing budgets and using them as a tool to
control organisational activities. (True)

2. Total Quality Management (TQM) focuses solely on financial performance and
ignores customer satisfaction. (False)

3. Clan control relies on shared values, beliefs, and norms to regulate
organisational activities. (True)

4. Feedforward control involves taking corrective actions after problems have

occurred. (False)
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Outcome-Based Activity 2
Identify a modern control technique used in businesses today and explain how it

improves organisational performance.

8.5 Summary

Organisation control involves measuring and comparing organisational activities
with the intended plans and objectives and taking corrective action in order to
achieve specific goals. This is important for proper resource management,
compliance with quality standards, and general improvement.

The first step in the control process is the setting of standards, which are the baseline
for measuring actual performance. Standards can be of different types, including
quality standards, such as customer satisfaction standards, and quantity standards,
such as production standards.

Performance appraisal is the process of assessing organisational activities with the
aim of comparing them with the established standards. This is important to measure
the deviations and effectiveness of any implementation.

A process of recognising differences and potential for enhancement in relation to a
specific set of benchmarks. Corrective actions are then implemented to rectify
problems, sustain improvement, and ensure compliance with the organisational
goals.

Feedforward control aims to prevent problems from happening by identifying
potential problem areas and taking corrective action to avoid them, which is
effective in conditions of change.

Feedback control assesses the results of actions and uses feedback for the purpose
of control, which is based on the assessment of past performance as well as the

identification of the positive aspects and the less favourable aspects of performance.

8.6 Keywords

Control: The formal structure within organisations for the purpose of comparing

and monitoring activities as well as having corrective measures.

95



Performance Standards: Refers to the standards that have been laid down by
organisations, numerical or otherwise, against which actual accomplishment is
compared to determine whether or not it complies with set goals.

Budgetary Control: One of the older forms of control that involves the creation
and utilisation of budgets for overseeing and regulating organisational financial
performance.

Management Information Systems (MIS): Automated tools for collecting,
processing, and disseminating information to provide the manager with up-to-date

information to support decision-making.

8.7 Self-Assessment Questions

1.
2.
3.

What is the role of control in organisational management, and why is it important?
Explain the process of establishing performance standards and its significance.
Describe how performance is measured and the importance of accurate data
collection in the control process.

Compare and contrast traditional and modern control techniques.

What is feedforward control, and how does it differ from feedback control?
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Unit 9: Motivation in Organisations

Learning Outcomes:

Students will be able to identify various theories of motivation.

Students will be able to explain the applications of different motivation theories in
organisational settings.

Students will be able to analyse different motivational strategies used in
organisations.

Students will be able to differentiate between intrinsic and extrinsic motivation.
Students will be able to evaluate the effectiveness of intrinsic and extrinsic

motivation in enhancing employee performance.

Structure:

9.1 Theories of Motivation

9.2 Applications of Motivation Theories
e Knowledge Check 1
e Outcome-Based Activity 1

9.3 Motivational Strategies

9.4 Intrinsic and Extrinsic Motivation
e Knowledge Check 2
e QOutcome-Based Activity 2

9.5 Summary

9.6 Keywords

9.7 Self-Assessment Questions

9.8 References / Reference Reading
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9.1 Theories of Motivation
The topic is a key part of organisational behaviour since motivation plays a critical role
in shaping employees’ performance levels as well as their level of satisfaction. In this
unit, the theories of motivation have been discussed in detail. They help the managers
understand factors concerning motivation and how they can enhance the performance
of their subordinates. It is necessary for those who are working on motivation with the
help of theories to understand these theories to provide proper motivational approaches
in different organisations.

Maslow's Hierarchy of Needs

Abraham Maslow’s hierarchy of needs is among the most significant theories on

motivation. According to Maslow, human wants are arranged in a hierarchy from the

most elemental level, which is physiological, to the highest level of needs, which is
self-actualisation. He says that people have to fulfil these requirements in a sequence.

1. Physiological Needs: These include the necessities that man needs, such as clothes,
food, water, and shelter. This results in reasonable wages, suitable working
conditions, and adequate breaks at the workplace. For instance, an organisation can
guarantee the provision of clean water to drink, proper ergonomic chairs and desks
to work on, and freedom to take breaks at some point during working hours.

2. Safety Needs: Blessed are those who fulfil the necessities of life’s physiological
needs since the next need is security and safety. This includes medical and welfare,
organises working conditions, and employment. Employers can meet these
demands by paying for full medical premiums, adhering to safe working conditions
policies, and providing job security.

3. Social Needs: These needs are commonly called belonginging needs; these include
love, the feeling of belonging, and interpersonal associations. This can be in a
workplace context through facilities that enable the engagement of social networks,
now workable collaboration and team activity.

4. Esteem Needs: These needs include the need to defend one’s self-respect and the
need to attain recognition or achieve a goal. People in organisations look for
acknowledgement and appreciation for the work done. These needs can be met by
acknowledging achievement, offering positive reinforcements and ensuring that

employees are provided with paths that lead to promotion.
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5.

Self-Actualisation Needs: The process of self-actualisation, which is the highest
level of hierarchy, is the realisation of an individual’s talents and abilities. As in
every level of organisation, employees at this level get opportunities, interesting
tasks, and development opportunities. By encouraging innovation, providing
professional development opportunities, and creating a workplace that allows

employees to follow their passions, employers can support self-actualisation.

Herzberg's Two-Factor Theory

Frederick Herzberg's theory, which is often referred to as the Motivation-Hygiene

Theory, divides factors into two categories: those that lead to job satisfaction and those

that lead to unhappiness. According to Herzberg, motivation and job satisfaction are

influenced by two sets of different factors:

1.

Hygiene Factors: The work environment is influenced by these external factors.
Although their absence can cause anger, they don't always motivate employees.

MotivatorsThese variables are inherent to the nature of the task. Recognition,
accountability, success, and opportunities for development and progress are some

of them.

McClelland's Theory of Needs

In organisational settings, David McClelland's Theory of requirements focuses on three

main requirements that influence human behaviour:

1.

Need for Achievement (nAch): This requirement involves a drive to succeed and
reach challenging objectives. People who have a high demand for achievement look
for projects that are challenging but feasible, and they prefer to accept
accountability for their actions.

Need for Affiliation (nAff): This urge relates to the demand for intimate and cordial
interpersonal connections. It deals with including people, which is one of the major
needs of individuals who have a high level of the need to belong. I favour
opportunities for social contact and teamwork, and I perform best when called upon
to work in groups.

Need for Power (nPow): This drive is undertaken by the need to interact with
others and attempt to manipulate them. There may be individuals who have a great
desire for power as they obtain authority and control as well as the chance to

perform responsible tasks. The desire to be liked and be in charge fuels them.

Vroom's Expectancy Theory
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Three factors influence motivation, according to Victor Vroom's Expectancy Theory:

the cultural theories of attitude structure defined them as having expectancy, valence,

and instrumentality. This idea postulates that for people to act in a certain way, they

must believe that their actions will have the desired outcomes.

1.

Expectancy: This is a belief that hard work yields a good outcome in performance.
It is affected by encouragement, structures/methods and confidence/self-reliance.
Instrumentality: This is a perception that one will receive certain outcomes or
reinforcements for performing a given task. Some of the factors that are affected
include the degree of transparency, reliability of the management, and the entire
organisational culture.

Valence: The importance attached to the perceived rewards is known as Valence.
There is something in it for everyone, and taste, choice, and the requirements of an

individual play a significant role.

Self-Determination Theory

Edward Deci and Richard Ryan’s Self-Determination Theory (SDT) helps explain the

significance of internal and external motivation. People are motivated by the need for:

1.

Autonomy: It is the need to feel that one is the master of one’s actions. I wish to
state that when people are given freedom over the decisions on what to do at the
workplace, they become motivated.

Competence: The demand for feeling as useful and productive in one’s exertions.
Personnel who believe that they can achieve their goals and be very influential are
motivated.

Relatedness: The need for social identity. A human being is willing to work when
they feel like they belong and have a well-formed interpersonal relationship. When
the company creates and sustains a workplace environment that is amiable and
supportive, it enhances employee’s belongings. There is also a virtual sense of
oneness in employees, which can be fostered through the use of features like

teamwork, organising social events among employees, collaboration, etc.

9.2 Applications of Motivation Theories

Knowledge of motivation theories is foundational to helping managers develop correct

approaches towards rewarding and encouraging people in the workplace. The

application of these theories can enhance job satisfaction, performance, and

effectiveness in the organisation. In this section, you will be able to understand how

various motivation theories can be implemented in an organisational context.
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Applying Maslow's Hierarchy of Needs

Maslow’s hierarchy of needs in the workplace means that basic requirements are to be

met before going a step further and satisfying the higher-level ones. For example:

1.

Physiological Needs: Pay, conditions, protection, break areas, and eating
arrangements are some of the key requirements that organisations can provide.
Satisfying basic psychological needs among employees might reduce employees’
state of unhappiness and create the foundation for motivation.

Safety Needs: Employers can offer employment security, establish employment
protection and offer employer-provided health care coverage for life. Safety
procedures ensure that employees can obtain employment security through strict
adherence to safety measures, recurrent health and safety training and long-term
contracts of employment.

Social Needs: In employment, organisations can ensure feelings of inclusiveness,
social relations, and teamwork. It is possible to meet the social needs of employees
by increasing interactions with other employees, planning team activities, and
creating a supportive organisational climate.

Esteem Needs: There is nothing that employers cannot do to set an appropriate
work culture, identify and encourage positive behaviour, and ensure that employees
have avenues through which they can grow professionally. Organisations can opt
for recognition programs, promotions, and compliments to satisfy the employees'
esteem needs.

Self-Actualisation Needs: In addition to fostering creativity and innovation,
organisations can provide challenging projects and opportunities for personal
development. Employees can achieve self-actualisation by participating in
professional development programmes, encouraging them to follow their passions,

and creating a supportive workplace.

Implementing Herzberg's Two-Factor Theory

On its part, to enhance satisfaction, managers should focus on both hygiene factors and

motivation factors based on Herzberg’s Two Factor Theory. Useful applications consist

of
1.

Improving Hygiene Factors: Provision of adequate wages, equal treatment and
non-discriminatory employee policies, safety measures at the workplace, and the

firm’s stability to curb employee grievances.
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2. Enhancing Motivators: Ensuring that there is an organisation enabling people to
gain recognition, take responsibility, feel achievement, and develop to improve job
satisfaction and motivation.

Leveraging McClelland's Theory of Needs

From McClelland’s Theory of Needs, different needs dominant to the employees can be
highlighted in order to achieve improved performance in the organisation. Managers
can:

1. Need for Achievement: Offer complex and demanding assignments, clearly define
objectives, and offer performance feedback to those workers who are motivated by
achievement.

2. Need for Affiliation: Create cultures of collaboration, support teamwork, and
ensure that organisational culture promotes social contacts for employees who seek
people-orientation.

3. Need for Power: Promote positions of authority and responsibility and entrust and
engage these employees in decision-making.

Utilising Vroom's Expectancy Theory

The first step in the implementation of Vroom’s theory of expectation relates to the

appreciation of employees regarding the relations between effort, performance and

rewards. Supervisors are able to:

1. Enhance Expectancy: Ensure the employees receive the organisational resources,
training, and encouragement, which makes the employee understand that the
exerted effort will produce the desired organisational performance.

2. Increase Instrumentality: Develop open channels for appraisal of subordinates’
performance and ensure subordinates know that performance determines rewards.

3. Maximise Valence: Learn what rewards are desirable to the employees and ensure
that the incentives that are offered are those that the employees will appreciate.

Applying Self-Determination Theory

An environment that encourages independence, skill, and connection can be created in

order to put theory into practice. Supervisors are able to:

1. Promote Autonomy: Allow employees to have control over their tasks, provide
opportunities for decision-making, and encourage creative problem-solving.

2. Build Competence: Offer training and development programs, provide
constructive feedback, and set achievable goals to enhance employees' skills and

confidence.
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3. Foster Relatedness: Create a supportive and inclusive work culture, encourage

collaboration, and build strong interpersonal relationships within the team.

e Knowledge Check 1

Fill in the Blanks.

1. According to Maslow's Hierarchy of Needs, once physiological needs are met,
individuals seek needs. (Esteem)

2. Herzberg's Two-Factor Theory distinguishes between hygiene factors and

. (Motivators)

3. McClelland's Theory of Needs identifies the need for achievement, the need for
affiliation, and the need for . (Power)

4. Vroom's Expectancy Theory suggests that motivation is a function of

expectancy, instrumentality, and . (Valence)

e Outcome-Based Activity 1

Identify and list two real-life examples of how Maslow's Hierarchy of Needs can

be applied in a workplace setting.

9.3 Motivational Strategies

Increased and efficient motivation of employees helps to optimise the employees’

participation as well as boost the employees’ morale and effectiveness. It is because

these can be designed to respond to the demands and desires of the employees in an

organisation to obtain the most effective and motivated workforce.

Goal Setting

This means that you have a vision as to what you want to achieve, and you work towards

meeting that vision, which is commonly referred to as the process of goal setting.

Effective goal setting can:

o

Provide Direction: Missions provide a direction to employee engagement
because having a clear vision of what one needs to accomplish is important to
guide efforts towards achieving specific results.

Enhance Performance: Challenging targets were found to motivate employees
to work harder and to sustain their efforts in overcoming difficulties because it is

a good thing to work hard to achieve challenging objectives.
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o Boost Motivation: On the other hand, realising set goals offers a feeling of
achievement, encouraging the positive behaviour that was expected and, hence,
grabs the attention of the learners.

Rewards and Recognition

Another motivational tool that must be considered is appraisal and the provision of
incentives for employees. Reward and recognition strategies are one of the most
effective ways of

o Increase Job Satisfaction: Rewarding performance can increase and boost the
satisfaction of the employees as per the expectations of the company.

o Boost Morale: Motivating the employees may increase productivity and create
a friendly atmosphere in the company.

o Encourage High Performance: In a company, there is always a need to
motivate the employees in order to perform well. Hence, rewards are awarded
to those employees who perform well in their duties. Different strategies can be
developed to ensure high performance, and one of these is a sales promotions
scheme to meet sales objectives.

Employee Empowerment
Delegating workload and decision-making authority to the employees can improve
motivation and the level of satisfaction. Employee empowerment involves:

o Delegating Authority: This approach can also motivate employees and make
them take personal responsibility for their jobs as well as manage them to the
optimum.

o Providing Autonomy: Enabling the workers to decide how exactly they are
going to complete the remaining tasks at their workplace can enhance intra-
work motivation.

o Encouraging Participation: The use of employees in decision-making may

help them feel valued, and hence, they work hard and are more focused.

Training and Development
The training and development of employees can significantly boost motivation. The

effective strategies for training and development are as follows:
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o Offering Skill-Building Opportunities: Training programmes help to expand
employees’ knowledge and improve their attitudes toward the work done,
increasing their confidence and competence.

o Supporting Career Advancement: Several strategies can be used to enhance
the commitment of employees to work hard and focus on the achievement of
long-term organisational objectives, one of which is providing them with
necessary training and development.

o Providing Continuous Learning: The latter can be effective in its attempt to
increase employees’ engagement and motivation in order to improve their
performance through creating a learning culture. Employees, for example, in a
software company, would benefit from having access to online training
workshops and classes.

Work-Life Balance

The development of programs and policies that support work-life balance is crucial for
maintaining personnel levels of engagement and quality of working life. Measures
aimed at increasing WLB can be divided into the following categories:

o Flexible Work Arrangements: the possibility of working from home, working
shifts, flexible hours, contractual work, etc., can assist employees in balancing
their work and family responsibilities.

o Encouraging Time Off Ensuring the available time norms of working breaks,
holidays, and time off is useful for preventing stress and increasing general
health.

o Supporting Employee Well-Being: Focusing on the well-being of employees
by offering them tools for proper personal nutrition, physical activity, or

counsellor services will positively impact their desire to work.

9.4 Intrinsic and Extrinsic Motivation

The two major types of motivation can help in the development of proper motivating
strategies for organisations. Both intrinsic and extrinsic motivation have a considerable
impact on the employees * behaviour and their performance.

Intrinsic Motivation

Intrinsic motivation, on the other hand, is a form of motivation that comes from within
and is to perform an activity for the fun of it. Some of the features of intrinsic motivation

include;
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Personal Satisfaction: This means that employees work for the pleasure of
working and the satisfaction that they derive from the work that they do.
Interest and Passion: All the workers are motivated and enthusiastic about their
work and the tasks they are assigned to do.

Self-Determination: It increases the employees’ feelings of being in control and

self-directed at their workplace, increasing their motivation levels.

Extrinsic Motivation

Intrinsic motivation is doing something because the individual has an interest in it,

while extrinsic motivation is doing something to get something in return or to avoid

something. Some of the characteristics of external motivation include;

o

External Rewards: Rewards like salary, bonuses, and promotions that are
easily quantifiable are some of the motivating factors for employees.
Recognition and Approval: Part of the needs of employees include recognition
and approval from the supervisors, colleagues, and the organisation.
Avoiding Punishment: Employees also tend to avoid the negative

consequences, which include being punished or losing their jobs.

Balancing Intrinsic and Extrinsic Motivation

The appropriate motivational measures should combine both intrinsically and

extrinsically motivated factors to improve staff performance. On this aspect, managers

can balance this by:

o

Providing Meaningful Work: When the employee finds their job to be
enjoyable, there is a boost in intrinsic motivation among the workers.

Offering Fair Rewards: Material incentive rewards such as high wages,
commission, and other improved remunerations help to boost extrinsic
motivation.

Encouraging Autonomy: Evaluating control theory reveals that employees’
control over their work can boost intrinsic motivation.

Recognising Achievements: Rewarding is important as it boosts both intrinsic

and extrinsic motivation; the recognition of employees’ achievements.

e Knowledge Check 2

State True or False.

1.
2.

Offering fair rewards can enhance intrinsic motivation. (False)
Employee empowerment involves giving employees more control over their

work and decision-making. (True)
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3. Extrinsic motivation is driven by internal satisfaction and personal interest.
(False)
4. Recognising employees' accomplishments can enhance both intrinsic and

extrinsic motivation. (True)

Outcome-Based Activity 2
Think of a job you have held or would like to have. Identify one intrinsic and one

extrinsic motivator that would drive you in that role.

9.5 Summary

The five levels of human requirements identified by Maslow's Hierarchy of
requirements are physiologic, safety, social, esteem, and self-actualisation. Before
progressing to the next level, each must be completed.

The Herzberg Two-Factor Theory identifies motivators—which, when present,
boost job satisfaction and motivation—and hygiene factors, which avert
unhappiness.

The three basic wants that McClelland's Theory of wants focuses on are authority,
connection, and success. According to Vroom's Expectancy Theory, valence,
instrumentality, and expectancy all influence motivation.

Herzberg's theory can be put into practice by strengthening motivators like
recognition and professional development opportunities and hygiene factors like
secure work environments and fair company policies.

According to McClelland's theory, jobs should be assigned in accordance with the
prevailing needs of the employees, such as offering challenging projects to those
who have a strong need for achievement and leadership positions to those who have
a strong need for power.

Goal setting provides clear direction, enhances performance through challenging
objectives, and boosts motivation by giving employees a sense of accomplishment.
Rewards and recognition increase job satisfaction, boost morale, and encourage
high performance through monetary and non-monetary rewards and opportunities
for career advancement.

Employee empowerment, involving delegation of authority and fostering
autonomy, enhances motivation and job satisfaction by giving employees control

over their work and encouraging participation in decision-making.
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9.6 Keywords

Maslow's Hierarchy of wants: A psychological theory of motivation that consists
of a five-tier model of human wants that people strive to satisfy in a particular order,
ranging from physiological to self-actualisation.

Herzberg's Two-Factor Theory: This theory distinguishes between motivators
that increase motivation and job satisfaction and hygiene factors that shield
employees from job dissatisfaction.

Intrinsic Motivation: Motivation that is fueled by personal interest in the work at
hand and internal satisfaction rather than external rewards.

Extrinsic Motivation: Motivation based on external rewards like money, praise, or
avoiding negative outcomes rather than enjoying the work itself.
Self-Determination Theory: This theory of motivation emphasises the
contributions that relatedness, autonomy, and competence make to the development

of inner drive and general well-being.

9.7 Self-Assessment Questions

1.

How does Maslow's Hierarchy of Needs apply to employee motivation in the
workplace?

What are the key differences between hygiene factors and motivators in Herzberg's
Two-Factor Theory?

How can managers use McClelland's Theory of Needs to enhance employee
motivation?

Explain how Vroom's Expectancy Theory can be used to improve employee
performance.

What are the main components of Self-Determination Theory, and how do they

influence motivation?
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Unit 10: Leadership in Organisations

Learning Outcomes:

e Students will be able to explain major leadership theories.

e Students will be able to identify and differentiate various leadership styles.

e Students will be able to analyse the role of leadership in organisational behaviour.
e Students will be able to develop essential leadership skills for organisational

effectiveness.

Structure:
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10.1
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10.6
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Leadership Theories

Styles of Leadership

e Knowledge Check 1

e Outcome-Based Activity 1
Role of Leadership in Organisational Behaviour
Developing Leadership Skills
o Knowledge Check 2

e Outcome-Based Activity 2
Summary

Keywords

Self-Assessment Questions

References / Reference Reading

10.1 Leadership Theories

Leadership theories provide a comprehensive framework to understand the qualities,
behaviours, and situational contexts that contribute to effective leadership. These
theories have evolved over time, reflecting changes in organisational structures,
cultures, and expectations. Analysing these theories allows a student to get an idea

about what makes the leader effective and how the leadership approach may be used in

one or another situation.

Trait Theory

There is a theory known as the Trait Theory, which was one of the first theories of
leadership in organisational management. According to this view, a person who
possesses certain specific traits is regarded as an effective leader. Such attributes as

friendly, truthful, proactive, creative, confident, and tenacious are often highlighted.
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The primary concept is that such characteristics help identify people who would make
good leaders since organisations can recruit likely leaders from the population. For
example, empirical research may find that there is proof showing that leaders prefer
being friendly and open to new experiences.

Behavioural Theory

While ignoring personal characteristics, the behavioural theory asserts that leaders’
conduct is the key to effective leadership. This theory categorises leadership behaviour
into two, namely, task content and relations content. This means that task-oriented
leaders ensure that their subordinates are equipped with what they require to do the task
and achieve the anticipated objectives. People-focused leaders engage with and support
their subordinates to ensure they are healthy, happy, and growing. In the light of
behavioural theory, leadership skills are natural and can only be refined through practice
and experience.

Contingency Theory

Contingency theory suggests that there needs to be a right structure for managing an
organisation. On the contrary, it is the context or the situation that defines a leadership
style as appropriate. Fiedler’s Contingency Model is one of the most famous
contingency theories, which focuses on the fact that the success of a leader depends on
the extent to which he or she matches their leadership style to the requirements of a
given situation. The nature of leadership for any given task, the formal power of the
leader, and the quality of the working relationships that have developed between the
leader and subordinates all combine to determine the ideal leadership style.
Transformational Leadership Theory

The theory of transformational leadership can be defined as identifying the process by
which leaders can mobilize followers to achieve extraordinary performance. To
elaborate, proclaiming future changes to followers and persuading them to embrace the
organisation’s interests over their self-interests is an important aspect of
transformational leadership communication. Their environment is one full of respect,
loyalty, trust, and even admiration often given by those who are younger than them and
can also be their peers. Gandhiji and Mandela are among the leadership icons that
people could associate with transformational leadership because of their ability to
transform society with their visions.

Transactional Leadership Theory

Transaction leadership is predominantly based on a system of punishment and rewards.

Transactional leaders focus on the transactions between the leaders and their
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subordinates, with the message being ‘if you do this, I will do that’, where the followers
receive a reward for meeting organisational goals and objectives. Such leadership type
helps maintain the existing system and ensure that objectives are completed in the best
manner possible. While it may prove conducive in some ways, it may not be as helpful
when it comes to inspiring fancy or real passion.

Transactional leadership involves two primary components: other two are contingent
reward and management by exception. Contingent rewards can be defined simply as
clear expectations established for performance and the use of rewards to acknowledge
workers’ good behaviours. Management by exception requires an organisation to keep
track of its activities with the intention of intervening only in the event of a deviation
from the set standards. This approach can be beneficial in maintaining structure and

avoiding improvisation, but it can also stifle creativity and development.

10.2 Styles of Leadership

Leadership can be defined as the procedures used by leaders to guide followers or
subordinates in an organisation. Knowledge of leadership types enables one to practice
good leadership by choosing the proper one that befits an organisation, achieving the
intended goals and objectives in a healthy working environment.

Autocratic Leadership

While not very active in the team, dictators are the ones who decide for the whole team.
This style is very good in situations where swift decision-making is desirable, such as
in an emergency. For instance, in calamities such as disasters, autocratic leadership is
well suited to make quick decisions in terms of how and where to mobilize the
resources, especially for the enhancement of the rescue mission.

Democratic Leadership

In this type of decision-making, democratic leadership involves the participation of the
teams. Using this type of presidency encourages communication and collaborative
conflict negotiations within the group. This strategy has been said to enhance job
satisfaction and involvement among employees because the latter feel valued through
the suggestion boxes. A democratic leader might engage a group of people and request
their contribution and input when marketing is developing a new strategy to encourage
all employees to pitch in.

Laissez-Faire Leadership

Leaders that comprise the informal type of leadership provide their subordinates with

very few instructions and allow them to work independently. When highly motivated
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people do not require constant supervision, this style is quite efficient. For example, a
laissez-faire manager may approve many choices regarding new solutions by a
proficient research and development department.

Transformational Leadership

Effective communication skills and the remarkable relationship between the leader and
the followers characterize transformational leadership. Leaders must communicate and
enshrine their vision and help the team through issues that come with it.
Transformational leaders are often considered managers of change roles that
organisations need as they move from one phase to another, especially during difficult
periods.

Transactional Leadership

Transactional leaders keep order and work on an organisational culture which mostly
relies on a reward or punishment system. This style is adequate when, in the short run,
achieving certain objectives and perceiving order within an organisation is vital. For
instance, the call centre manager will employ a transactional leadership style to make
sure that several representatives are responding to several customers as possible
following the set protocols.

Situational Leadership

Situational leadership assigns that the least effective mode of leadership may not be
inevitably the least effective always and in every situation. Depending on the needs of
the working team and the peculiarities of the given task, leaders who employ this
approach change something in their actions. For example, when a team member is a
newcomer to the team and requires direction to get things done, a leader would act in
an authoritarian manner; however, when the same person is experienced, the leader

would act in a laissez-faire manner.

e Knowledge Check 1
Fill in the Blanks.
1. Trait theory suggests that certain such as intelligence and integrity,
make a person a good leader. (locations)
2. Behavioural theory focuses on a leader's rather than their inherent
traits. (actions)
3. Autocratic leaders make decisions , without much input from team

members. (unilaterally)
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4. Democratic leadership involves team members in the process.

(decision-making)

e Outcome-Based Activity 1
Identify and list three traits that you believe are essential for effective leadership

and explain why you chose them.

10.3 Role of Leadership in Organisational Behaviour

Leadership is an essential aspect of analysing how an organisation functions and the
behaviour exhibited by its employees. Successful management has a direct correlation
with organisational performance, employees’ well-being and a prosperous
organisational culture.

Influencing Organisational Culture

According to the analysis performed here, leadership greatly impacts the culture of the
organisation. These are some of the factors that set the tone and the company’s
benchmark for attitudes, behaviours, and opinions. Examples of patterns can be a leader
who has a preference for encouraging the company’s employees to be innovative and
to take certain calculated risks: this will ensure that they foster a culture of
experimentation in their company. On the other hand, a leader who is risk-averse and
prefers stability and order would establish a more formal culture.

Enhancing Employee Motivation

Leaders know the needs of their subordinates to ensure that they tap into them and make
them perform optimally. They appreciate the efforts of each employee and the team,
encourage career advancement, and foster a healthy workplace culture. For instance, a
manager who offers workplace feedback and development support will improve the
employees’ morale and productivity.

Facilitating Change

Another interesting fact related to the concept of managing change is that leaders
usually participate in it. They are the ones who indeed perceive the change; they
perceive the resistance, and as change champions, they are expected to provide the
motivation and support required for change to happen. For example, when companies
merge or acquire a company, management can help those involved effectively think
through the existing organisational cultural differences in a way that fosters the

effectiveness of the organisation's merger/acquisition process.
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Building and Maintaining Teams

Leadership is one of the significant keys to integrated and productive teams. Employees
have been known to feel valued as people when the leaders act as mediators, encourage
groups to work together and ensure fairness.

Decision Making and Problem Solving

Managers have the responsibility to make decisions and exercise decisions that affect
the organisation. They have to compare the given choices, analyze the information
received, and make a proper decision. To make sure that multiple viewpoints are
considered, efficient managers engage the team. A leader who engages the team in

meetings before coming to decisions is in a better place to make a fair decision.

10.4 Developing Leadership Skills

Leadership skills are crucial aspects that can help people develop personally and
professionally. The leadership skills of aspiring leaders can be improved through
different ways and measures to increase their ability to perform effectively in various

organisations.

Self-Awareness and Reflection

For any leadership to be effective, it has to start with the self. This is the leader's
awareness of cherished values, influence on subordinates, and their assets and
liabilities. Self-analysis and asking other people for feedback help leaders comprehend
their conduct and potential for personal growth. For instance, to enhance self-
awareness, one should take a leadership journal and also seek feedback from others.
Continuous Learning

Modern leaders are always learning because they understand that they are always young
enough to remember. They ensure that they are acquainted with the current fashion and
practices in leadership and management. This can be attained by going to school to
acquire a degree, attending a workshop, reading books and articles, or engaging in
professional associations. For instance, participation in the leadership development
program or in the conference that takes place in the relevant field may give the
necessary information and abilities.

Mentoring and Coaching

Leadership development is best practised through mentoring and coaching. Mentors
give advice, help and valuable tips based on the knowledge that they have gained over

time. This involves providing individuals with focused instructions and guiding them
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on how they can reach their objectives. For example, leadership professionals have to
interact with a mentor who has tremendous leadership experience to increase leadership
skills by being offered an opinion on how best to tackle a certain leadership challenge.
Experiential Learning

Experiential learning deals with learning by experience and reflecting on what has
happened. Leaders can gain new experiences, which puts them in charge of a project
and engage in leadership training activities. For instance, being on a cross-functional
team project can be helpful in terms of getting a firsthand feel of what it means to lead
diverse teams and how complicated it could be to plan and organize a number of
interdependent tasks.

Emotional Intelligence

El is one of the critical components of leadership. It involves having a sense of emotion
as well as that of the other individuals in a given society. The following are
determinations of highly developed EI: Every individual can manage stress, build
healthy relationships, and effectively navigate social relationships. The EI skills include
empathy, good communication, and self-awareness to work effectively in a team.
Building Resilience

The ability of a person to recover from stress and adversity is generally known as the
strength of resilience. Leaders should be strong so they can persevere through the
situation and not allow pressure to interfere with their decision-making process. It
means that constructing a more resilient outlook implies the formation of a positive
attitude towards daily life, the practice of stress coping, and the search for support if
needed. For example, leaders who are aware of the present and balancing at their
workplace can boost self-care and stress resistance.

Communication Skills

Communication is the foundation of all leadership processes. Communication is
another essential area that requires leaders to be competent in order to express their
expectations, set goals, and give feedback. There are clear objectives, adaptability to
other people, and listening skills required to have great communication skills.
Decision-Making Skills

Decision-making is another vital aspect which requires leaders to make appropriate
decisions at the right time. The decision-making process involves the identification of
information and considering the options and implications of the decisions made in

relation to the organisation and the stakeholders. For instance, practising the decision-
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making frameworks and including the team members in the process results in better
solutions.
Conflict Resolution
It is pertinent to understand that conflict is unavoidable in any organisation. The person
in charge of overseeing the conflict has the responsibility of managing and concluding
the conflict peacefully. To get to compromise solutions, it is also important to establish
the fundamental causes of conflict and encourage people to express themselves. For
instance, leaders may ensure there is no negativity at the workplace and prevent small
issues from escalating any further by offering to solve them amicably.
Building Trust and Credibility
Men of trust and credibility are those who can easily lead people. According to this
principle, leaders should be honest and trustworthy, and they should always lead by
example. Trust implies openness, honouring agreements, and people’s integrity.
e Knowledge Check 2
State True or False.
1. Effective leaders can enhance employee motivation by recognising individual
and team achievements. (True)
2. Transformational leadership is particularly ineffective in times of change.
(False)
3. Leaders should not involve their team members in the decision-making process.
(False)

4. Developing self-awareness is crucial for effective leadership. (True)

e Outcome-Based Activity 2
Write down one personal experience where a leader (teacher, coach, etc.) positively

influenced your motivation and explain how they did it.

10.5 Summary

e Leadership theories provide frameworks to understand the qualities and behaviours
of successful leaders. Trait theory highlights inherent characteristics like
intelligence and integrity, while behavioural theory focuses on leaders' actions
rather than traits.

e Autocratic leaders make decisions unilaterally, which is suitable for crises requiring

quick decisions but may lead to low morale if overused. Democratic leadership
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involves team members in decision-making, fostering engagement and job
satisfaction.

Laissez-faire leadership provides minimal direction and is effective with highly
skilled teams needing autonomy, but may result in a lack of coordination.
Transformational leaders nurture creativity and sustained performance through
ideas and cultivating the subordinates’ development.

Transactional leaders are task-oriented, relying on incentives when addressing
performance issues, which is useful when faced with short-term objectives. This is
because situational leadership involve changing the styles to suit team needs and
the nature of the task being addressed.

It is the leaders’ role to make key decisions based on analysis while including team
members for better and well-balanced decision-making. Seemingly, the
identification, analysis and determination of solutions to complex organisational
issues require strong decision-making and problem-solving skills.

Self-awareness and reflection in leadership are ways of identifying the leader’s
strengths, areas of improvement, and the effects of the leader’s behaviour on
subordinates. The reason is the constant improvement through formal education,
workshops, and professional groups that help leaders stay up to date.

Mentoring and coaching are more targeted and include one-on-one training to help
improve leadership skills through tips and guidance. Experiential learning, on the
other hand, is learning by doing and by challenges and leadership, which has a way
of developing skills.

Emotional intelligence is very important in leadership as it involves self and social
awareness and management of emotions. Organisational citizens should be able to
handle stress, express themselves adequately, and make proper decisions to support

their teams.

10.6 Keywords

Trait Theory: A theory postulating that some inborn traits, such as intelligence and
integrity, predispose one to leadership.

Transformational Leadership: By establishing a strong vision and cultivating an
environment of trust and respect, this leadership style motivates people to

accomplish remarkable things.
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Autocratic Leadership: An autocratic style where the leaders make decisions on
their own. It is useful in emergencies, but if used frequently, it discourages the
workers.

Situational Leadership: A technique that ensures flexibility and adaptability by
having leaders change their leadership style depending on the characteristics of the
team and the specifics of a given project.

Emotional Intelligence (EI): Understanding and controlling one's own emotions
as well as those of others is essential for effective leadership since it helps one forge

lasting relationships and successfully negotiate challenging social situations.

10.7 Self-Assessment Questions

1.

What are the main principles of Trait Theory, and what are its strengths and
limitations?

How does transformational leadership influence organisational culture and
employee motivation?

In what situations is autocratic leadership most effective, and what are its potential
drawbacks?

Explain the key differences between task-oriented and people-oriented leadership
behaviours.

How does situational leadership ensure flexibility and responsiveness in managing

teams?
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Unit 11: Communication in Organisations

Learning Outcomes:

e Students will be able to identify various types of communication within
organisations.

e Students will be able to explain the communication process and its components.

e Students will be able to analyse common barriers to effective communication.

e Students will be able to develop strategies to improve communication in
organisational settings.

e Students will be able to demonstrate effective listening skills in professional

environments.

Structure:
11.1 Types of Communication
11.2 Communication Process
e Knowledge Check 1
e QOutcome-Based Activity 1
11.3 Barriers to Effective Communication
11.4 Improving Communication in Organisations
11.5 Effective Listening Skills
o Knowledge Check 2
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e Outcome-Based Activity 2
11.6 Summary
11.7 Keywords
11.8 Self-Assessment Questions

11.9 References / Reference Reading

11.1 Types of Communication

Communication in organisations is the lifeblood that ensures coordination,
collaboration, and the achievement of collective goals. To fully grasp the multifaceted
nature of communication within a business context, it’s essential to explore the different
types of communication that exist. These can be categorised based on direction,
formality, and method.

e Internal and External Communication

Internal Communication: The process of passing information and messages within an
organisation to the employees is known as internal communication. This type of
communication encompasses interactions within the employees, between different
departments and between the various levels of management. Some examples of internal
communication include team meetings, emails, and intranet communication.

External Communication: On the other hand, external communication is the
communication that takes place between an organisation and people who are not part
of the organisation, such as the public, investors, suppliers, and customers.

¢ Formal and Informal Communication

Formal Communication: It is structured and follows the organisational lines of formal
communication within the organisation. It is normally written and presented based on
an organisational format, including reports, memos, official correspondence, and
formal corporate meetings.

Informal Communication: Informal communication occurs outside the set
organisational structures and is unplanned. It covers small talk, greetings, small

company communications, and other emails and messages that are likely to be
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considered informal. In particular, informal communication can help to create rapport
and establish a friendly atmosphere for cooperation. It is commonly known as the
grapevine, and its products may filter early but may not always be true information

e Verbal and Non-verbal Communication

Verbal Communication: Words are used to convey messages. This can be spoken, such
as in meetings, phone calls, and presentations, or written, such as in emails, reports, and
memos. Effective verbal communication requires clarity, conciseness, and an
appropriate tone. It is essential for delivering instructions, sharing information, and
conducting negotiations.

Non-verbal Communication: Body language, eye contact, movement, posture, and
facial expressions are examples of non-verbal communication. Nonverbal cues are
important to notice in professional relationships because they can support or dispute
verbal messages.

e Horizontal, Vertical, and Diagonal Communication

Horizontal Communication: At the same organisational level, horizontal
communication takes place between employees or departments. It makes coordination
and cooperation easier.

Vertical Communication: Vertical communication flows up and down the
organisational hierarchy. It includes downward communication (from managers to
subordinates) and upward communication (from employees to management). Effective
vertical communication ensures proper information flow and decision-making.
Diagonal Communication: Through communication between departments and levels
of staff, employees can communicate without following the conventional hierarchical

structure.

11.2 Communication Process

The communication process is a complex sequence of events that ensures the effective
exchange of information. Understanding these components helps identify potential
areas for improvement and enhances overall communication within the organisation.
Sender

The sender is the originator of the message. They have an idea or information they wish
to convey.

Message

The content or information that the sender wishes to convey is contained in the message.

It could be written, spoken, or nonverbal.
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Encoding

Encoding is the process of translating an idea into a communicable form. This involves
choosing the right words, tone, and medium.

Channel

The medium used to transmit the message is called the channel. It could be written,
spoken, or done electronically. Communication, reach, and speed are all impacted by
channel selection. Face-to-face interactions, emails, phone calls, and video conferences
are examples of common mediums.

Receiver

The individual or group that the message is intended for is known as the receiver. The
receiver must interpret the message, comprehend its meaning and provide a response.
Feedback

The response a recipient gives to a message is referred to as feedback. It closes the
channel of communication and makes the sender decode whether or not their message

was understood as it was sent.

e Knowledge Check 1

Fill in the Blanks.

1. Internal communication is crucial for fostering a collaborative work
environment and ensuring that all members of the organisation are aligned with
its goals and tasks. Examples of internal communication include
and internal emails. (team meetings)

2. External communication involves interactions between the organisation and
outside parties, such as customers and suppliers. Effective external
communication is vital for building and maintaining the organisation’s

. (reputation)

3. Non-verbal communication includes body language, facial expressions,
gestures, posture, and . (eye contact)

4. Feedback completes the communication loop and helps the sender understand

whether the message was as intended. (received)

¢ Outcome-Based Activity 1
Create a flowchart that shows the sender, message, channel, receiver, encoding,

decoding, feedback, and context in the communication process.
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11.3 Barriers to Effective Communication
Different factors can hamper interpersonal communication. These are helpful in
understanding the possible bottlenecks and how they can be eliminated when enhancing

organisational functioning and building a constructive organisational climate.

Physical Barriers

Physical barriers include conditions in the physical environment that interfere with
communication. Some of them include noise, distance, and physical barriers. The
physical organisation of an office where departments are segregated can hinder teams’
communication.

Psychological Barriers

Psychological barriers are those that concern the mental condition of the sender and
receiver of a message. Different messages may be sent and received based on stress,
anxiety, and prejudices, which are mental health factors.

Language Barriers

Language barriers are rooted in language, jargon, and terminology differences. Some
of the reasons include the fact that the sender and the receiver may need to be more
fluent in the language used, or one may use technical terms that are unfamiliar to the
other.

Organisational Barriers

Structural barriers are associated with the organisational structure and subculture. A
rigid structure, where communication is strictly regulated from top to bottom, can
hinder the dissemination of information. Another challenge is an organisational culture
that needs to be more supportive of communication or which hinders it in some way.
Perceptual Barriers

This is because when people with differing experiences, beliefs, and attitudes process
the same message, it creates a cognitive conflict.

Cultural Barriers

Cultural differences in backgrounds, standards, and values create barriers to cross-
cultural environments. If two or more people from two or more cultures engage in a
conversation without being aware of such differences, misunderstandings probably
arise.

Technological Barriers
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Technological barriers pertain to communication media and systems. Slow internet
connection, incompatible software, and sometimes, they need access to computers and

other technology that can affect communication in the course of working from home.

11.4 Improving Communication in Organisations

Effective communication in organisations involves putting in place measures that foster
the clarity of messages within organisations and the extent to which they are
understood. Here are some strategies that can prove helpful in enhancing
communication in an organisation.

Promoting Open Communication

It is important to establish an open environment where people feel free to speak their
minds. Some of the ways that organisations can enhance transparency include
suggestion boxes, regular team meetings, and open-door policies.

Training and Development

Employers should dedicate resources to improve employees’ communication skills.
Going to seminars and workshops to learn about active listening, conflict-solving, and
communication would be valuable. The flow of training makes sure that the employees
are aware of the current trends and practices in the field.

Utilising Technology

There are various methods of communication, and current tools can be employed to
enhance the processes. Enhancing communication in real-time with the help of instant
messengers, videoconferences, and collaborative software can be highly effective when
working with remote teams.

Simplifying Communication Channels

Clearing and making the flow of communication less complicated can solve the
problem. Different types of messages within an organisation should have some set
guidelines to determine how they are communicated to the various employees. This
may help avoid information overload and guarantee that messages attain the supposed
recipients.

Encouraging Feedback

Getting and giving feedback more often helps to improve communication. Some of the

feedback options that can be provided to the employees so they can express their

125



concerns and ideas include focus group discussions, questionnaires, and appraisals.
This way, one can identify areas of improvement and the need for more communication.
Enhancing Cultural Competence

The main part of cultural barriers can be dealt with if the organisation emphasises the
improvement of cultural sensitivity among employees. Organisations can organize
training on cultural sensitivity to create awareness of the cultures of different people.
This helps create a more positive environment in the workplace since diversity is
promoted.

Improving Physical Workspaces

Organisational changes to physical spaces can help decrease physical barriers.
Organisational designs such as open spaces, team environments, and meeting places
that use the latest technology in communication enhance effective communication

among the staff.

11.5 Effective Listening Skills

Listening is one of the major facets of communication through which messages are
passed and must be received and understood by the latter part. Improving the ability to
listen can improve communication with others and productivity in an organisation.
Active Listening

Active listening involves elements such as listening, understanding, responding, and
recalling the information that is being spoken. This ability consists of the elimination
of anything that may interfere with the speaker, maintaining eye contact, and
responding to the speaker. Active listening enhances trust and ensures that the one
listening understands the message in the right way.

Empathetic Listening

Empathy, as one of the core aspects of listening, is the need to comprehend the speaker’s
emotions and opinions. This involves responding with empathy, expressing
understanding, and acknowledging the feelings of the speaker. Listening with empathy
creates trust and bonds, which enhances company and worker relations.

Critical Listening

Critical listening involves evaluating and assessing the information being
communicated, which are two very important factors. It consists of questioning and
seeking evidence and the ability to differentiate between an opinion and a fact. Critical
listening 1s very important while making decisions and analysing problem-solving.

Reflective Listening
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To ensure that the message is understood, reflective listening includes messaging or
summarising by the listener. This technique shows that the listener is attentive and helps
to remove misunderstandings in the conversation. Reflective listening is most

beneficial in conflict-solving and bargaining.

Barriers to Effective Listening
Several factors hinder effective listening, including distractions, perceptual biases, and
emotions. To overcome these barriers, one has to learn to pay attention, be patient, and,

most importantly, be interested in what the other person has to say.

e Knowledge Check 2

State True or False.

1. Physical barriers include environmental factors such as noise and distance that
obstruct communication. (True)

2. Cultural barriers do not affect communication in a multicultural workplace.
(False)

3. Encouraging feedback regularly does not help in improving communication
within an organisation. (False)

4. Empathetic listening involves understanding the speaker’s emotions and

perspectives. (True)

¢ Outcome-Based Activity 2
Pair up with a classmate and practice active listening by sharing a brief personal

experience. Then, paraphrase what your partner said to confirm understanding.

11.6 Summary

e Internal communication is defined as the flow of communication within the
organisation at the interpersonal, structural teams/groups, and management levels.

e External communication is the process of communicating with other people outside
the organisation, such as customers or suppliers, which is very important in the
formation of an organisation's image and the management of stakeholders.

e To ensure communication is effective, the message should be simple, relevant and
appropriate, depending on the level of understanding of the receiver and the

circumstances.
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Feedback is the final stage of any communication process and aids in assessing if
the message delivered was understood as it was intended and if there is anything
that needs to be changed.

Structural factors appear to restrict information sharing within an organisation
because of hierarchical structures, poor communication processes, and other similar
factors.

Open communication can be attained through such policies as the open door policy,
group meetings, and practising active listening.

Expenditure on communication training improves the employees’ ability to address
the needs of the organisation in terms of proper communication.

Critical listening is a component of critical thinking that requires analysis of
information, rejection of the assumption, and search for evidence, which is vital in

decision-making and solving problems.

11.7 Keywords

Internal Communication: This is the flow of information that takes place in an
organisation between the employees, which is central to working together and
achieving organisational objectives.

External Communication: Involves interactions between the organisation and
external entities like customers and suppliers, essential for reputation building and
stakeholder management.

Non-verbal Communication: consists of nonverbal cues such as eye contact,
gestures, facial expressions, and body language that support or contradict spoken
words to affect how messages are understood.

Active Listening: a communication technique where the listener pays close
attention, understands, replies, and recalls what is being said, improving message

understanding and trust.

11.8 Self-Assessment Questions

1.

2
3
4.
5

What is the significance of internal communication in an organisation?
How does external communication contribute to an organisation's success?
What are the key components of the communication process?

Identify and explain common barriers to effective communication.

How can organisations promote open communication among employees?
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Unit 12: Contemporary Issues in Organisational Behaviour

Learning Outcomes:

e Students will be able to identify emerging trends in organisational behaviour.

e Students will be able to analyse the impact of globalisation on organisational
behaviour.

e Students will be able to evaluate ethical issues in organisational behaviour.

e Students will be able to predict future challenges and opportunities in organisational
behaviour.

e Students will be able to understand the importance of diversity and inclusion in

organisations.

Structure:
12.1 Emerging Trends in Organisational Behaviour
12.2 Impact of Globalisation on Organisational Behaviour
e Knowledge Check 1
e Outcome-Based Activity 1
12.3 Ethical Issues in Organisational Behaviour
12.4 Future Challenges and Opportunities in Organisational Behaviour
12.5 Diversity and Inclusion
o Knowledge Check 2
e Outcome-Based Activity 2
12.6 Summary
12.7 Keywords
12.8 Self-Assessment Questions

12.9 References / Reference Reading

12.1 Emerging Trends in Organisational Behaviour
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Organisational behaviour is a dynamic field that constantly evolves to adapt to changes
in the business environment. The emerging trends in this field are in line with the
changing trends in the workplace due to new technologies, demographics and the
changing culture.

Technological Advancements

Technology has greatly enhanced the operations of organisations through the manner
in which employees communicate and do their work. With the integration of artificial
intelligence (AI), machine learning, and intelligence, organisational behaviour has
transformed. For instance, Al can enhance decision-making by providing proper
insights, and automation can enhance administrative tasks, allowing employees to focus
on more important tasks.

One of the areas that has benefited from the integration of Al is human resource
management. Recruitment is also another area that can be aided by an application of
artificial intelligence since there are Al tools that can scan the resumes of the applicants
and come up with a list of the best candidates in regard to the set standards. This not
only shortens the time spent by the employer in the recruitment process but also
minimizes the effects of prejudice, making the process more fair and equal.

The level of technological tools application has risen even higher due to the new trends
of working from home. Innovative communication applications such as Slack,
Microsoft Teams, Zoom, or any other collaborative tool have become mandatory for
maintaining good productivity and good communication within the teams, even if they
are working remotely. Such tools have offered organisations the ability to keep
businesses running during disruption times like this Covid-19 period.

Remote Work and Telecommuting

Telecommuting and remote work have been adopted due to the impact of the COVID-
19 pandemic on organisational behaviour. Such a shift has brought about drastic
changes in organisational dynamics and the manner in which people work. The main
benefits of remote work include more freedom, shorter working hours as compared to
travelling to work, and improved quality of life. Geographical barriers are no longer an
issue; this means that organisations can tap into a worldwide talent pool. However, there
are negative sides to having to work from home, such as feeling lonely, not knowing
how to work in a team, and the issue of time being divided between work and personal
life. Organisations are employing various methods to address these problems.

One of them is flexibility at the workplace, which means the possibility of changing the

working hours. This means that employees can work at their own preferred time of the

131



day depending on their needs, which leads to a better work-life balance. Also,
organisations are spending on digital resources and technology to enable work-from-
home environments. For instance, organisations such as Infosys and TCS use a work-
from-home model but with intermittent physical attendance to ensure that employees
can work together.

Employee Well-being and Mental Health

More emphasis has been put on organisational behaviour in regard to employees'
physical and mental state. The idea of an efficient and happy employee is slowly
becoming a reality for many organisations across the globe. Employers are providing
workplace wellness programmes and mental health support and encouraging working
environments for increased workforce satisfaction and efficiency.

Organisations are taking various measures to enhance employee health. For instance,
organisations are encouraging employees to have a proper balance between their work
and personal lives, allowing them to make arrangements for working flexible hours and
providing them with an opportunity to access mental health facilities. The ‘ethical Tata’
has developed elaborate corporation wellness programmes to address the needs of the
employees. These initiatives are in the best interest of the employee and the employer
since they improve the overall output and minimise cases of absenteeism.

Diversity and Inclusion

Diversity and inclusion have emerged as two vital concepts in organisational behaviour.
Employers strive to promote diversity policies within the company to foster respect and
appreciation for persons of diverse backgrounds in the workplace. Various approaches,
ways of thinking, practices, and discourses are encompassed within this consideration
of diversity, which facilitates creativity and new ideas.

Better solutions and decision-making are arrived at due to the various points of view
that are offered by a diverse workforce. Businesses are striving to enhance the level of
diversity because this approach increases the level of innovation and helps to achieve a
competitive advantage. Noting that it serves as an important strategy for the

organisation, IBM and other firms have anchored their policies on diversity.

Continuous Learning and Development

Everyone has to learn and grow continuously if they are to remain relevant in the
prevailing fragile business environment. Chambers of Commerce and employers’
associations are promoting the process of continuing education among employees

through training and development activities and e-learning. This trend is an indication
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that organisations require employees with skills that enable them to meet the changing
technology and markets. Prolonged education and training are crucial in the
contemporary world as they allow organisations to adapt quickly to the current business

conditions.

12.2 Impact of Globalisation on Organisational Behaviour

Globalisation has greatly affected the business environment and the behaviour of
organisations in many ways. Raising issues such as market integration, increased
competition, and globalisation have become mandatory for organisations to adapt to.
Cross-Cultural Management

The process of globalisation requires the handling of a multicultural workforce, which
means that organisational members from various cultural backgrounds are necessary to
deliver organisational goals. This has led to the recognition of the need for cross-
cultural management, which is the ability to manage people of different cultures by
considering their culture and coming up with ways of working with them. Improving
the quality of the working environment and achieving organisational objectives
involves cross-cultural management.

Global Teams and Virtual Collaboration

Geographical boundaries no longer constrain organisations, and global teams where the
members may be located on different continents are now prevalent. Telecommunication
tools such as Zoom, Microsoft Team, slack, etc., have made it possible to share and
work under a single platform, irrespective of geographical barriers. This trend has also
led to new organisational challenges, such as learning how to efficiently and effectively
manage Virtual teams, how to establish lines of communication within the Virtual
teams, and how to foster trust among Virtual teams.

Global Talent Acquisition

Globalisation has come in to widen the capacity for talent, enabling organisations to
source the best talent from all over the world. This has resulted in the competition for
qualified personnel and the importance of talent management systems. Presently,
companies are concentrating much energy on employer branding, remunerations, and
work environments that will enable them to secure talented employees.
Standardisation vs. Localisation

This is an issue that organisations face globally, and it deals with the conflict between
the organisation’s policy standardisation and localisation. Defining and optimising

processes and implementing best practices also make sense and help avoid non-
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optimisation and inconsistencies. On the other hand, it is also crucial to introduce local
adaptations that would suit each country’s culture and legal requirements.

Ethical Considerations in Global Operations

Issues of employment practice, use of natural resources and corporate responsibility are
more sensitive when a firm is operating across different nations. The problem arises in
situations where organisations have to deal with different ethical practices and laws of
other countries. At the same time, they have to stick to ethical practices all the time.
This needs the formation of sound, erudite ethical standards and policies that epitomise

the world’s operations.

e Knowledge Check 1

Fill in the Blanks.

1. The integration of has revolutionised workplace processes,
enhancing decision-making and streamlining repetitive tasks. (Al)

2. Virtual collaboration tools like Zoom, Microsoft Teams, and Slack have become
indispensable in maintaining and productivity among remote
teams. (communication)

3. Cross-cultural management requires leaders to be and sensitive to
the diverse needs and preferences of their employees. (culturally competent)

4. Organisations must balance and localisation to achieve global

success, ensuring consistency while adapting to local markets. (standardisation)

e Outcome-Based Activity 1
Identify a company that has successfully implemented cross-cultural management

practices and describe one strategy they used to support their diverse workforce.

12.3 Ethical Issues in Organisational Behaviour

A term in organisational behaviour that captures the rules that guide people and
organisations concerning the right or wrong way of behaving is ethics. Ethical
behaviour is significant in promoting long-term success, having a good reputation and
gaining trust.

Corporate Governance

The rules and regulations that regulate and monitor companies' practices and actions

fall under corporate governance. Some of the issues of corporate governance ethics
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include remuneration or reward for executives, reporting of results or inadequate
reporting, and conflicts of interest, among others.

Workplace Ethics

Workplace ethics are the standards of behaviour created to regulate interactions in the
working environment. Common aspects include matters like sexual harassment, race
discrimination, equality, and other issues that define ethical treatment at work.
Businesses have to come up with ethical culture standards that are conducive, offer
training on moral standards that are required, and put in place measures for handling
unethical behaviour.

Environmental Responsibility

Sustainability itself involves the moral conduct of organisations to reduce their negative
influence on the physical world. This involves the promotion of environmentally
friendly activities and standards besides meeting environmental laws and policies. Tata
Steel, DLF, and Hindalco have set benchmarks for other companies by practising
sustainability and investing in renewable energy.

Ethical Decision-Making

Ethical decision-making involves the process of assimilating the ethical consequences
of a business decision and choosing between various actions that are ethically correct.
This involves identifying how decisions will impact such factors as the community, the
workers, the consumers, and the suppliers. organisations like Infosys Business
Corporation have put measures in place involving ethical decision-making policies
within the organisation.

Corporate Social Responsibility (CSR)

CSR is viewed as the concept that suggests that organisations have the corporate social
responsibility to take an input in the welfare of society. This includes what has been
signed in the fields of education, health, and community development. Some of the
benchmarks are companies that have displayed affirmative and considerable CSR
engagement, involving more spending in education and healthcare projects for

community uplift.

12.4 Future Challenges and Opportunities in Organisational Behaviour

Some of the dynamic aspects of organisational behaviour include several prospects and
shortcomings that occur due to technological developments, fluctuations in employee
characteristics and contracts, and altering business environments.

Technological Disruption
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Technological disruption hence presents challenges and opportunities for organisations.
This dynamic of the technological environment means that the organisation is
continuously under pressure to innovate. The effective application of automation and
Al, on the one hand, contributes to the increase in efficiency and the quality of
decisions; on the other, it leads to fears about employment and the need for retraining
of employees.

Workforce Demographics

The demographics of the workforce show variability, and due to this, the opportunities
and threats to organisations differ. The gig economy, the youthfulness of millennials,
the GenZ workforce, and the ageing population force organisations to address their
policies and practices.

Global Economic Uncertainty

Global economic risks, including trade issues, geopolitics, and economic downturns,
affect organisations. Managers need to take action and find ways how to work in cases
of worsening the economy and different risks.

Sustainability and Corporate Responsibility

Sustainability and corporate responsibility are some of the major issues that are gaining
significant attention among organisations. There is increased pressure on firms to
embrace sustainable operations, minimise their effects on the environment, and be
socially responsible. It means that organisations are able to utilise sustainability
instruments and measures as a way of creating distinction from other organisations and
improving brand image.

Leadership and Management

The future of organisational behaviour needs leadership and management. Managers
work in a constantly changing environment, manage people’s behaviour, and facilitate
change at the managerial level. This involves having to foster the right culture that
accepts change, fosters and encourages diversity as well as the development of

leadership skills.

12.5 Diversity and Inclusion

The need to ensure that an organisation offers a workplace environment that embraces
employee diversity is imperative due to the impact of diversity and inclusion in
organisational behaviour.

Understanding Diversity
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These rights also include colour, gender, age, ethnic origin, sexual orientation,
disability, and financial position diversity. Yet another option is in terms of thought
processes and experiences in life. It has been argued that embracing diversity can
provide a catalyst for creativity, instigate innovation, and enhance the decision-making
process because it brings different perspectives. Cognisant of the benefits it serves to
an organisation, various organisations, including IBM, have ingrained diversity as one
of their key values.

Importance of Inclusion

Ensuring everyone in the organisation is valued, respected and belongs to the company
is another factor of inclusion. Having a diversity of employees is good, but only if there
is a chance for each employee to become great in their job is better. Inclusive
organisations increase the levels of employee engagement, satisfaction, and
productivity because they make employees feel that they belong to the team. It is a clear
fact that today, there is great development as many companies, such as Google, are

working to support all employees.

e Knowledge Check 2

State True or False.

1. Ethical decision-making involves evaluating the moral implications of business
decisions and considering the impact on stakeholders. (True)

2. Corporate social responsibility (CSR) refers to the legal obligations companies
have towards their shareholders only. (False)

3. Embracing diversity means recognising and valuing the unique contributions of
each individual in the workplace. (True)

4. Technological disruption, such as the rise of Al, eliminates the need for

reskilling and upskilling employees. (False)

e Outcome-Based Activity 2
Write down one example of an ethical decision made by a company and discuss its

impact on the organisation and its stakeholders.

12.6 Summary
e Technological advancements like Al and automation are revolutionising workplace
processes, enhancing decision-making, and streamlining repetitive tasks, allowing

employees to focus on strategic activities.
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The shift to remote work has highlighted the importance of digital communication
tools and flexible work schedules, promoting work-life balance and necessitating
trust and accountability in maintaining productivity.

With a rather healthy staff being critical for any organisation’s performance, firms
are putting their money where their mouth is by funding aspects like wellness
programmes and mental health, as discovered in Wipro and Tata Group examples.
Procedures need to be aligned at the international level but require local application
given the variation in cultural and legal systems of operation in different countries,
as done by McDonald and TCS.

Current population dynamics, the emergence of more flexible work arrangements
that are concomitant with the gig economy and rising human capital millennials and
Gen Z require work arrangements that are fluid and provide skills development
opportunities.

Global economic volatility brings about challenges that firms should address by
formulating ways of managing risk and being resilient, such as market saturation of
products and the emergence of miniature robust business models such as those that
Indian Titans Reliance Industries and Infosys have embraced.

The main components of diversity are race, gender, age, and perspectives on job
performance among the employees, and supporting diversity improves employee
relations and creativity, providing a competitive edge.

It involves a concept of making all the employees feel that they are wanted and are
capable of being promoted up to some certain level, which may be implemented by
organisations such as Google and IBM through policies, training and formation of

resource groups.

12.7 Keywords

Technological Advancements: Refers to any form of advancement, such as Al and
other technologies that assist in the timely completion of tasks and coming up with
better solutions based on outstanding information.

Remote Work: The act that enables employees to go to work at different schedules
and via computer rather than in assigned businesses.

Cross-Cultural Management: Ensures workers acknowledge and work towards
accommodating the cultural diversity of a workforce since the business world

operates internationally.
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Corporate Governance: To build trust and guarantee long-term success, the
methods and practices by which companies are guided and governed, with a focus
on transparency, accountability, and ethical practices.

Diversity and Inclusion: Embracing a variety of differences among employees
(diversity) and creating an environment where all employees feel valued and have

equal opportunities (inclusion), fostering innovation and engagement.

12.8 Self-Assessment Questions

1.

How do technological advancements like Al and automation influence
organisational behaviour?

What are the key benefits and challenges of remote work for organisations and
employees?

Why is cross-cultural management important in a globalised business environment?
What are some ethical issues in corporate governance, and how can companies
address them?

How can organisations effectively promote diversity and inclusion in the

workplace?
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Unit 13: Organisational Culture and Climate

Learning Outcomes:

Students will be able to define organisational culture.

Students will be able to identify the components of organisational culture.
Students will be able to explain how to create and sustain organisational culture.
Students will be able to describe the meaning and impact of organisational climate.

Students will be able to assess organisational culture effectively.

Structure:

13.1 Definition and Importance of Organisational Culture

13.2 Components of Organisational Culture

e Knowledge Check 1

e OQOutcome-Based Activity 1

13.3 Creating and Sustaining Organisational Culture

13.4 Organisational Climate: Meaning and Impact
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13.5 Assessing Organisational Culture
e Knowledge Check 2
e Outcome-Based Activity 2
13.6 Summary
13.7 Keywords
13.8 Self-Assessment Questions

13.9 References / Reference Reading

13.1 Definition and Importance of Organisational Culture

Organisational culture can be defined as the shared set of values, beliefs, norms, and
activities that employees display in their daily undertakings. It is not easy to explain,
and it spans across several categories. It gives a feeling of group association, increases
the sense of ownership among its members and is the most vital force that binds the
organisation together. Culture is best described as the language people use in an
organisation, symbols, rites, practices, and procedures followed in an organisation. This
means that there are changes in the communication patterns between the employees and
various other people, such as their customers and other stakeholders.

It would not be an overstatement to say that organisational culture is one of the most
essential factors. It is a positive culture wherein the work environment is strong and
pleasant, employees’ performance is better, there is more productivity, and employees
are more involved. This has the potential to decrease the turnover level as well as attract
the best talents in the short run, hence enhancing loyalty among the customers. A strong
culture also facilitates creativity, flexibility, and tenacity, which are beneficial in

overarching challenges and capitalising on opportunities effectively in the organisation.

13.2 Components of Organisational Culture
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The essence of organisational culture involves numerous elements that, in combination
with others, describe the organisational culture. These components include values,
norms, symbols and Rites, rituals, ceremonies, Stories, and myths and legends.

Values

Values are the standards and reference points that guide any operation within an
organisation. It serves as the foundation of operational decisions and implies what is
valuable for the organisation. Values can be any working principle that includes
integrity, teamwork, focus on the customer, and innovation, among others.

Norms

Norms are the expected standards of conduct concerning an employee, particularly
within his interaction with other employees. They are experienced in the day-to-day
running of the organisation and formal activities such as meetings.

Symbols

It is important to note that the symbols that determine the organisation’s culture may
be material or non-material, such as the language used in the organisation, the names
of structures, symbols such as logos, codes of dressing, and the setting up of
workstations, among others.

Rituals and Ceremonies

The official and informal events that help to maintain the culture of the organisation are
the ceremonies and rituals. It may include daily meetings, award presentations, and
other activities such as games and outings. They make people feel that they belong to a
certain group and ensure that all the members of the organisation stick to the rules and
regulations of the company.

Stories and Legends

Organisational stories and legends are the type of knowledge that is a narrative in the
organisation. It can emphasise major events, accomplishments, and people who reflect
the core values of any particular organisation. This is important in establishing a
unifying history and culture, which breeds pride and a sense of organisational affiliation

among such employees.

e Knowledge Check 1
Fill in the Blanks.
1. Organisational culture acts as the social that binds the organisation

together. (glue)
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2. are the core principles and standards that guide behaviour within the

organisation. (Values)

3. Norms help to create a sense of and order within the workplace.
(predictability)
4. are the tangible and intangible elements that represent the organisation's

culture. (Symbols)

e Outcome-Based Activity 1
Discuss in pairs how the values of a well-known company (e.g., Tata Group or

Infosys) influence its day-to-day operations.

13.3 Creating and Sustaining Organisational Culture

The process of implementing and maintaining a positive organisational culture cannot
be a one-off event but a regular practice that involves everyone in the organisation. The
following steps outline how organisations can develop and maintain a strong culture:
Establish Clear Values and Vision

The first step towards building a good organisational culture is to identify the key values
and vision that are in line with the organisation’s goals and objectives. The values above
of the organisation should be well articulated and reinforced to all members of the
organisation. Another factor that affects organisational culture is leadership because
leaders set the standards and, consequently, behave in a certain way.

Hire for Cultural Fit

It is also important in achieving the desired organisational culture that the organisation
hires people with the right values and fit with the company. While recruiting employees,
organisations should consider the cultural compatibility of the candidates along with
their competency.

Communicate and Reinforce Culture

The use of communication ensures that the organisational culture is spread throughout
all centres of the organisation. This includes frequent communication from the
leadership, training and development activities, and the authority’s symbols and rituals.
Senior managers should regularly remind their subordinates of the organisation’s

culture, mission and goals in order to influence the employees’ perception of them.
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Recognise and Reward Cultural Alignment

Rewarding people for practising the organisation’s values and behaviours is vital to
sustaining a positive culture. This can range from the more structured methods such as
employee of the month/ year awards, sales bonuses, and other systems of rewards and
recognition to simple and casual gestures such as thanking and appreciating an
employee. The rewards should also be aligned with the organisation’s values to ensure
that the employees are rewarded for the right attitudes and behaviours.

Monitor and Adapt

Organisational culture is active; it changes over time. This indicates that organisations’
culture should be checked and updated periodically to reflect the organisations’
direction and support the organisational objectives. This may include engaging
employees and getting their feedback, conducting organisational culture surveys, and

possibly modifying the results to fit the company.

13.4 Organisational Climate: Meaning and Impact
Organisational climate involves employees’ perception of their organisation and the
overall environment within which they work. These are the aspects of leadership,
communication, morale, and other factors that affect the atmosphere within the
organisation. Environmental emphasis is more on the conditions that the employees
encounter daily, while organisational culture relates to basic values and norms.
Meaning of Organisational Climate
Organisational climate can be regarded as the tone that is set within a given organisation
through the internal dynamics of the employees and between the employees and
employers. This may depend on factors including management abilities, policies in
place, and the organisational setting of the workplace. A positive organisational climate
ensures that the employees feel happy and motivated to continue working since they
are in a healthy working environment.
Impact of Organisational Climate
The organisational climate has a close and influential relationship with many aspects of
organisational performance and employee conduct.
o Promoting a healthy work environment can be beneficial in that people become
more satisfied with their jobs, work harder, and become more involved. Also, it
can enhance the general coordination, communication and other administrative

processes within an organisation.
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o A negative organisational climate may bring about low morale, high turnover
rates, and reduced performance. They can cause stress, conflict, and
demotivation in the workforce, and this adversely impacts the achievement of

organisational objectives.

13.5 Assessing Organisational Culture

Diagnosing organisational culture involves comparing the current organisational
values, beliefs and practices against the intended values, beliefs and practices. These
outcomes would enable an organisation to identify areas of strength and growth which

can be used as foundations for cultural development.

e 13.5.1 Methods of Assessing Organisational Culture

Below are the various approaches that organisations can employ to assess their culture.
Surveys and Questionnaires

Data collection, in this case, may be done through surveys and questionnaires that seek
to capture the employees’ perceptions of the organisational culture. These tools may
include questions about values, norms, leadership, communication, and general job
satisfaction. The data that, in turn, can be collected can highlight strengths and issues
that pertain to current culture.

Focus Groups and Interviews

Interviews and focus groups give a more detailed insight into the organisational culture
since the workers are able to express their views on the organisational culture in a more
thorough and unrestricted manner.

Observations

Observations include witnessing and documenting the dynamics within an organisation,
including the actions and engagements of various employees. This method can give
useful information about the norms and expectations of the culture that need to be
written down.

Document Analysis

Organisational documents include mission statements, policies, procedures, and
internal communications, which are analysed to determine the formal written culture of
the business. This method can give information about the values and norms intended to
be instituted by the organisation.

Interpreting and Acting on Cultural Assessments
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As soon as the data is gathered, the results should be evaluated and explained to define

main trends and possible changes. This involves identifying the differences between the

current and the desired culture and the formulation of implementation strategies and

plans that will help fill the gaps and enhance the strengths.

Knowledge Check 2

State True or False.

1. Hiring individuals who align with the organisation's values and culture is
essential for maintaining a cohesive work environment. (True)

2. Organisational climate is the same as organisational culture. (False)

3. A negative organisational climate can lead to low morale and high turnover.
(True)

4. Document analysis is not a useful method for assessing organisational culture.

(False)

Outcome-Based Activity 2
Reflect on a past job or volunteer experience and write a brief paragraph describing

the organisational climate and how it affected your work.

13.6 Summary

General employee morale, productivity, and performance are some of the factors
that are boosted by a good organisational culture. It attracts the best brains in
organisations and ensures they remain with the organisation.

Culture influences the execution of decisions, the solution to problems, and even
the way of communicating. It is essential for the growth of creativity, flexibility,
and sustainability in the structures of an organisation.

Such items include logos, dress code, and office layout, among others, because they
capture the culture of the organisation and relay the organisational values and
standards.

The initial process in building the culture is the development of clear values and a
vision that is consistent with the goal of the organisation. These are the values that
leadership needs to uphold and ensure they are displayed at all times.
Organisational climate is defined as the employees’ perception of the climate of the

workplace. It has elements of the organisation’s culture.
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A positive organisational climate results in high employee motivation, increased
performance, and satisfaction. It promotes teamwork and intercommunication.
Organisational climate comprises leadership, communication, organisational
policies and the physical surroundings. Interpersonal relationships among the
employees are also a factor that contributes to the success of the business.

Culture change management involves the process of analysing cultural audits,
comparing the identified culture with the ideal culture, and formulating plans of
action to close the gap. Involving employees in this process ensures that their

feedback is considered and fosters support for cultural initiatives.

13.7 Keywords

Organisational Culture: the shared values, beliefs, conventions, and practices that
influence how members behave and perform inside an organisation.

Values: Integrity, teamwork, and innovation are examples of core values and
concepts that direct behaviour inside an organisation.

Organisational Climate: The collective perceptions and attitudes of employees
towards their work environment, reflecting the overall atmosphere within the
organisation.

Norms: Informal rules and expectations that govern how employees behave and
interact within an organisation, contributing to predictability and order.

Symbols: Tangible and intangible elements representing the organisation's culture,

including logos, dress codes, and office layouts.

13.8 Self-Assessment Questions

1.
2.
3.

What is organisational culture, and why is it important for an organisation?
Describe the key components of organisational culture with examples.

Explain the steps involved in creating and sustaining a positive organisational
culture.

How does organisational climate differ from organisational culture, and why is it
important?

What factors influence organisational climate, and how can they impact employee

behaviour and performance?
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Unit 14: Change Management in Organisations

Learning Outcomes:

e Students will be able to understand organisational change and its importance in a
business context.

e Students will be able to explain different models of change management and their
applications.

e Students will be able to identify reasons for resistance to change and strategies to
overcome it.

e Students will be able to implement successful change initiatives within an
organisation.

e Students will be able to evaluate various change management strategies for

effectiveness.

Structure:
14.1 Understanding Organisational Change
14.2 Models of Change Management

e Knowledge Check 1

e QOutcome-Based Activity 1
14.3 Resistance to Change and Overcoming It
14.4 Implementing Successful Change
14.5 Change Management Strategies

e Knowledge Check 2

e Outcome-Based Activity 2
14.6 Summary
14.7 Keywords

14.8 Self-Assessment Questions
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14.9 References / Reference Reading

14.1 Understanding Organisational Change
The process by which a company or organisation modifies its structure, strategies,
operational techniques, technologies, or organisational culture is referred to as
organisational transformation. Both internal and external factors—such as shifting
regulations, technological improvements, market dynamics, and changing client
needs—are responsible for these changes. For firms to stay competitive and adjust to
the constantly shifting business environment, understanding organisational
transformation is essential.
Organisational change can be categorised as occurring in a planned or unplanned
manner. The managed change is characterised by the conscious attempts made by the
management to bring about the change in the organisation, for instance, change in
structure, introduction of new technology or expansion into new markets. On the
contrary, unplanned change is an abrupt change that happens suddenly and without prior
notice. It is normally occasioned by unpredictable factors, such as a change in the
business cycle or a shift in consumer preference.

Types of Organisational Change

Organisational change can be of several types, and each one of them deals with various

aspects of the organisation:

1. Strategic Change: This includes changing the strategic course of the organisation.
For instance, a corporation may make a transition from a product-oriented approach
to a customer-oriented approach. Strategic changes are usually far-reaching and
take time both in terms of a new structure and a new culture that the organisation
needs to embrace in order to achieve its objectives.

2. Structural Change: This involves changing the structure of the organisation and
reorganising the functions of the organisation. An example would be eliminating
layers in the organisational structure to enhance communication and decision-
making.

3. Process Change: This includes the alteration of the procedures by which tasks are

accomplished within the organisation. For instance, they are changing to new
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software in order to carry out the operations. Implementing change at the process
level for organisational development can yield better efficiency, lower cost, and
better quality of goods or services.

Example: Infosys needs to change its existing applications and adopt a new project
management software to improve internal and external communication and project
execution.

4. People Change: This is centred on changing the beliefs, actions, and techniques of
the employees. For example, training programs should be initiated to increase the
competency of the employees. The changes in people are important as they allow
the workforce to be matched to the organisation and its objectives and, prepare for

new challenges.

14.2 Models of Change Management

Several models have been designed to support organisations implementing the change.

These approaches help in planning, implementing, and maintaining change. The most

famous models include the following:

Lewin's Change Management Model

Kurt Lewin, a sociologist known for his work in social psychology, devised a three-step

framework for change management. The model that he has developed involves three

stages.

o Unfreesing: This stage involves creating awareness for change and combating any
resistance by preparing the organisation for it. It requires confrontation with regard
to attitudes, values, and behaviour patterns.

o Changing: At this stage, the organisation implements the change that has been
planned. It involves the introduction of new manners of behaving, technology, or
procedures. During this process, enough support and communication should be
given to the employees to ensure that they adapt to change.

o Refreesing: This last phase is in regard to the reinforcement of the change through
the integration of new practices into organisational culture. It helps to make the
changes permanent and become the new way of doing things.

Kotter's 8-Step Change Model

The same manufacturing company could then bring in a new machine and educate the

employees on how to use it. The change phase also involves significant leadership and

consistent communication to help the workers through the change.
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Create Urgency: When managing the employees, people should ensure that they
generate a sense of urgency that is needed in change. This involves noticing
potential risks, evaluating opportunities, and beginning genuine discussions on the
necessity for change.

Form a Powerful Coalition: To sustain the change initiative, a group of influential
people is required. Those who can push for change and get things done must be
involved in this partnership, whether at the departmental level or other
organisational level.

Create a Vision for Change: Ensure that there is articulation of a clear and powerful
vision that will facilitate change. A clear vision offers a framework to guide the
employees towards the intended goal.

Communicate the Vision: Ensure the vision is communicated well to the
stakeholders so they can support it. It is important to send out the message through
various means so that there is no one left in the dark and to address
concerns/questions.

Remove Obstacles: Make your change process as easy as you possibly can by
eliminating as many obstacles as you can identify. This may require changing the
nature of resistance, resource distribution, or organisational structures and
processes.

Create Short-Term Wins: Quick and visible wins with which to energise individuals
and demonstrate the benefits of change. Early gains should be recognised to
maintain the change and also to enhance the confidence of the workers.

Build on the Change: It uses the positive energy of the first successes to achieve
further changes and avoid boredom. However, to ensure sustained performance of
the change project, the project needs to be reviewed and improved periodically.
Anchor the Changes: In order to ensure the sustainability of the reforms, integrate
them into the organisational culture. This involves communicating the change,
communicating the change, and rewarding new behaviours, as well as changes in

policies and practices.

McKinsey 7-S Model

McKinsey's 7-S model postulates that change is an integration of seven linked factors

to be successful. The model focuses on the organisation’s multifaceted approach to

making change so that it is not only effective but also lasting. The seven elements are:

o Strategy: The plan was developed to maintain and enhance the client’s competitive

position. These parts contain the vision, mission, and goals of the organisation.
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o Structure: The organisational structure defines the hierarchy and frameworks of
authority as well as the functions of the people in an organisation. It includes the
structure of the organisation and the roles and responsibilities of people in that
organisation.

o Systems: The habits and actions employees take on a regular basis to complete their
work. Processes, laws, and IT systems are all included.

o Shared Values: The core values of the organisation that guide behaviour and
decision-making. These values are central to the organisation’s culture.

o Style: The leadership style and management approach adopted by the organisation.
It includes how leaders interact with employees and make decisions.

o Staff: employees' overall skills and abilities. Recruitment, training, development,
and retention strategies are all included here.

o Skills: The employees' real abilities and abilities. It involves determining the
essential skills needed for the success of the organisation and making sure that all

employees have these skills.

e Knowledge Check 1
Fill in the Blanks.
1. Organisational change can be or unplanned. (planned)

2. Lewin's Change Management Model consists of three stages: Unfreesing,

Changing, and . (refreesing)

3. change involves altering the overall direction of the organisation.
(Strategic)

4. The ADKAR model includes the stage of , which provides

knowledge about how to change. (knowledge)
e Outcome-Based Activity 1
Identify a recent organisational change in a well-known company and describe

which type of organisational change it represents (e.g., strategic, structural, process,

or people change).

14.3 Resistance to Change and Overcoming It
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Resistance to change is a natural human reaction. People tend to prefer stability and

predictability, and any deviation from the norm can cause discomfort and anxiety.

Understanding the reasons for resistance and developing strategies to overcome it is

crucial for the success of any change initiative.

Reasons for Resistance to Change

1.

Fear of the Unknown: It is not uncommon to find employees being afraid of things
they do not understand; in this case, changes will be feared due to the unknown
effects on the roles or even job status. Hearing the unknown makes people stressed
and anxious, which makes them resistant to change.

Loss of Control: Employees are always concerned with change because it gives
them the implication that they have lost control over their working environment and
schedules. This perceived lack of power may cause people to resist and disengage
from the change initiative.

Bad Timing: Changes that are introduced during a period of high stress or heavy
workload tend to be resisted even more. Subordinates may have the perception that
they can only manage change with the current changes that they are facing.

Lack of Trust: Another factor that can lead to resistance is if employees need more
confidence in their managers or change agents. Commitment to the change is highly
dependent on trust, which helps to create support for the change initiative.

Habit: When it comes to issues of habit, people have to learn to unlearn, and this
can be quite challenging. Routine activities create a familiar pattern and anything
that interferes with this results in resistance.

Concerns About Competence: Employees’ perception is that they lack the
requisite skills to adapt to the new changes. Self-doubt is the major cause of fear of

failure as well as resistance to change in an organisation.

Strategies to Overcome Resistance

1.

Effective Communication: The reasons for change, the benefits, and the way the
change will be communicated to the stakeholders should also be described. Form
channels through which to address issues with the aim of addressing complaints and
inquiries. All these steps are supported by communication, as it helps to establish
understanding and trust for the change project.

Participation and Involvement: Another key factor that can help to attain
organisational change successfully is to engage the employees in the change

process. Let them give their opinion and be involved in decision-making.
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Engagement fosters ownership and commitment to the change process and the
change effort.

3. Support and Training: Ensure that you give proper support and training that will
assist the employees to be ready to make the change. Education and support increase
confidence and capability, decreasing the level of change resistance.

4. Leadership and Support: Leadership plays a very significant role in managing
change within the organisation. They should be open to the employees and
demonstrate care towards them. Management support is effective in establishing the
confidence, believability and engagement of the people in the change process.

5. Creating Short-Term Wins: It is crucial to prove that the change is a positive thing,
and this can be easily done by getting some small wins. This assists in creating an
environment of change and making it easier to overcome opposition. Valuing first
wins fosters self-confidence, motivation, and sponsorship of the change initiative.

6. Negotiation and Agreement: When the forces for resistance are established, it is
necessary to talk with the employees and achieve compromise agreements that
would eliminate their concerns. Managing the negotiations and agreements
facilitates understanding and a shared commitment related to the change effort.

7. Coercion: In the final analysis, when all other approaches have been applied and
have yet to bring the intended change, then management has no option but to resort
to authority to force through change. Yet, it should be practised occasionally since
it may result in resentment and low morale among employees. The use of force in
change should be kept to the lowest level possible in order to enhance the success

of the change process.

14.4 Implementing Successful Change

Change management is a delicate process that needs to be planned, executed, and
monitored appropriately to ensure that the change is effective. The management of
change is a complex process that goes through several phases before the change

becomes integrated into the organisation.

Planning for Change

1. Assess the Need for Change: Research to know why such a change is required.
Determine the issues that are to be solved or exploited by the change. Evaluating
the need for change strengthens the justification for the change process and makes

sure that the change is relevant to the organisation’s goals and objectives.
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Set Clear Objectives: Identify the outcomes that are expected out of the change
initiative. Goals and objectives make the change more focused since it defines what
should and should not be achieved. The objectives are critical in developing a
common understanding of what needs to be completed and also in guiding the
change effort towards the achievement of the organisation’s goals.

Develop a Change Plan: Draw up a comprehensive action plan showing how the
change will be effected, the resources needed, and the time frame. Developing a
change plan advances the change initiative in that it is organised and has a set plan.
It guides the implementation process and assists in the early detection of possible

issues and dangers.

14.5 Change Management Strategies

Develop a clear process from both the mechanical and managerial perspectives of how

the change will be effected, including the resources needed and time required.

Developing a change plan aids in the change initiative in that it is organised and has a

set plan. The implementation plan is useful as it gives direction on how it will be done

and can assist in foreseeing challenges and risks.

Top-Down vs. Bottom-Up Approaches

1.

Top-Down Approach: Essentially, change is planned and implemented from the
top management level. It involves the provision of a clear and detailed course of
action by the organisational leaders, with the followers required to adhere to it. The
best-suited top-down approach is ideal for large organisational changes that need a
central authority to drive change.

Bottom-Up Approach: This approach implies that employees at all levels in the
company should be involved in the change process. It fosters input and active
participation from the grassroots level. The bottom-up approach can be used in

change management to gain the ownership, commitment and support of employees.

Incremental vs. Transformational Change

1.

Incremental Change: This relates to making little alterations that are affected in
the process over time. It enables one to build on the progress and is less of an
interruption. Sustainable change is gradual and is used to enhance the organisation’s
performance and achieve permanent positive outcomes.

Transformational Change: This involves significant, radical changes that

fundamentally alter the organisation. It is often necessary in response to major
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external forces. Transformational change is effective for achieving substantial and

lasting impact.

Knowledge Check 2

State True or False.

1. Resistance to change is never caused by fear of the unknown. (False)

2. Effective communication is crucial for overcoming resistance to change. (True)

3. Incremental change involves significant, radical changes that fundamentally
alter the organisation. (False)

4. Kotter's 8-Step Change Model includes creating short-term wins to build

momentum. (True)

Outcome-Based Activity 2
List two potential reasons for resistance to change that employees might experience

and suggest one strategy to overcome each reason.

14.6 Summary

Organisational change involves altering structures, strategies, operational methods,
technologies, or culture to adapt to internal and external factors. It can be planned
or unplanned, with planned changes involving deliberate management efforts and
unplanned changes occurring spontaneously.

There are three phases in Lewin's Change Management Model: unfreesing
(readying for change), altering (putting change into practice), and refreesing
(solidifying change). It is condemned for being very linear but appreciated for its
simplicity.

Fear of the unknown, a sense of losing control, poor timing, a lack of trust, ingrained
behaviours, and doubts about one's ability are major causes of resistance to change.
To address these issues, it is essential to comprehend their causes.

Strategies to overcome resistance include effective communication, participation
and involvement of employees, providing support and training, strong leadership,
creating short-term wins, negotiation and agreement, and, as a last resort, coercion.
Executing the change requires clear communication, providing training and support
to employees, and continuously monitoring progress to identify and address any

issues or areas for improvement.
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Sustaining the change involves embedding changes into the organisational culture,
regularly reviewing and adjusting the change initiative to ensure it continues to meet
objectives, and celebrating successes to build morale and reinforce the benefits of
change.

Managing cultural change and technological change requires assessing the current
state, defining desired outcomes, planning and implementing the changes,

providing training, and monitoring and adjusting as needed.

14.7 Keywords

Organisational Change: a company's process of making changes to its
technologies, operating procedures, strategies, structure, or culture in response to
internal and external forces.

Resistance to Change: the resistance or pushback by employees or stakeholders to
changes in the organisational current state, frequently due to fear about the future,
a sense of losing control, or other issues.

Lewin's Change Management Model: a three-stage model that helps
organisations through planned change by unfreesing, altering, and refreesing.
Kotter's 8-Step Change Model: a thorough framework for change management
that includes building a strong coalition, establishing urgency, and embedding
changes into the culture.

ADKAR Model: a change management model with stages for awareness, desire,

knowledge, capacity, and reward that focuses on individual change.

14.8 Self-Assessment Questions

1.
2.

What are the main types of organisational change, and why are they important?
How does Lewin's Change Management Model guide the process of organisational
change?

What are the key stages in Kotter's 8-Step Change Model, and how do they help in
managing change?

Why do employees resist change, and what strategies can be used to overcome this
resistance?

How can organisations effectively plan and execute change initiatives to ensure

their success?
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Unit 15: Power and Politics in Organisations

Learning Outcomes:

Students will be able to understand sources of power in organisations.
Students will be able to identify political behaviour in organisations.
Students will be able to analyse the impact of power and politics on organisational

behaviour.

Students will be able to develop strategies for managing power and politics

effectively.

Students will be able to apply ethical principles to the use of power in organisations.

Structure:
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15.1 Sources of Power in Organisations
15.2 Political Behaviour in Organisations
e Knowledge Check 1
e Outcome-Based Activity 1
15.3 Impact of Power and Politics on Organisational Behaviour
15.4 Managing Power and Politics Effectively
15.5 Ethical Use of Power
e Knowledge Check 2
e Outcome-Based Activity 2
15.6 Summary
15.7 Keywords
15.8 Self-Assessment Questions

15.9 References / Reference Reading

15.1 Sources of Power in Organisations

Power is an integral aspect of organisational dynamics and is essential for effective
leadership and management. Power in organisations can be ascribed to and based on
different qualities that control interaction and goal-accomplishing relations between
individuals and groups. The knowledge of these sources of power assists in appreciating
what is happening in organisational environments.

Legitimate Power

The first one is legitimate power, which is also regarded as positional authority since it
relies on the position of a person in an organisation. This type of power derives its
sources from the hierarchy system that is practised in an organisation.

Reward Power

Reward power is obtained from the capacity to dispense rewards in an organisation.
These rewards could be monetary in form, like the status of promotion, salary rise and

bonuses or non-monetary, such as compliments, appreciation, etc. Reward power is one
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of the most common forms of energy that managers and leaders employ to influence
people’s behavioural change.

Coercive Power

Coercive power is at the same extreme as reward power, and it is defined by the capacity
to punish people. It encompasses actions like threatening to spank the child in order to
compel him to follow a certain procedure. For example, a manager might threaten his
subordinates and tell them that if they do not obey the rules and meet the required
performance levels, he will demote or terminate them.

Expert Power

The author’s power originates from their position as a specialist in a certain field of
work. It arises most commonly in personnel who are highly skilled in specialist skills,
particularly technical professionals such as doctors and engineers, IT professionals, and
specialists. Subordinates and colleagues are likely to obey those people who have expert
power because they can offer useful information and ideas.

Referent Power

There is an association of referent power with personality, leadership qualities such as
charisma, and the capacity to influence people. Referent power is acquired by those
individuals who often have their subordinates’ respect, admiration, and liking since they

help influence others through the use of interpersonal relations and attractions.

Informational Power

Informational power encompasses the possession of information that is useful,
possession of the source of this information and control of this information.
Organisational politics can be defined as the ability of an individual to have certain
information that other people in the organisation require in a bid to gain control over
the entire organisation. This power is often observed in a project manager, analyst and

communication officer, among others.

15.2 Political Behaviour in Organisations

Organisational politics is defined as those activities people undertake in order to gain,
build, and deploy influence and other assets to attain personal or group objectives.
Political behaviour is inherent in the organisational context and can be construed both
as beneficial and detrimental to the organisation and organisational participants.
Organisational politics can be those activities that are performed outside organisational

norms in an effort to gain self or group interest. Most of them involve persuasion,
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bargaining and forming alliances. To comprehend organisational politics, one needs to

address and realise the fact that there are people in the organisation other than the formal

bosses who wield power in the work organisation.

Types of Political Behaviour

This paper aims to establish how political behaviour in organisations can manifest in

different ways.:

o

Networking: Identify and cultivate two potential informants inside and two from
outside the organisation. Networking is crucial because it is a way of getting more
information, resources, and opportunities.

Coalition Building: Cooperation with other people in order to get some results.
Coalitions can be short-term or lasting and add a great deal of strength to the
position of an occupant.

Lobbying: Making efforts to disseminate various ideas, plans, or choices by
persuasion. Lobbying can include the process of persuading the decision makers or
claims and manipulation of information.

Manipulation: Refers to the use of deliberate falsehoods and half-truths, living in
a state of uncertainty, or making others do so in order to gain individual or clique
advantage. Gardening can be used inappropriately and cause havoc that destroys
the trust in the organisation.

Sponsorship: Being willing to get favours and recommendations from
authoritative, influential members of organisations to offer help and job

progression.

Knowledge Check 1

Fill in the Blanks.

1. Legitimate power, often referred to as power, stems from an
individual's role or position within an organisation. (positional)

2. In Indian organisations, the competition for limited resources such as
promotions and recognition often drives behaviour. (Political)

3. power arises from an individual's ability to provide rewards to
others. (Reward)

4. Individuals with high levels of self-monitoring, risk-taking, and social

astuteness are more likely to engage in behaviour. (Political)

Outcome-Based Activity 1
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Identify an example of how reward power is used in a real-world organisation and

discuss its effectiveness.

15.3 Impact of Power and Politics on Organisational Behaviour

Power and politics are crucial in organisational behaviour as they help explain
processes with regard to decision-making, personnel motivation, and organisational
culture. These are the impacts of the cultural web that are important for comprehending
factors in managing organisations.

Decision-Making

Power and politics are crucial components in the organisational decision-making
processes. Elites in any society can put their weight behind decisions as a way of
serving their parochial interests. This influence can be constructive with a good

outcome in the decision-making process or Destructive with a faulty or biased result.

Organisational Culture

A particular way of utilising power and engaging in political acts influences
organisational culture. The possible impact of politics in the workplace can be defended
by promoting a corporate culture characterised by transparency, fairness, and ethical
behaviour.

Employee Morale and Motivation

Management and political activity within an organisation can and do influence the level
of morale and motivation of workers. Negative political behaviour involves behaviours
like favouritism and political manipulation, which results in dissatisfaction, low
motivation levels, and high turnover levels.

Communication and Trust

The organisation is all about communication and building long-term trust that leads to
the achievement of the organisational goals. Some people say that power and politics
can also be helpful and harmful. Managers who are able to leverage their authority to
engender communication that is free from concealment encourage accountabilities. On
the other hand, political behaviour with regard to information that gives a wrong picture
or conceals something does not engender trust and instead fuels suspicion.

Conflict and Conflict Resolution

Many organisational conflicts are associated with power and politics. However,

conflicts are bound to happen in an organisation. It is the manner in which power is
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applied in handling such disputes that dictates the influence on the organisation.
Positive political behaviour is beneficial in conflict management and conflict
transformation, while negative political behaviour is detrimental to the conflict

management processes.

15.4 Managing Power and Politics Effectively

Among the critical practices in managing this facet of organisational life is the
management of power and politics in an appropriate manner. It encapsulates identifying
sources and processes of power, promoting appropriate political conduct, and
preventing improper conduct.

Building Positive Power

Positive power, on the other hand, refers to the ways in which an individual uses their
power in order to empower other individuals, be useful to the organisation, and make a
positive difference.

Promoting Ethical Behaviour

Ethical behaviour means exemplifying right behaviour and making sure that the
employees, especially in organisations, are forced to observe these standards of
behaviour.

Addressing Negative Political Behaviour

Negative political behaviour results in pursuing methods on how to deal with

behaviours that have negative impacts on the organisation as well as the members.

15.5 Ethical Use of Power

Power ethics are considered the appropriate level of exerting influence and authority

over other subordinates and team members as required by the organisation. As most

people conform to ethical standards, they obtain the confidence and esteem of different

individuals and establish the foundation for lasting success.

Principles of Ethical Power Use

Several principles govern the ethical use of power. The following are the principles;

o Integrity: Being truthful and ethical in all the. Integrity can be defined as honesty,
candour, and follow-through in any matter, as well as in a person’s conduct.

o Fairness: Fair usage of power with no discrimination on the basis of colour, gender,
or other factors. Fairness involves making decisions with a view to ensuring that

the deserving individuals or parties benefit from it as opposed to a biased decision
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that may favour an individual owing to their influence and might not deserve the
benefit.

Responsibility: Embracing the authority conferred to a position holder with an
understanding that the power is an opportunity to transform others and the
organisation’s conditions for the better. Climate acceptability in operation involves
perceiving the effects of energy action on all the parties.

Respect: Respecting other people’s rights the way one wants their rights to be
respected. It is about listening to other people, recognising their ideas as

worthwhile, and not using force with others.

Ethical Leadership

Ethical leadership can be defined as the ability to influence employees in the

organisation to do the right thing in terms of ethical standards. Ethical leaders:

o

Lead by Example: Clients and staft should act and make decisions that are ethical
in nature. Where seniors lead, particularly in the following of specific guidelines or
in the adoption of a certain form of behaviour, others are more likely as well to
follow.

Communicate Values: Make sure that the organisation’s values and standards
regarding ethical practice are unambiguously understood. All the components of
communication stress substance and detail and sharpen the principle of ethics.
Encourage Ethical Decision-Making: Offer instructions and help in ethical
decision-making. These may incorporate the development of structures within the
organisation that will encourage the workers to raise ethical issues.

Recognise and Reward Ethical Behaviour: One of the best things that can be
done to discourage corporate dishonesty is to identify staffers who have shown good

ethical standards and reword them. Reward also motivates people to be ethical.

Knowledge Check 2

State True or False.

1. Power and politics do not influence organisational culture. (False)

2. Effective communication and trust are essential for organisational success.
(True)

3. Building positive power involves using one's influence to manipulate others for
personal gain. (False)

4. Ethical leadership involves promoting ethical behaviour and creating a positive

organisational culture. (True)
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Outcome-Based Activity 2
Discuss in a small group how ethical leadership can influence employee motivation

and organisational performance.

15.6 Summary

This kind of power comes from the position of authority that one assumes within
the organisation and is crucial for exercising control and making the members of
the organisation follow the set rules of the company.

Reward power arises from the ability to provide rewards, both tangible and
intangible, to motivate employees and align their efforts with organisational goals.
Power and politics significantly influence organisational decision-making, with
those in power often shaping decisions to align with their interests, which can lead
to both well-informed and biased outcomes.

It is possible to state that, in particular, the use of power and political activities
define organisational culture. At the same time, transparency and fairness can
prevent the manifestation of negative results and unethical actions that create a toxic
organisational culture.

Political behaviour, which is positive, has the effect of increasing the morale and,
consequently, the motivation of the employees, while the power that is used
negatively, including monopolisation of power, has the adverse impact of reducing
morale and increasing turnover.

Effective management of power and politics involves recognising and fostering
positive political behaviour through empowerment, collaboration, and mentorship.
Developing political skills such as social astuteness, interpersonal influence,
networking ability, and apparent sincerity is crucial for navigating the
organisational landscape.

Ethical leadership promotes ethical behaviour and creates a positive organisational
culture by leading by example, communicating values, and recognising ethical

behaviour.

15.7 Keywords
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Legitimate Power: The legitimacy of power allocated to a person according to their
position within an organisation, allowing them to make decisions and prescribe
actions.

Reward Power: The ability of a person to provide rewards such as promotions,
bonuses, or recognition to motivate and influence others.

Political Behaviour: Activities aimed at acquiring, developing, and using power
and resources to achieve personal or group objectives, often involving manipulation
and coalition-building.

Organisational Culture: The shared values, beliefs, and norms within an
organisation that shape behaviours and attitudes, significantly influenced by power
and politics.

Ethical Leadership: Leadership that promotes ethical behaviour and positive

organisational culture by acting with integrity, fairness, and responsibility.

15.8 Self-Assessment Questions

1.

What are the main sources of power in organisations, and how do they impact
employee behaviour?

How does political behaviour manifest in organisations, and what are its potential
positive and negative effects?

In what ways can power and politics influence organisational decision-making and
culture?

What strategies can be employed to manage power and politics effectively within
an organisation?

How can leaders promote ethical behaviour and use power responsibly in an

organisational setting?
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Unit 16: Innovation and Creativity in Organisations

Learning Outcomes:

e Students will be able to understand the importance of innovation and creativity in
organisations.

e Students will be able to identify and explain the factors promoting innovation and
creativity.

e Students will be able to apply various techniques to enhance innovation and
creativity.

e Students will be able to analyse case studies of organisational innovation.

e Students will be able to evaluate the role of leadership in fostering innovation.

Structure:
16.1 Importance of Innovation and Creativity
16.2 Factors Promoting Innovation and Creativity
o Knowledge Check 1
e Outcome-Based Activity 1
16.3 Techniques to Enhance Innovation and Creativity
16.4 Case Studies of Organisational Innovation
16.5 Role of Leadership in Fostering Innovation
e Knowledge Check 2
e Outcome-Based Activity 2
16.6 Summary
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16.7 Keywords
16.8 Self-Assessment Questions

16.9 References / Reference Reading

16.1 Importance of Innovation and Creativity

This has also remained the core reason why many organisations must not only survive
but also grow in the current world business environment that is characterised by high
rates of competition and changes. They are the initiators of change and creativity in
ideas, brands, goods, facilities, and technologies, making an organisation dynamism.
Enhancing Competitive Advantage

With the help of innovation and creativity, organisations can create goods and services
in the market that are distinguishable from other similar products. This individuality
attracts customers, and brand popularity is Commonly enhanced.

Improving Operational Efficiency

Innovation is likely to benefit problem-solving in that it results in efficiency, hence,
minimisation of expenses and optimisation of yield.

Boosting Employee Engagement and Satisfaction

People enjoy their jobs and become more motivated when they want to contribute their
ideas in the workplace. Better job satisfaction is the byproduct of this nice work
environment, which makes people work in collaboration and as a team.

Ensuring Adaptability and Sustainability

Innovation helps organisations address changes in consumer preferences, advanced
technology, and the market. It justifies the reason why organisations that do not invent
find themselves out of business.

Driving Sustainable Growth

There is a need to embark on a constant search for new opportunities and testing of
newer ways of doing things as a way of realising sustainable development. This helps
minimize risks while introducing new sources of revenue.

Fostering a Culture of Continuous Improvement
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Companies have to innovate and be creative, and leaders have to encourage
improvement processes throughout the organisation. This culture, as postulated,
ensures that the organisation is always on the lookout for ways in which the
organisation's products, services, and methods can be improved.

Enhancing Customer Experience

This is because novel goods and services, most of the time, result in enhanced customer
experiences. In accentuating unexplored needs and novel approaches to problem-
solving, firms can over-promise expectations and ensure that the resultant
communication is constructive.

Building Brand Reputation

Reputation in terms of innovativeness can go a long way in boosting an organisation’s
brand image. The concept that unfolds from this is that firms that are deemed innovative
are perceived as industry pioneers conquering new grounds, getting the best talents, and
gaining customers’ loyalty.

Leveraging Technology

It is worth stating that innovation frequently requires the application of new
technologies. Certainly, those organisations which are capable of leveraging the
prowess of technology to come up with better products and services or even manage
their affairs effectively stand to benefit.

Supporting Economic Development

On a larger scale, innovation helps a country's economic development. It is the
innovators that develop new economies, increase efficiency levels, and thereby create

employment opportunities out of nothing.

16.2 Factors Promoting Innovation and Creativity

Several aspects help to strengthen the processes of innovation and creativity in
organisations. Identifying and cultivating these aspects can ensure the development of
conditions that enable the identification of cross-industry innovations and propagate
creative solutions.

Organisational Culture

Originality, innovation, and risk are associated with the factors that emphasised cultural
elements that have better chances of yielding creativity. This must involve the creation
of a safe space such that employees can speak or act freely without fear of being
ridiculed or falling.

Leadership Support
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It can be argued that leaders bear the greatest responsibility of fostering innovation.
Organisational decision-makers must embrace and advocate for innovation because
when they do, it makes people embrace innovative ideas. Such support can be expressed
in terms of the supply of necessary resources, appreciation, motivation of employees,

and creation of a permissive communication climate.

Employee Diversity

It is acknowledged that a diverse workforce encourages creativity because it involves
different people with different views of the world, different skills and ideas. Accepting
diversity means that organisations can reach out to many more ideas and ways of doing
things.

Continuous Learning

With the help of such a model, it is possible to contribute to the development of
innovation and learning. This implies that allowing employees an opportunity to
develop new abilities, information, and experiences keeps them alert and able to
conceive. This can be attained through the acquisition of books, documents, and other
learning materials, as well as workshops, seminars, and training programmes.
Collaboration and Communication

The implementation of innovation and creativity involves communication and
cooperation. Cooperation within the company and in departments gives the ability to
combine the expertise of various employees to come up with unique ideas.
Technological Resources

Technological resources, when updated and made available to an organisation, improve
the organisation’s innovative endowments. Technology in business encompasses using
modern tools in research and development, as well as methods of developing
organisational prototypes and testing them. Allocation of resources forecast helps to
guarantee that the employees are provided with equipment and tools to enhance their
creativity.

Customer Feedback

In regards to product innovation, the voices of the customers are most important; one
has to listen to them and, even more — implement their opinions. Customers act as a
base where new products and services are sourced from into the market with the right
marks in the market.

Flexible Work Environment
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Creativity can be fostered in a setting that allows autonomy and a work-from-home
system that is policy-friendly. Many of the employees guarantee that feedback and
providing them with an option to choose when, where, and how they are going to work
makes them feel more inspired. Increased creativity and productivity in the workforce

may be a potential benefit.

Financial Investment

Innovation causes resources, including financial resources. Organisations that
contribute an adequate amount of money to research and development activities will
have the ability to work on new ideas and bring new products and services to the market.
External Partnerships

An organisation can expand its creative potential within the organisation by working
with universities, labs, other companies, etc. Through such relationships, it is possible
to obtain the technologies, resources and knowledge that are denied internally within

the company.

e Knowledge Check 1

Fill in the Blanks.

1. Innovation and creativity help organisations develop unique products and
services that stand out, enhancing their advantage. (Competitive)

2. The introduction of the lean manufacturing system by Toyota significantly
improved and reduced waste. ( efficiency)

3. A culture that values new ideas, risk-taking, and is more likely to
produce innovative outcomes. (experimentation)

4. Empowering employees and building are crucial for fostering

innovation within an organisation. (Trust)

e Outcome-Based Activity 1
Brainstorm a list of ten new product ideas that could solve a common problem in

your daily life.

16.3 Techniques to Enhance Innovation and Creativity
Improvement of innovation and creativity within organisations involves the application

of several methods which foster creativity and innovation. These techniques assist
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employees in coming up with innovations, creatively solving common business

challenges, and advance organisational development.

Brainstorming

One of the widespread methods used for ideas and solutions generation is ideation. It
involves assembling people to state opinions and express them in front of a group
without any form of condemnation or criticism.

Design Thinking

Requirement gathering and analysis are parts of design thinking, which is an innovative
technique that focuses on people’s needs. It has been noted that this technique calls for
first defining problems, generating ideas for solutions, and then prototyping and testing
the outcome.

SCAMPER Technique

The strategies that are associated with SCAMPER are Replace, Combine, Adapt,
Modify, Put to another use, Eliminate, and Rearrange. These strategies can be used to
apply the current goods, services, or processes, and employees can come up with
simultaneous and innovative ideas.

Mind Mapping

Down to the topic of planning and exploring ideas, mind mapping is a graphic method
of development and display. This is the process of making a diagram that models ideas
and conceptions and how they are related. It is the process of realising a concept that
forms a main idea and sub-ideas branching out, making a map of thoughts.

Reverse Engineering

Reverse engineering means the process of identifying the parameters of a given product,
service or process, starting from the result obtained and proceeding towards the cause.
Indeed, when the functioning of something is questioned, employees can highlight the
issues that need improvement, and they are also able to come up with innovative ideas.
This technique focuses on applying existing solutions and promotes critical analysis of
what has already been done in the field.

TRIZ (Theory of Inventive Problem Solving)

TRIZ is a logically structured problem-solving methodology that creates inventive

solutions by using patterns. It refers to the process of recognising similitude between
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existing problems and solutions and then using the determination made in the previous
issues to solve other related problems.

Innovation Labs

Innovative working environments that are currently popular in certain organisations
mean that it is possible to attempt new concepts and technologies in innovation centres,
relying on the employees. They provide the agency of these labs with favourable
conditions for carrying out innovative initiatives as well as tools. These centres make it
possible for people within an organisation to gamble and create novel products by
providing them with a forum to do so.

Crowdsourcing

Crowdsourcing means gathering ideas, solutions or contributions from a large number
of people, including those from outside the organisation. The goal of this technique is
to involve the creativity and intelligence of a larger population.

Scenario Planning

Scenario planning is a tool for looking into the future and establishing preparedness for
occurrences. This is on the development of logical and convincing stories based on the
various assumptions that could be made in the future. Organisations, through
envisaging various contingency factors, can discover the possible pitfalls and generate
creative thoughts and come up with a good master plan.

Hackathons

A hackathon is a creative competition where teams focus on certain issues or try to
develop a particular project in a minimal time; it usually takes 24 to 48 hours. Such
events facilitate a healthy rivalry combined with cooperation that is appropriate to
pursue extreme innovation.

Creative Problem-Solving Workshops

Innovation training sessions are planned sessions which involve the use of different
tools to solve business issues. Such workshops can use techniques found in creative
thinking, such as brainstorming, mind mapping and role-play.

Innovation Contests

Ideations are events in which people — either the organisation’s employees or outsiders
— put forward solutions that might be as innovative products, services, or methods. The
selected ideas get a prize or money to work on the solution and make it a reality.
Skunkworks Projects

The concept of skunkworks implies an independent project team that focuses on

elaborating and implementing sophisticated or covert initiatives. They are cross-
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functional teams which are allowed the liberty to work independently out of calendars

common to the organisational structure in order to create and take risks.

Blue Ocean Strategy

As opposed to competing in known and established market spaces or red seas, the Blue
Ocean Strategy aims to create new market spaces or blue oceans. This strategy is useful
for organisations since it strengthens the need to introduce innovation by developing

new products or services for unidentified demands.

16.4 Case Studies of Organisational Innovation

Studying case examples in organisational innovation is also another way of identifying
any successful implementation of innovative solutions by organisations. Of course,
these examples explain how people use innovative concepts and ideas and illustrate the
advantages and some difficulties of innovation.

Tata Nano: Affordable Innovation

Tata Motors Limited is an automobile manufacturing company based in India that
brought Tata Nano into the market in 2008, which was meant to be the ‘people’s car’.
The development plan of the concept was rooted in Ratan Tata's desire, mainly with an
intent to offer an affordable and safe urban vehicle that could better the two-wheelers.
The Tata Nano was designed to be an economical car that brings automotive to the
masses through efficient engineering and production. Nevertheless, the Tata Nano
encountered problems like production slowdown and some concerns related to the car’s
quality in the first cases of launch. However, the car is still an example of global
affordability in automobile manufacturing today. The situation in the Nano project
showed that meeting the needs of a target market is crucial and is achievable only
through the incorporation of innovative use of design and manufacturing.

Infosys: Zero Distance Initiative

The Zero Distance initiative was introduced at Infosys, a consulting and technology
service-providing company, to make innovation and client relations better. BCM
supports the suggestion that by engaging the employees, one can be in a position to
recognise the shortcomings, the lacunae, and the prospects for the enhancement of the
projects. Hence, due to an emphasis on steady improvements in service and products
and their ability to align with Infosys’ clients, the company has been able to improve

its service line as well as impress its clients. The Zero Distance initiative also
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demonstrates the necessity of constant innovation, and the client must remain at the
centre of the firm. There are two benefits that I mostly associate with this approach:
firstly, it enhances the delivery service of Infosys; secondly, it encourages a culture of

innovation within the company.

16.5 Role of Leadership in Fostering Innovation

Leadership is necessary to facilitate creativity inside an organisation. The
organisational culture is created and managed by leaders while also providing counsel
and resources for innovative solutions. Consequently, it becomes clear that any
organisation that desires to remain relevant and grow in the long term must recognize
the part that leadership plays in the enhancement of innovation.

Visionary Leadership

By challenging the workplace status quo and offering a bright picture of the future state
to the team, visionaries inspire people. They may describe the importance of
innovativeness and how it relates to the goals and the organisational cultural values.
Strategic leaders make the workers look for ways of performing that are not normally
embraced because, through a picture of another world, these leaders offer employees a
dream of the future.

Empowerment and Trust

Trust and delegation are said to be critical success factors for the achievement of
innovation. Great managers provide their subordinates with an opportunity to
experiment with different strategies and make mistakes.

Encouraging Collaboration

Innovations are known to originate from the synergy of multi-talented people. Good
leaders foster teamwork. Leaders can benefit from different approaches, talents, and
learning on the side of the team through engagement and cooperation.

Recognising and Rewarding Innovation

Receiving acknowledgement along with incentives is one of the most encouraging
motives for generating innovation. The importance of innovation within the
organisation is best expressed by leaders who encourage and reward innovation
initiatives and results.

Leading by Example

Strategic change initiators also set ideal behaviour for their people as they embrace

cultural change and invention. The ways in which leaders can manage employees and
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enable them to innovate include getting personally involved in innovation projects,
keeping an open mind, and being capable of taking sound risks.

Providing Resources and Support

We have a financial and time obligation in order for innovation to occur in today’s
society. Leaders are required to distribute these resources properly, as well as ensure
that innovation projects receive the necessary level of funding and resources. Some
examples of this are providing or availing technology and materials, supporting
scientific research and technological innovation and supporting training and skill
development.

Encouraging a Growth Mindset

A growth attitude is needed for change to occur and for people to call for innovation.
Managers who lead their subordinates toward a growth mentality progress the opinion
that ability and intelligence are skills which one can develop through dedication. The
following are some of the outcomes of this attitude: employees are more likely to accept
challenges, learn from threats, and continue with the challenges.

Creating a Safe Space for Innovation

Company management has to ensure that the climate of an organisation allows
employees to take risks and introduce new ideas, supporting innovation. This can be
achieved through leaders’ provision of psychological safety; employees should be able
to come up with ideas, for instance, without fearing ridicule or negative comments.
Building a Culture of Continuous Improvement

Studies indicate that continuous improvement is seen as a process rather than an
episodic activity; hence, such leaders play a significant role in fostering the right
environment for such practices. This requires clearly laid down rules and procedures
for innovation, the encouragement of constant self-and peer assessment, and the
encouragement of the corporate culture of continuous learning and growth.

Driving Strategic Innovation

Strategic innovation is another type of innovation that looks at innovation tactics from
the perspective of the organisation’s objective and strategic plans. They have an
important role in introducing and leading strategic innovation because they set goals
and evaluate opportunities for innovations, providing leadership for corresponding

activities.
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Knowledge Check 2

State True or False.

1. The Tata Nano project highlighted the importance of understanding the needs
of the target market and leveraging innovative design and manufacturing
processes to meet those needs. (True)

2. Reliance Jio’s success in the telecommunications industry was solely due to its
marketing strategy. (False)

3. Visionary leaders inspire and motivate their teams by articulating a clear and
compelling vision for the future. (True)

4. Leaders who do not support or champion innovative initiatives can still

effectively drive innovation within their teams. (False)

Outcome-Based Activity 2
Create a mind map of an innovative product or service you would like to develop,

including potential features and benefits.

16.6 Summary

Innovation and creativity enhance competitive advantage by developing unique
products and services that attract and retain customers, fostering brand loyalty and
market leadership.

They improve operational efficiency through creative problem-solving, leading to
cost reductions and productivity increases, as seen in Toyota's lean manufacturing
system.

Leadership support is essential; leaders who provide resources, recognition, and an
open environment inspire their teams to think creatively and pursue innovative
initiatives.

Design thinking is a human-centred approach that involves describing problems,
ideating, prototyping, and testing solutions while promoting iterative problem-
solving.

Visionary leaders inspire and motivate their teams by articulating a clear and
compelling vision for the future, encouraging employees to think creatively and
pursue innovative solutions.

Empowering employees by providing autonomy and resources while building a

culture of trust fosters a sense of responsibility and commitment to innovation.
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Recognising and rewarding innovative efforts reinforces the importance of
innovation within the organisation, creating a positive feedback loop that

encourages continuous creativity.

16.7 Keywords

Competitive Advantage: The edge an organisation gains by developing unique
products or services that distinguish it from competitors, often achieved through
innovation and creativity.

Lean Manufacturing: A production methodology aimed at reducing waste and
improving efficiency, popularised by Toyota, which utilises innovative processes
and continuous improvement.

Empowerment: establishing a culture of trust and innovation by providing
employees with the freedom and resources to experiment with new ideas and take
risks.

Design Thinking is a human-centred approach to innovation that involves
organisations defining challenges, generating ideas, prototyping, and testing
solutions to produce effective results.

Zero Distance Initiative: An Infosys program encouraging employees to identify
and address inefficiencies and opportunities for improvement, thereby fostering

continuous innovation.

16.8 Self-Assessment Questions

1.
2.
3.

How do innovation and creativity enhance competitive advantage in organisations?
What role does organisational culture play in promoting innovation and creativity?
Explain the SCAMPER technique and how it can be used to generate innovative
ideas.

Discuss the significance of leadership in fostering an environment conducive to
innovation.

What are the benefits of cross-functional teams in driving organisational

innovation?
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