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Figure 1.1

This Wegmans is located in Germantown, Maryland.

Source:http://www.flickr.com/photos/mdu2boy/60626190/in/photostream/.
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Figure 1.2

Steve Jobs is known for
developing innovative products
by hiring the right people for the
job and fostering a culture of
hard work and creativity.

Source:http://en.wikipedia.org/
wiki/
Image:SteveJobsMacbookAir.JPG.
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Figure 1.3
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OB spans topics related from the
individual to the organization.
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Figure 1.4

Education and training have financial payoffs as illustrated by these unemployment and earnings for workers 25
and older.

Source: U.S. Bureau of Labor Statistics,http://www.bls.gov.
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Figure 1.5

While individuals tend to have a dominant, or primary, learning style, being able to adapt to different learning
situations is a big plus, so anytime you get a chance to learn in a new way, grab it. The more you practice, the better
you will become at learning to process information in different ways.
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Figure 1.6

Researchers may even use a
handheld device to randomly or
systematically survey
participants about key aspects of
their day to get a more dynamic
view. This is called time
sampling.
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Figure 1.7

A consequence of greater
connectivity is the potential for
more workÐfamily spillover and
conflict.
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Figure 1.8

Social responsibility is not just
something organizations do at
the price of profits. It can also
lead to superior results.
Environmentally Neutral Design
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(END) has designed a shoe that
reduces the amount of material
needed so it costs less to produce
and is the lightest performance
shoe on the market.

Source: Used with permission of
END.
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Figure 1.9Percentage of Labor Force by Age Group for 2004 and Projections for 2014

Source: U.S. Department of Labor, Bureau of Labor Statistics Occupational Outlook Handbook 2006Ð2007 edition.
Retrieved October 15, 2007, fromhttp://www.bls.gov/oco/images/ocotjc03.gif.

2C@�+DGG@IID<G�%@I@M<ODJI�	RCD>C�DI>GP?@N�OCJN@�=JMI�=@OR@@I������<I?�����

?DAA@MN�AMJH�KM@QDJPN�B@I@M<ODJIN�DI�O@MHN�JA�O@>CIJGJBT�<I?�HPGODO<NFDIB�<N�<�R<T
JA�GDA@��&<QDIB�I@Q@M�FIJRI�<ITOCDIB�?DAA@M@IO�OCDN�KJKPG<ODJI�C<N�O@>CIJGJBT

!C<KO@M���-MB<IDU<ODJI<G� @C<QDJM

����2M@I?N�<I?�!C<IB@N ��

http://www.microsoft.com/enable/aging/convergence.aspx
http://www.abc.net.au/news/stories/2008/04/29/2229837.htm
http://www.msnbc.msn.com/id/22917202/
http://www.bls.gov/oco/images/ocotjc03.gif


Figure 1.10

A shamrock organization
includes an equal number of
regular employees, temporary
employees, and consultants and
contractors.
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Figure 2.1

IBM operates in over 170
countries, including this office in
Tokyo, Japan. The diversity of
IBM employees makes effective
management of diversity a key
business priority.

Source:
http://commons.wikimedia.org/
wiki/Image:IBM.jpg.
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Figure 2.2

Research shows that diverse
teams tend to make higher
quality decisions.
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Figure 2.3

Individuals often initially judge
others based on surface-level
diversity. Over time, this effect
tends to fade and is replaced by
deep-level traits such as
similarity in values and
attitudes.
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Figure 2.4

The group on the left will likely suffer a strong faultline due to the lack of common ground. The group to the right
will likely only suffer a weak faultline because the men and women of the different groups will likely identify with
each other.
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Figure 2.5

Ursula Burns became president
of Xerox Corporation in 2007. She
is responsible for the company's
global R&D, engineering,
manufacturing, and marketing.

Used by permission of Xerox
Corporation.
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Figure 2.6

Older employees tend to be
reliable and committed
employees who often perform at
comparable or higher levels than
younger workers.
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Figure 2.7

In many family-owned
businesses, different generations
work together.
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Figure 2.8

UPS operates in 200 countries,
including Italy where a boat is
carrying packages on the Canal
Grande in Venice. At UPS, 58% of
all senior officers are women or
minorities.

Source:http://en.wikipedia.org/
wiki/Image:Venezia0750UPS.jpg.
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Figure 2.9

Due to increased globalization of
businesses, understanding the
role of culture for organizational
behavior may provide you with a
competitive advantage in your
career.
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Figure 2.10

HofstedeÕs culture framework is a useful tool to understand the systematic differences across cultures.

Source: Adapted from information in Geert Hofstede cultural dimensions. Retrieved November 12, 2008, from
http://www.geert-hofstede.com/hofstede_dimensions.php.

�>49F94E1<9C=��?<<53D9F9C=

�>49F94E1<9CD93�3E<DEB5C�� <M@�>PGOPM@N�DI�RCD>C�K@JKG@�?@ADI@�OC@HN@GQ@N�<N�<I
DI?DQD?P<G�<I?�AJMH�GJJN@M�OD@N�RDOC�OC@DM�BMJPKN��2C@N@�>PGOPM@N�Q<GP@�<POJIJHT
<I?�DI?@K@I?@I>@�JA�OC@�K@MNJI�N@GA�M@GD<I>@�<I?�>M@<ODQDOT��!JPIOMD@N�NP>C�<N�OC@
3IDO@?�1O<O@N�3IDO@?�)DIB?JH�<I?��PNOM<GD<�<M@�@S<HKG@N�JA�DI?DQD?P<GDNOD>
>PGOPM@N��'I�>JIOM<NO3?<<53D9F9CD93�3E<DEB5C�� <M@�>PGOPM@N�RC@M@�K@JKG@�C<Q@
NOMJIB@M�=JI?N�OJ�OC@DM�BMJPKN�<I?�BMJPK�H@H=@MNCDK�AJMHN�<�K@MNJIeN�N@GA
D?@IODOT���ND<I�>JPIOMD@N�NP>C�<N�!CDI<�<I?�(<K<I�<N�R@GG�<N�>JPIOMD@N�DI�*<ODI
�H@MD><�<M@�CDBC@M�DI�>JGG@>ODQDNH�

'I�>JGG@>ODQDNOD>�>PGOPM@N�K@JKG@�?@ADI@�OC@HN@GQ@N�<N�K<MO�JA�<�BMJPK��'I�A<>O�OCDN
H<T�=@�JI@�R<T�OJ�?@O@>O�K@JKG@eN�DI?DQD?P<GDNH�>JGG@>ODQDNH�G@Q@G��5C@I

��� !PGOPM@N�DI�RCD>C�K@JKG@
?@ADI@�OC@HN@GQ@N�<N
DI?DQD?P<GN�<I?�AJMH�GJJN@M
OD@N�RDOC�OC@DM�BMJPKN�

��� !PGOPM@N�RC@M@�K@JKG@�C<Q@
NOMJIB@M�=JI?N�OJ�OC@DM�BMJPKN
<I?�BMJPK�H@H=@MNCDK�AJMHN�<
K@MNJIeN�N@GA�D?@IODOT�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��

http://www.geert-hofstede.com/hofstede_dimensions.php


DI?DQD?P<GDNON�<M@�<NF@?�<�LP@NODJI�NP>C�<N�b5CJ�<M@�TJP��2@GG�H@�<=JPO�TJPMN@GAc
OC@T�<M@�HJM@�GDF@GT�OJ�O<GF�<=JPO�OC@DM�GDF@N�<I?�?DNGDF@N�K@MNJI<G�BJ<GN�JM
<>>JHKGDNCH@ION��5C@I�>JGG@>ODQDNON�<M@�<NF@?�OC@�N<H@�LP@NODJI�OC@T�<M@�HJM@
GDF@GT�OJ�?@ADI@�OC@HN@GQ@N�DI�M@G<ODJI�OJ�JOC@MN�NP>C�<N�b'�<H�!CDI@N@c�JM�b'�<H�OC@
?<PBCO@M�JA�<�?J>OJM�<I?�<�CJH@H<F@M��'�C<Q@�ORJ�=MJOC@MN�c�'I�JOC@M�RJM?N�DI
>JGG@>ODQDNOD>�>PGOPM@N�N@GA�D?@IODOT�DN�NC<K@?�OJ�<�NOMJIB@M�@SO@IO�=T�BMJPK
H@H=@MNCDKN�2MD<I?DN�&��!��+>!PNF@M�!����&PD�&��!��	����
��+PGODH@OCJ?�KMJ=@N
JI�DI?DQD?P<GDNH�<I?�>JGG@>ODQDNH�Journal of Personality and Social Psychology 59
����`�����

'I�>JGG@>ODQDNOD>�NJ>D@OD@N�A<HDGT�=JI?N�<M@�HJM@�DIAGP@IOD<G�DI�K@JKG@eN�?<DGT�GDQ@N�
5CDG@�DI?DQD?P<GDNON�JAO@I�M@A@M�OJ�OC@DM�IP>G@<M�A<HDGT�RC@I�OCDIFDIB�<=JPO�OC@DM
A<HDGD@N�>JGG@>ODQDNON�<M@�HJM@�GDF@GT�OJ�?@ADI@�A<HDGT�DI�<�=MJ<?@M�N@IN@�DI>GP?DIB
>JPNDIN�PI>G@N�<PION�<I?�N@>JI?�>JPNDIN��$<HDGT�H@H=@MN�<M@�HJM@�DIQJGQ@?�DI
@<>C�JOC@MNe�GDQ@N��$JM�@S<HKG@�DI�NJ>D@OD@N�NP>C�<N�'M<I�%M@@>@�<I?�2PMF@T
@SO@I?@?�A<HDGT�H@H=@MN�H<T�N@@�@<>C�JOC@M�N@Q@M<G�ODH@N�<�R@@F��'I�H<IT
>JGG@>ODQDNOD>�NJ>D@OD@N�OC@�G<IBP<B@�M@AG@>ON�OC@�G@Q@G�JA�DIO@M<>ODJI�<HJIB
@SO@I?@?�A<HDGT�H@H=@MN�NP>C�OC<O�OC@M@�H<T�=@�?DAA@M@IO�RJM?N�PN@?�OJ�M@A@M�OJ
H<O@MI<G�Q@MNPN�K<O@MI<G�BM<I?K<M@ION�<PION�JM�PI>G@N��'I�<??DODJI�OJ�DIO@M<>ODIB
RDOC�@<>C�JOC@M�HJM@�JAO@I�A<HDGT�H@H=@MN�C<Q@�<�NOMJIB�N@IN@�JA�J=GDB<ODJI
OJR<M?�@<>C�JOC@M��$JM�@S<HKG@�>CDG?M@I�JAO@I�@SK@>O�OJ�GDQ@�RDOC�OC@DM�K<M@ION
PIODG�OC@T�B@O�H<MMD@?��'I�>JGG@>ODQDNOD>�>JPIOMD@N�NP>C�<N�2C<DG<I?�(<K<I�<I?�'I?D<
>CJJNDIB�<�><M@@M�JM�ADI?DIB�<�NKJPN@�<M@�<GG�A<HDGT�<AA<DMN��'I�OC@N@�>PGOPM@N�A<HDGT
H@H=@MN�A@@G�<>>JPIO<=G@�AJM�@<>C�JOC@MNe�=@C<QDJM�NP>C�OC<O�JI@�K@MNJIeN
HDN=@C<QDJM�H<T�=@�<�><PN@�JA�NC<H@�AJM�OC@�M@NO�JA�OC@�A<HDGT�&PD�&��!���
2MD<I?DN�&��!��	����
��'I?DQD?P<GDNH�>JGG@>ODQDNH����NOP?T�JA�>MJNN�>PGOPM<G
M@N@<M>C@MN�Journal of Cross-Cultural Psychology 17����`���� 3I?@MNO<I?DIB�OC@
DHKJMO<I>@�JA�A<HDGT�DI�>JGG@>ODQDNOD>�>PGOPM@N�DN�>MDOD><G�OJ�PI?@MNO<I?DIB�OC@DM
RJMF�=@C<QDJMN��$JM�@S<HKG@�JI@�HPGODI<ODJI<G�JDG�>JHK<IT�DI�+@SD>J�R<N
NPAA@MDIB�AMJH�GJR�KMJ?P>ODQDOT��5C@I�OC@�NDOP<ODJI�R<N�DIQ@NODB<O@?�DO�=@><H@
>G@<M�OC<O�OC@�I@R�H<I<B@M�JA�OC@�NP=ND?D<MT�C<?�BJOO@I�MD?�JA�<�HJIOCGT�AD@NO<�AJM
>JHK<IT�@HKGJT@@N�<I?�OC@DM�A<HDGD@N�PI?@M�OC@�<NNPHKODJI�OC<O�DO�R<N�<�R<NO@�JA
ODH@�<I?�HJI@T��#HKGJT@@N�C<?�DIO@MKM@O@?�OCDN�OJ�H@<I�OC<O�OC@�>JHK<IT�IJ
GJIB@M�><M@?�<=JPO�OC@DM�A<HDGD@N�0<KC<@G�2��	����
��1<QQT�>JHK<ID@N�=PDG?�=JI?N
RDOC�&DNK<ID>�@HKGJT@@N�Workforce 80	�
���� 'I�'I?D<�>JHK<ID@N�NP>C�<N�'IO@G
JMB<IDU@�bO<F@�TJPM�K<M@ION�OJ�RJMF�?<Tc�<I?�DIQJGQ@�K<M@ION�DI�M@>MPDOH@IO
@AAJMON�PI?@MNO<I?DIB�OC@�MJG@�JA�K<M@ION�DI�OC@�><M@@M�<I?�EJ=�>CJD>@N�JA
KMJNK@>ODQ@�@HKGJT@@N�$M<P@IC@DH�#��	����
��!MJNNDIB�>PGOPM@N�Workforce
Management 84	��
��`���

!JGG@>ODQDNON�<M@�HJM@�<OO<>C@?�OJ�OC@DM�BMJPKN�<I?�C<Q@�HJM@�K@MH<I@IO
<OO<>CH@ION�OJ�OC@N@�BMJPKN��!JIQ@MN@GT�DI?DQD?P<GDNON�<OO@HKO�OJ�>C<IB@�BMJPKN
HJM@�JAO@I�<I?�C<Q@�R@<F@M�=JI?N�OJ�OC@H��'O�DN�DHKJMO<IO�OJ�M@>JBIDU@�OC<O�OJ

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��



>JGG@>ODQDNON�OC@�@IODM@�CPH<I�PIDQ@MN@�DN�IJO�>JIND?@M@?�OJ�=@�OC@DM�DI�BMJPK��'I
JOC@M�RJM?N�>JGG@>ODQDNON�?M<R�NC<MK@M�?DNODI>ODJIN�=@OR@@I�OC@�BMJPKN�OC@T�=@GJIB
OJ�<I?�OCJN@�OC@T�?J�IJO�=@GJIB�OJ��2C@T�H<T�=@�ID>@�<I?�AMD@I?GT�OJ�OC@DM�DI�BMJPK
H@H=@MN�RCDG@�<>ODIB�HP>C�HJM@�>JHK@ODODQ@GT�<I?�<BBM@NNDQ@GT�OJR<M?�JPO�BMJPK
H@H=@MN��2CDN�O@I?@I>T�C<N�DHKJMO<IO�RJMF�DHKGD><ODJIN��5CDG@�DI?DQD?P<GDNON�H<T
@Q<GP<O@�OC@�K@MAJMH<I>@�JA�OC@DM�>JGG@<BP@N�HJM@�<>>PM<O@GT�>JGG@>ODQDNON�<M@�HJM@
GDF@GT�OJ�=@�B@I@MJPN�RC@I�@Q<GP<ODIB�OC@DM�DI�BMJPK�H@H=@MN��$M@@=JM?@MN�<
NJAOR<M@�>JHK<IT�=<N@?�DI�1<I�$M<I>DN>J�!<GDAJMID<�AJPI?�OC<O�@Q@I�OCJPBC�DO�R<N
<B<DINO�>JHK<IT�KJGD>T�!CDI@N@�@HKGJT@@N�R@M@�MJPODI@GT�NC<MDIB�N<G<MT
DIAJMH<ODJI�RDOC�OC@DM�>JRJMF@MN��2CDN�NDOP<ODJI�G@?�OC@H�OJ�>C<IB@�OC@DM�K<T
NTNO@H�=T�NO<I?<M?DUDIB�K<T�<O�EJ=�G@Q@GN�<I?�OC@I�BDQDIB�M<DN@N�<AO@M�HJM@�AM@LP@IO
<KKM<DN<GN�$M<P@IC@DH�#��	����
��!MJNNDIB�>PGOPM@N�Workforce Management 84	��

�`����&PD�&��!����2MD<I?DN�&��!��	����
��'I?DQD?P<GDNH�>JGG@>ODQDNH����NOP?T�JA
>MJNN�>PGOPM<G�M@N@<M>C@MN�Journal of Cross-Cultural Psychology 17����`�����(<QD?<I
+����"<NOH<G>CD<I����	����
��!PGOPM@�<I?�G@<?@MNCDK�DI�'M<I��2C@�G<I?�JA�DI?DQD?P<G
<>CD@Q@MN�NOMJIB�A<HDGT�OD@N�<I?�KJR@MAPG�@GDO@�Academy of Management Executive 17
���`�����%JH@U�!��1C<KDMJ�"��*����)DMFH<I� ��*��	����
��2C@�DHK<>O�JA
>JGG@>ODQDNH�<I?�DI�BMJPK�JPO�BMJPK�H@H=@MNCDK�JI�OC@�@Q<GP<ODJI�B@I@MJNDOT�JA
O@<H�H@H=@MN�Academy of Management Journal 43�����`�����

!JGG@>ODQDNOD>�NJ>D@OD@N�@HKC<NDU@�>JIAJMHDOT�OJ�OC@�BMJPK��2C@�(<K<I@N@�N<TDIB�bOC@
I<DG�OC<O�NOD>FN�PK�B@ON�C<HH@M@?�?JRIc�DGGPNOM<O@N�OC<O�=@DIB�?DAA@M@IO�AMJH�OC@
BMJPK�DN�PI?@NDM<=G@��'I�OC@N@�>PGOPM@N�?DNJ=@TDIB�JM�?DN<BM@@DIB�RDOC�JI@eN�BMJPK
DN�?DAAD>PGO�<I?�K@JKG@�H<T�ADI?�DO�C<M?�OJ�N<T�IJ�OJ�OC@DM�>JGG@<BP@N�JM�AMD@I?N�
'INO@<?�JA�N<TDIB�IJ�RCD>C�RJPG?�=@�DIO@MKM@O@?�<N�M@=@GGDJI�JM�<O�G@<NO�=@
>JIND?@M@?�MP?@�OC@T�H<T�PN@�DI?DM@>O�R<TN�JA�?DN<BM@@DIB�NP>C�<N�N<TDIB�b'�C<Q@
OJ�OCDIF�<=JPO�OCDNc�JM�bOCDN�RJPG?�=@�?DAAD>PGO�c�1P>C�DI?DM@>O�>JHHPID><ODJI
KM@Q@ION�OC@�JOC@M�K<MOT�AMJH�GJNDIB�A<>@�=PO�H<T�><PN@�HDNPI?@MNO<I?DIBN�DI
DIO@MI<ODJI<G�>JHHPID><ODJIN�RDOC�>PGOPM@N�OC<O�C<Q@�<�HJM@�?DM@>O�NOTG@�
!JGG@>ODQDNO�>PGOPM@N�H<T�C<Q@�<�BM@<O@M�KM@A@M@I>@�AJM�O@<H�=<N@?�M@R<M?N�<N
JKKJN@?�OJ�DI?DQD?P<G�=<N@?�M@R<M?N��$JM�@S<HKG@�DI�JI@�NOP?T�HJM@�OC<I�����JA
OC@�NP=E@>ON�DI�.CDGDKKDI@N�QD@R@?�O@<H�=<N@?�K<T�<N�A<DM�RCDG@�G@NN�OC<I�����JA�OC@
3�1��=<N@?�NP=E@>ON�QD@R@?�O@<H�=<N@?�M@R<M?N�<N�A<DM�)DMFH<I� ��*��%D=NJI� ��!�
��1C<KDMJ�"��*��	����
��#SKJMODIB�O@<HN��#IC<I>DIB�OC@�DHKG@H@IO<ODJI�<I?
@AA@>ODQ@I@NN�JA�RJMF�O@<HN�DI�BGJ=<G�<AADGD<O@N�Organizational Dynamics 30���`���

&?G5B��9CD1>35

&?G5B�49CD1>35�� M@A@MN�OJ�OC@�?@BM@@�OJ�RCD>C�OC@�NJ>D@OT�QD@RN�<I�PI@LP<G
?DNOMD=PODJI�JA�KJR@M�<N�<>>@KO<=G@��1DHKGT�KPO�NJH@�>PGOPM@N�<M@�HJM@�@B<GDO<MD<I
OC<I�JOC@MN��'I�GJR�KJR@M�?DNO<I>@�>PGOPM@N�@B<GDO<MD<IDNH�DN�OC@�IJMH��'I�CDBC
KJR@M�?DNO<I>@�>PGOPM@N�K@JKG@�J>>PKTDIB�HJM@�KJR@MAPG�KJNDODJIN�NP>C�<N
H<I<B@MN�O@<>C@MN�JM�OCJN@�RCJ�<M@�JG?@M�<M@�QD@R@?�<N�HJM@�KJR@MAPG�<I?

��� 2C@�?@BM@@�OJ�RCD>C�OC@
NJ>D@OT�QD@RN�<I�PI@LP<G
?DNOMD=PODJI�JA�KJR@M�<N
<>>@KO<=G@�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��



?@N@MQDIB�JA�<�CDBC@M�G@Q@G�JA�M@NK@>O��&DBC�KJR@M�?DNO<I>@�>PGOPM@N�<M@�CD@M<M>CD><G
>PGOPM@N�RC@M@�@Q@MTJI@�C<N�OC@DM�KG<>@��.JR@MAPG�K@JKG@�<M@�NPKKJN@?�OJ�<>O
KJR@MAPG�RCDG@�OCJN@�DI�DIA@MDJM�KJNDODJIN�<M@�@SK@>O@?�OJ�NCJR�M@NK@>O��$JM
@S<HKG@�2C<DG<I?�DN�<�CDBC�KJR@M�?DNO<I>@�>PGOPM@�<I?�NO<MODIB�AMJH�>CDG?CJJ?
K@JKG@�G@<MI�OJ�M@>JBIDU@�RCJ�DN�NPK@MDJM�@LP<G�JM�DIA@MDJM�OJ�OC@H��5C@I�K<NNDIB
K@JKG@�RCJ�<M@�HJM@�KJR@MAPG�DI?DQD?P<GN�<M@�@SK@>O@?�OJ�=JR�<I?�OC@�HJM@
KJR@MAPG�OC@�K@MNJI�OC@�?@@K@M�OC@�=JR�RJPG?�=@�.JMIKDO<FK<I�!��	����
��2M<?@�DI
2C<DG<I?����OCM@@�R<T�>PGOPM<G�>JHK<MDNJI�Business Horizons 43���`��� +<I<B@MN�DI
CDBC�KJR@M�?DNO<I>@�>PGOPM@N�<M@�OM@<O@?�RDOC�<�CDBC@M�?@BM@@�JA�M@NK@>O�RCD>C
H<T�NPMKMDN@�OCJN@�DI�GJR@M�KJR@M�?DNO<I>@�>PGOPM@N����!DOD=<IF�H<I<B@M�DI�1<P?D
�M<=D<�R<N�NPMKMDN@?�RC@I�@HKGJT@@N�NOJJ?�PK�@Q@MT�ODH@�C@�K<NN@?�=T�"@IDNJI�"�
0��&<<G<I?�1����%J@GU@M�.��	����
��!JMKJM<O@�>PGOPM@�<I?�JMB<IDU<ODJI<G
@AA@>ODQ@I@NN��'N��ND<�?DAA@M@IO�AMJH�OC@�M@NO�JA�OC@�RJMG?�Organizational Dynamics
33���`���� 1DHDG<MGT�DI�2PMF@T�NOP?@ION�DI�@G@H@IO<MT�<I?�CDBC�N>CJJGN�BM@@O�OC@DM
O@<>C@M�=T�NO<I?DIB�PK�@Q@MT�ODH@�OC@�O@<>C@M�R<GFN�DIOJ�OC@�>G<NNMJJH��'I�OC@N@
>PGOPM@N�M@A@MMDIB�OJ�<�H<I<B@M�JM�<�O@<>C@M�RDOC�OC@DM�ADMNO�I<H@�RJPG?�=@
@SOM@H@GT�MP?@��&DBC�KJR@M�?DNO<I>@�RDOCDI�<�>PGOPM@�H<T�@<NDGT�><PN@
HDNPI?@MNO<I?DIBN�RDOC�OCJN@�AMJH�GJR�KJR@M�?DNO<I>@�NJ>D@OD@N��$JM�@S<HKG@�OC@
GDHK�C<I?NC<F@�NJH@JI@�AMJH�'I?D<�H<T�BDQ@�JM�<�EJ=�><I?D?<O@�AMJH�!C<?�RCJ�DN
GJJFDIB�<O�OC@�AGJJM�OCMJPBCJPO�OC@�DIO@MQD@R�<M@�DI�A<>O�NCJRDIB�OC@DM�M@NK@>O�=PO
OC@N@�=@C<QDJMN�H<T�=@�DIO@MKM@O@?�<N�DI?D><ODIB�<�G<>F�JA�>JIAD?@I>@�JM�@Q@I
?DNM@NK@>O�DI�GJR�KJR@M�?DNO<I>@�>PGOPM@N�

-I@�JA�OC@�HJNO�DHKJMO<IO�R<TN�DI�RCD>C�KJR@M�?DNO<I>@�DN�H<IDA@NO@?�DI�OC@
RJMFKG<>@�DN�OC<O�DI�CDBC�KJR@M�?DNO<I>@�>PGOPM@N�@HKGJT@@N�<M@�PIGDF@GT�OJ
LP@NODJI�OC@�KJR@M�<I?�<POCJMDOT�JA�OC@DM�H<I<B@M�<I?�>JIAJMHDOT�OJ�OC@�H<I<B@M
RDGG�=@�@SK@>O@?��+<I<B@MN�DI�OC@N@�>PGOPM@N�H<T�=@�HJM@�PN@?�OJ�<I�<POCJMDO<MD<I
NOTG@�RDOC�GJR@M�G@Q@GN�JA�K<MOD>DK<ODQ@�G@<?@MNCDK�?@HJINOM<O@?��.@JKG@�RDGG�=@
HJM@�NP=HDNNDQ@�OJ�OC@DM�NPK@MDJMN�<I?�H<T�O<F@�JM?@MN�RDOCJPO�LP@NODJIDIB�OC@
H<I<B@M�)DMFH<I� ��*��%D=NJI� ��!����1C<KDMJ�"��*��	����
��#SKJMODIB�O@<HN�
#IC<I>DIB�OC@�DHKG@H@IO<ODJI�<I?�@AA@>ODQ@I@NN�JA�RJMF�O@<HN�DI�BGJ=<G�<AADGD<O@N�
Organizational Dynamics 30���`��� 'I�OC@N@�>PGOPM@N�K@JKG@�H<T�A@@G�PI>JHAJMO<=G@
RC@I�OC@T�<M@�<NF@?�OJ�K<MOD>DK<O@�DI�?@>DNDJI�H<FDIB��$JM�@S<HKG@�K@@MN�<M@�HP>C
G@NN�GDF@GT�OJ�=@�DIQJGQ@?�DI�CDMDIB�?@>DNDJIN�DI�CDBC�KJR@M�?DNO<I>@�>PGOPM@N�
'INO@<?�OC@N@�>PGOPM@N�N@@H�OJ�KM@A@M�K<O@MI<GDNOD>�G@<?@MNaG@<?@MN�RCJ�<M@
<POCJMDO<MD<I�=PO�H<F@�?@>DNDJIN�RCDG@�NCJRDIB�<�CDBC�G@Q@G�JA�>JI>@MI�OJR<M?
@HKGJT@@N�<N�DA�OC@T�R@M@�A<HDGT�H@H=@MN�(<QD?<I�+����"<NOH<G>CD<I����	����
�
!PGOPM@�<I?�G@<?@MNCDK�DI�'M<I��2C@�G<I?�JA�DI?DQD?P<G�<>CD@Q@MN�NOMJIB�A<HDGT�OD@N
<I?�KJR@MAPG�@GDO@�Academy of Management Executive 17����`�����0T<I����+�
$<MG<I?�*��+�� <MJI�&����.<B@�0��	����
���I�DIO@MI<ODJI<G�GJJF�<O�N@G@>ODJI
KM<>OD>@N��,<ODJI�<I?�>PGOPM@�<N�@SKG<I<ODJIN�AJM�Q<MD<=DGDOT�DI�KM<>OD>@�Personnel
Psychology 52����`����

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��



+>35BD19>DI��F?941>35

+>35BD19>DI�1F?941>35�� M@A@MN�OJ�OC@�?@BM@@�OJ�RCD>C�K@JKG@�A@@G�OCM@<O@I@?�=T
<H=DBPJPN�MDNFT�JM�PINOMP>OPM@?�NDOP<ODJIN��!PGOPM@N�CDBC�DI�PI>@MO<DIOT
<QJD?<I>@�KM@A@M�KM@?D>O<=G@�NDOP<ODJIN�<I?�C<Q@�GJR�OJG@M<I>@�AJM�<H=DBPDOT�
#HKGJT@@N�DI�OC@N@�>PGOPM@N�@SK@>O�<�>G@<M�N@O�JA�DINOMP>ODJIN�<I?�>G<MDOT�DI
@SK@>O<ODJIN��2C@M@AJM@�OC@M@�RDGG�=@�<�BM@<O@M�G@Q@G�JA�>M@<ODIB�KMJ>@?PM@N�OJ�?@<G
RDOC�KMJ=G@HN�<I?�RMDODIB�JPO�@SK@>O@?�=@C<QDJMN�DI�H<IP<GN�

!PGOPM@N�CDBC�DI�PI>@MO<DIOT�<QJD?<I>@�KM@A@M�OJ�<QJD?�MDNFT�NDOP<ODJIN�<I?�<OO@HKO
OJ�M@?P>@�PI>@MO<DIOT��$JM�@S<HKG@�JI@�NOP?T�NCJR@?�OC<O�RC@I�CDMDIB�I@R
@HKGJT@@N�>JHK<ID@N�DI�CDBC�PI>@MO<DIOT�<QJD?<I>@�>PGOPM@N�<M@�GDF@GT�OJ�PN@�<
G<MB@M�IPH=@M�JA�O@NON�>JI?P>O�<�G<MB@M�IPH=@M�JA�DIO@MQD@RN�<I?�PN@�<�ADS@?�GDNO�JA
DIO@MQD@R�LP@NODJIN�0T<I����+��$<MG<I?�*��+�� <MJI�&����.<B@�0��	����
���I
DIO@MI<ODJI<G�GJJF�<O�N@G@>ODJI�KM<>OD>@N��,<ODJI�<I?�>PGOPM@�<N�@SKG<I<ODJIN�AJM
Q<MD<=DGDOT�DI�KM<>OD>@�Personnel Psychology 52����`���� #HKGJTH@IO�>JIOM<>ON�O@I?
OJ�=@�HJM@�KJKPG<M�DI�>PGOPM@N�CDBC@M�DI�PI>@MO<DIOT�<QJD?<I>@�>JHK<M@?�OJ
>PGOPM@N�GJR�DI�PI>@MO<DIOT�<QJD?<I>@�0<BCPM<H�1��*JI?JI�+����*<MN@I�&��&�
	����
��$G@SD=G@�@HKGJTH@IO�KM<>OD>@N�DI�#PMJK@��!JPIOMT�Q@MNPN�>PGOPM@�
International Journal of Human Resource Management 12����`���� 2C@�G@Q@G�JA�>C<IB@�
JMD@IO@?�G@<?@MNCDK�N@@HN�OJ�=@�GJR@M�DI�>PGOPM@N�CDBC@M�DI�PI>@MO<DIOT
<QJD?<I>@�#MB@I@GD����%JC<M�0����2@HDM=@FJQ<�8��	����
��2M<INAJMH<ODJI<G
G@<?@MNCDK��'ON�M@G<ODJINCDK�OJ�>PGOPM@�Q<GP@�?DH@INDJIN�International Journal of
Intercultural Relations 31����`���� !JHK<ID@N�JK@M<ODIB�DI�CDBC�PI>@MO<DIOT
<QJD?<I>@�>PGOPM@N�<GNJ�O@I?�OJ�<QJD?�MDNFT�@I?@<QJMN�NP>C�<N�@IO@MDIB�AJM@DBI
O<MB@O�H<MF@ON�PIG@NN�OC@�O<MB@O�H<MF@O�DN�Q@MT�G<MB@�0JOC<@MH@G�$��2��)JOC<�1���
1O@@INH<�&��)��	����
��'IO@MI<ODJI<G�H<MF@O�@IOMT�=T�3�1��DIO@MI@O�ADMHN���I
@HKDMD><G�<I<GTNDN�JA�>JPIOMT�MDNF�I<ODJI<G�>PGOPM@�<I?�H<MF@O�NDU@�Journal of
Management 32���`���

%@MH<IT�DN�<I�@S<HKG@�JA�<�CDBC�PI>@MO<DIOT�<QJD?<I>@�>PGOPM@�RC@M@�K@JKG@�KM@A@M
NOMP>OPM@�DI�OC@DM�GDQ@N�<I?�M@GT�JI�MPG@N�<I?�KMJ>@?PM@N�OJ�H<I<B@�NDOP<ODJIN�
1DHDG<MGT�%M@@>@�DN�<�>PGOPM@�M@G<ODQ@GT�CDBC�DI�PI>@MO<DIOT�<QJD?<I>@�<I?�%M@@F
@HKGJT@@N�RJMFDIB�DI�CD@M<M>CD><G�<I?�MPG@�JMD@IO@?�>JHK<ID@N�M@KJMO�GJR@M�G@Q@GN
JA�NOM@NN�(JDI@M����	����
��2C@�DIAGP@I>@�JA�I<ODJI<G�>PGOPM@�<I?�JMB<IDU<ODJI<G
>PGOPM@�<GDBIH@IO�JI�EJ=�NOM@NN�<I?�K@MAJMH<I>@��#QD?@I>@�AMJH�%M@@>@�Journal of
Managerial Psychology 16����`���� 'I�>JIOM<NO�>PGOPM@N�NP>C�<N�'M<I�<I?�0PNND<�<M@
GJR@M�DI�PI>@MO<DIOT�<QJD?<I>@�<I?�>JHK<ID@N�DI�OC@N@�M@BDJIN�?J�IJO�C<Q@�MPG@�
JMD@IO@?�>PGOPM@N��5C@I�OC@T�>M@<O@�MPG@N�OC@T�<GNJ�N@G@>ODQ@GT�@IAJM>@�MPG@N�<I?
H<F@�<�IPH=@M�JA�@S>@KODJIN�OJ�OC@H��'I�A<>O�MPG@N�H<T�=@�QD@R@?�<N�>JINOM<DIDIB�
3I>@MO<DIOT�<QJD?<I>@�H<T�DIAGP@I>@�OC@�OTK@�JA�JMB<IDU<ODJIN�@HKGJT@@N�<M@
<OOM<>O@?�OJ��(<K<IeN�PI>@MO<DIOT�<QJD?<I>@�DN�<NNJ>D<O@?�RDOC�Q<GPDIB�EJ=�N@>PMDOT

��� 2C@�?@BM@@�OJ�RCD>C�K@JKG@
A@@G�OCM@<O@I@?�=T�<H=DBPJPN
MDNFT�JM�PINOMP>OPM@?
NDOP<ODJIN�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��



RCDG@�DI�PI>@MO<DIOT�<QJD?<IO�*<ODI��H@MD><I�>PGOPM@N�H<IT�EJ=�><I?D?<O@N�KM@A@M
OC@�NO<=DGDOT�JA�=DBB@M�<I?�R@GG�FIJRI�>JHK<ID@N�RDOC�@NO<=GDNC@?�><M@@M�K<OCN�

#1C3E<9>9DIL�5=9>9>9DI

#1C3E<9>5�3E<DEB5C�� <M@�>PGOPM@N�OC<O�Q<GP@�<>CD@Q@H@IO�>JHK@ODODQ@I@NN�<I?
<>LPDNDODJI�JA�HJI@T�<I?�JOC@M�H<O@MD<G�J=E@>ON��(<K<I�<I?�&PIB<MT�<M@�@S<HKG@N
JA�H<N>PGDI@�>PGOPM@N��+<N>PGDI@�>PGOPM@N�<M@�<GNJ�>C<M<>O@MDU@?�=T�<�N@K<M<ODJI�JA
B@I?@M�MJG@N��'I�OC@N@�>PGOPM@N�H@I�<M@�HJM@�GDF@GT�OJ�=@�<NN@MODQ@�<I?�>JHK@ODODQ@
>JHK<M@?�OJ�RJH@I��'I�>JIOM<NO65=9>9>5�3E<DEB5C�� <M@�>PGOPM@N�OC<O�Q<GP@
H<DIO<DIDIB�BJJ?�M@G<ODJINCDKN�><MDIB�AJM�OC@�R@<F�<I?�@HKC<NDUDIB�LP<GDOT�JA
GDA@��'I�OC@N@�>PGOPM@N�Q<GP@N�<M@�IJO�N@K<M<O@?�=T�B@I?@M�<I?�=JOC�RJH@I�<I?
H@I�NC<M@�OC@�Q<GP@N�JA�H<DIO<DIDIB�BJJ?�M@G<ODJINCDKN��1R@?@I�<I?�OC@
,@OC@MG<I?N�<M@�@S<HKG@N�JA�A@HDIDI@�>PGOPM@N��2C@�G@Q@G�JA�H<N>PGDIDOT�DIC@M@IO�DI
OC@�>PGOPM@�C<N�DHKGD><ODJIN�AJM�OC@�=@C<QDJM�JA�DI?DQD?P<GN�<N�R@GG�<N�JMB<IDU<ODJIN�
$JM�@S<HKG@�DI�H<N>PGDI@�>PGOPM@N�OC@�M<ODJ�JA�!#-�K<T�OJ�JOC@M�H<I<B@H@IO�G@Q@G
@HKGJT@@N�O@I?N�OJ�=@�CDBC@M�DI?D><ODIB�OC<O�OC@N@�>PGOPM@N�<M@�HJM@�GDF@GT�OJ
M@R<M?�!#-N�RDOC�CDBC@M�G@Q@GN�JA�K<T�<N�JKKJN@?�OJ�JOC@M�OTK@N�JA�M@R<M?N�2JND�&�
*����%M@>FC<H@M�2��	����
��!PGOPM@�<I?�!#-�>JHK@IN<ODJI�Organization Science 15
���`���� 2C@�A@HDIDIDOT�JA�<�>PGOPM@�<AA@>ON�H<IT�RJMF�KM<>OD>@N�NP>C�<N�OC@�G@Q@G
JA�RJMF�GDA@�=<G<I>@��'I�>PGOPM@N�CDBC�DI�A@HDIDIDOT�NP>C�<N�,JMR<T�<I?�1R@?@I
RJMF�<MM<IB@H@ION�NP>C�<N�O@G@>JHHPODIB�N@@H�OJ�=@�HJM@�KJKPG<M�>JHK<M@?�OJ
>PGOPM@N�CDBC@M�DI�H<N>PGDIDOT�GDF@�'O<GT�<I?�OC@�3IDO@?�)DIB?JH�

��� !PGOPM@N�OC<O�Q<GP@
<>CD@Q@H@IO�>JHK@ODODQ@I@NN
<I?�<>LPDNDODJI�JA�HJI@T�<I?
JOC@M�H<O@MD<G�J=E@>ON�

��� !PGOPM@N�OC<O�Q<GP@
H<DIO<DIDIB�BJJ?
M@G<ODJINCDKN�><MDIB�AJM�OC@
R@<F�<I?�@HKC<NDUDIB�LP<GDOT
JA�GDA@�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��



%��*??<2?H��&B5@1B5�/?EBC5<6�6?B�1��<?21<��1B55B

5DOC�OC@�BGJ=<GDUDIB�@>JIJHT�=JPI?<MD@N�RDOC�M@NK@>O�OJ�><M@@MN�<M@�<GNJ
=GPMMDIB��&JR�><I�TJP�KM@K<M@�TJPMN@GA�AJM�<�><M@@M�OC<O�>MJNN@N�I<ODJI<G
=JPI?<MD@N�

] Learn a language��'A�TJP�<GM@<?T�FIJR�OC<O�TJP�R<IO�OJ�GDQ@�DI�!CDI<
<AO@M�TJP�ADIDNC�N>CJJG�IJR�H<T�=@�OC@�ODH@�OJ�NO<MO�G@<MIDIB�OC@
G<IBP<B@��'O�DN�OMP@�OC<O�=PNDI@NN�DN�JAO@I�>JI?P>O@?�DI�#IBGDNC�=PO
DO�DN�=@>JHDIB�DI>M@<NDIBGT�@OCIJ>@IOMD>�OJ�NK@<F�JIGT�JI@
G<IBP<B@�RCDG@�H<IT�DI�OC@�M@NO�JA�OC@�RJMG?�><I�NK@<F�ORJ�JM
HJM@��$JM�@S<HKG@�JIGT����JA�OCJN@�GDQDIB�DI�OC@�3IDO@?�1O<O@N�><I
NK@<F�OC@DM�I<ODQ@�G<IBP<B@�KGPN�<IJOC@M�G<IBP<B@�AGP@IOGT�<N
JKKJN@?�OJ�����JA�#PMJK@<IN�,<ODJI<G�4DMOP<G�2M<ING<ODJI�!@IO@M�
	����
��*<IBP<B@N�DI��H@MD><I�N>CJJG�<I?�PIDQ@MNDOD@N��0@OMD@Q@?
(<IP<MT���������AMJH COOK���RRR�IQO>�BJQ�GJOR�HJIOCN�
IJQ@H=@M�31N>CJJGG<IBP<B@N�COH� .GPN�@Q@I�DA�=PNDI@NN�DN
>JI?P>O@?�DI�#IBGDNC�TJPM�<?<KO<ODJI�OJ�<�?DAA@M@IO�NJ>D@OT
H<FDIB�AMD@I?N�<I?�G@<?DIB�<�N<ODNATDIB�GDA@�RDGG�=@�HP>C�@<ND@M�DA
TJP�><I�NK@<F�OC@�G<IBP<B@�

] Immerse yourself in different cultures��4DNDO�?DAA@M@IO�>PGOPM@N��2CDN
?J@N�IJO�H@<I�QDNDODIB�ADQ@�>JPIOMD@N�DI���?<TN��.G<I�JI�NK@I?DIB
HJM@�ODH@�DI�JI@�GJ><G@�<I?�B@O�OJ�FIJR�J=N@MQ@�<I?�PI?@MNO<I?
OC@�>PGOPM@�

] Develop an openness to different experiences�� @�JK@I�OJ�?DAA@M@IO
>PDNDI@N�?DAA@M@IO�G<IBP<B@N�<I?�?DAA@M@IO�IJMHN�JA�RJMFDIB�<I?
GDQDIB��'A�TJP�A@@G�Q@MT�NOMJIBGT�OC<O�TJPM�R<T�JA�GDQDIB�<I?�RJMFDIB
DN�OC@�MDBCO�R<T�TJP�RDGG�C<Q@�<�C<M?�ODH@�<?EPNODIB�OJ�<�?DAA@M@IO
>PGOPM@�

] Develop a strong social support network��-I>@�TJP�<MMDQ@�DI�OC@
>PGOPM@�TJP�RDGG�GDQ@�DI�=@�KMJ<>ODQ@�DI�H<FDIB�AMD@I?N�� @DIB
>JII@>O@?�OJ�K@JKG@�DI�<�?DAA@M@IO�>PGOPM@�RDGG�C<Q@�<I�DIAGP@I>@�JI
TJPM�<=DGDOT�OJ�<?EPNO�OJ�GDQDIB�OC@M@��'A�TJP�<M@�KG<IIDIB�JI�O<FDIB
A<HDGT�H@H=@MN�RDOC�TJP�OC@DM�G@Q@G�JA�M@<?DI@NN�RDGG�<GNJ
DIAGP@I>@�TJPM�<=DGDOT�OJ�API>ODJI�DI�<�?DAA@M@IO�>PGOPM@�

] Develop a sense of humor���?EPNODIB�OJ�<�?DAA@M@IO�>PGOPM@�DN�JAO@I
@<ND@M�DA�TJP�><I�G<PBC�<O�TJPMN@GA�<I?�OC@�HDNO<F@N�TJP�H<F@��'A
TJP�O<F@�@Q@MT�HDNO<F@�OJJ�K@MNJI<GGT�TJPM�NO<T�RDGG�=@�G@NN
@IEJT<=G@�<I?�HJM@�AMPNOM<ODIB�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��

http://www.nvtc.gov/lotw/months/november/USschoollanguages.htm
http://www.nvtc.gov/lotw/months/november/USschoollanguages.htm


] Plan your return��'A�TJP�C<Q@�KG<IN�OJ�>JH@�=<>F�<I?�RJMF�DI�TJPM
CJH@�>JPIOMT�TJP�RDGG�I@@?�OJ�KG<I�TJPM�M@OPMI�DI�<?Q<I>@��5C@I
K@JKG@�G@<Q@�CJH@�AJM�<�GJIB�ODH@�OC@T�JAO@I�<?<KO�OJ�OC@�AJM@DBI
>PGOPM@�OC@T�GDQ@�DI�<I?�H<T�HDNN�H<IT�@G@H@ION�JA�DO�RC@I�OC@T
BJ�=<>F�CJH@��7JPM�JG?�AMD@I?N�H<T�C<Q@�HJQ@?�JI�GJ><G
@HKGJT@MN�H<T�IJO�DHH@?D<O@GT�<KKM@>D<O@�TJPM�JQ@MN@<N
@SK@MD@I>@�<I?�TJP�H<T�@Q@I�ADI?�OC<O�>PGOPM<G�<NK@>ON�JA�TJPM
CJH@�>JPIOMT�H<T�C<Q@�>C<IB@?�DI�TJPM�<=N@I>@�� @�M@<?T�AJM�<
M@Q@MN@�>PGOPM@�NCJ>F�

)E775CD9?>C�6?B�#1>179>7��E<DEB1<��9F5BC9DI

5DOC�OC@�DI>M@<NDIB�DHKJMO<I>@�JA�DIO@MI<ODJI<G�=PNDI@NN�<N�R@GG�<N�OC@�>PGOPM<GGT
?DQ@MN@�?JH@NOD>�RJMFAJM>@�RC<O�><I�JMB<IDU<ODJIN�?J�OJ�H<I<B@�>PGOPM<G
?DQ@MNDOT�

�5<@��=@<?I55C��E9<4��E<DEB1<��>D5<<975>35

�E<DEB1<�9>D5<<975>35�� DN�<�K@MNJIeN�><K<=DGDOT�OJ�PI?@MNO<I?�CJR�<�K@MNJIeN
>PGOPM<G�=<>FBMJPI?�DIAGP@I>@N�JI@eN�=@C<QDJM��"@Q@GJKDIB�>PGOPM<G�DIO@GGDB@I>@
N@@HN�DHKJMO<IO�=@><PN@�OC@�?<TN�RC@I�JMB<IDU<ODJIN�>JPG?�KM@K<M@�OC@DM
@HKGJT@@N�AJM�DIO@MI<ODJI<G�RJMF�NDHKGT�=T�N@I?DIB�OC@H�OJ�GJIB�N@HDI<MN�JI�<
K<MOD>PG<M�>PGOPM@�<M@�BJI@��.M@N@IOGT�DIO@MI<ODJI<G�=PNDI@NN�DN�IJO�I@>@NN<MDGT
>JI?P>O@?�=@OR@@I�K<DMN�JA�>JPIOMD@N����NP>>@NNAPG�?JH@NOD>�H<I<B@M�DN�IJO
I@>@NN<MDGT�<NNDBI@?�OJ�RJMF�JI�<�GJIB�O@MH�<NNDBIH@IO�DI�!CDI<��-A�>JPMN@�NP>C
<NNDBIH@ION�NODGG�C<KK@I�=PO�DO�DN�HJM@�GDF@GT�OC<O�OC@�@HKGJT@@N�RDGG�>JIODIP<GGT
RJMF�RDOC�JOC@MN�AMJH�?DQ@MN@�>PGOPM<G�=<>FBMJPI?N��2CDN�H@<IN�@HKGJT@@N�RDGG�IJO
I@>@NN<MDGT�C<Q@�OJ�=@>JH@�@SK@MON�DI�JI@�>PGOPM@��'INO@<?�OC@T�NCJPG?�C<Q@�OC@
<=DGDOT�OJ�RJMF�RDOC�K@JKG@�AMJH�H<IT�?DQ@MN@�=<>FBMJPI?N�<GG�<O�OC@�N<H@�ODH@�
$JM�OC@N@�OTK@N�JA�<NNDBIH@ION�@HKGJT@@N�RDGG�I@@?�OJ�?@Q@GJK�<I�<R<M@I@NN�JA
JQ@M<GG�>PGOPM<G�?DAA@M@I>@N�<I?�G@<MI�CJR�OJ�M@>JBIDU@�>PGOPM<G�KMDI>DKG@N�OC<O�<M@
JK@M<ODIB�DI�?DAA@M@IO�NDOP<ODJIN��'I�JOC@M�RJM?N�@HKGJT@@N�RDGG�I@@?�OJ�=@�N@G@>O@?
=<N@?�JI�>PGOPM<G�N@INDODQDOT�<I?�PI?@MNO<I?DIB�<I?�OM<DI@?�OJ�@IC<I>@�NP>C
LP<GDOD@N�#<MG@T�.��!����+JN<FJRNFD�#��	����
��!PGOPM<G�DIO@GGDB@I>@�Harvard
Business Review 82	��
����`���� $JM�@S<HKG@�%GJ=@1H<MO�=T��K@MD<I�%GJ=<G�DN�<I
JIGDI@�OJJG�OC<O�C@GKN�@HKGJT@@N�G@<MI�CJR�OJ�?@<G�RDOC�K@JKG@�AMJH�<MJPI?�OC@
RJMG?��2C@�KMJ>@NN�NO<MON�=T�>JHKG@ODIB�<�NPMQ@T�<=JPO�TJPM�>PGOPM<G�Q<GP@N�<I?
OC@I�OC@N@�Q<GP@N�<M@�>JHK<M@?�OJ�OCJN@�JA�?DAA@M@IO�>PGOPM@N��2C@�OJJG�KMJQD?@N
NK@>DAD>�<?QD>@�<=JPO�DIO@MK@MNJI<G�DIO@M<>ODJIN�RDOC�OC@N@�>PGOPM@N�&<HH�1��	����
1@KO@H=@M��
���K@MD<I��&@GKDIB�>JHK<ID@N�=MD?B@�>PGOPM@N�Business Week Online.

��� ��K@MNJIeN�><K<=DGDOT�OJ
PI?@MNO<I?�CJR�<�K@MNJIeN
>PGOPM<G�=<>FBMJPI?�DIAGP@I>@N
JI@eN�=@C<QDJM�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��



Retrieved(<IP<MT���������AMJH COOK���RRR�=PNDI@NNR@@F�>JH�O@>CIJGJBT�
>JIO@IO�N@K�����O>�������;�������COH �

�F?94��D8>?35>DB9C=

�D8>?35>DB9C=�� DN�OC@�=@GD@A�OC<O�JI@eN�JRI�>PGOPM@�DN�NPK@MDJM�OJ�JOC@M�>PGOPM@N
JI@�>JH@N�<>MJNN��#OCIJ>@IOMDNH�G@<?N�JMB<IDU<ODJIN�OJ�<?JKO�PIDQ@MN<G�KMDI>DKG@N
RC@I�?JDIB�=PNDI@NN�<MJPI?�OC@�BGJ=@�<I?�H<T�=<>FADM@��'I�OCDN�>C<KO@M�R@
CDBCGDBCO@?�M@N@<M>C�ADI?DIBN�NCJRDIB�CJR�>PGOPM@�<AA@>ON�@HKGJT@@�@SK@>O<ODJIN
JA�RJMF�GDA@�NP>C�<N�RJMF`GDA@�=<G<I>@�EJ=�N@>PMDOT�JM�OC@�G@Q@G�JA�@HKJR@MH@IO�
'BIJMDIB�>PGOPM<G�?DAA@M@I>@N�IJMHN�<I?�GJ><G�C<=DON�H<T�=@�>JNOGT�AJM�=PNDI@NN@N
<I?�H<T�G@<?�OJ�PIHJODQ<O@?�<I?�?DNN<ODNAD@?�@HKGJT@@N��1P>>@NNAPG�BGJ=<G
>JHK<ID@N�HJ?DAT�OC@DM�H<I<B@H@IO�NOTG@N�H<MF@ODIB�<I?�>JHHPID><ODJI
><HK<DBIN�OJ�ADO�RDOC�OC@�>PGOPM@�DI�RCD>C�OC@T�<M@�JK@M<ODIB��$JM�@S<HKG@��KKG@
'I>�eN�A<HJPN�.!�Q@MNPN�+<>�<?Q@MODNDIB�><HK<DBI�R<N�M@NCJO�DI�(<K<I�<I?�OC@
3IDO@?�)DIB?JH�PNDIB�GJ><G�<>OJMN��2C@��H@MD><I�<?N�R@M@�AJPI?�OJ�=@�OJJ
<BBM@NNDQ@�AJM�OC@�(<K<I@N@�>PGOPM@�RC@M@�?DM@>O�KMJ?P>O�>JHK<MDNJIN�<M@�M<M@�<I?
O@I?�OJ�H<F@�K@JKG@�PI>JHAJMO<=G@��2C@�I@R�<?N�A@<OPM@�HJM@�AMD@I?GT�=<IO@M�<I?
<M@�NP=OG@M�OC<I�OC@�3�1��<?N��$JM�OC@� MDODNC�H<MF@O�OC@�<?Q@MODN@MN�GJ><GDU@?�OC@
CPHJM�$JRG@M�%�����1O@DI=@MB� ����.<OMD>F����-��	�����+<M>C��
��+<>�<I?�.!eN
JQ@MN@<N�<?Q@IOPM@N��BGJ=<GDUDIB��KKG@eN�<?N�H@<IO�OR@<FDIB�>C<M<>O@MN�>GJOCDIB
<I?�=J?T�G<IBP<B@�Wall Street Journal�K�� ��

"9CD5>�D?�"?31<C

5C@I�?JDIB�>MJNN�>PGOPM<G�=PNDI@NN�GJ><GN�<M@�<�F@T�NJPM>@�JA�DIAJMH<ODJI��2J�B@O
ODH@GT�<I?�<>>PM<O@�A@@?=<>F�>JHK<ID@N�RDGG�I@@?�OJ�JK@I�GDI@N�JA�>JHHPID><ODJI
<I?�<>ODQ@GT�N@@F�A@@?=<>F��$JM�@S<HKG@�!JIQ@MBTN�<�!DI>DII<OD�=<N@?�><GG�>@IO@M
>JHK<IT�=PDGO�<�><A@O@MD<�AJM�OC@�@HKGJT@@N�DI�'I?D<��"PMDIB�OC@�KG<IIDIB�KC<N@
OC@�'I?D<I�QD>@�KM@ND?@IO�KJDIO@?�JPO�OC<O�=@><PN@�'I?D<I�AJJ?�DN�N@MQ@?�CJO�<I?
@HKGJT@@N�RJPG?�@SK@>O�OJ�M@>@DQ@�CJO�H@<GN�AJM�GPI>C�=PDG?DIB�<�><A@O@MD<�OC<O
N@MQ@?�JIGT�N<I?RD>C@N�RJPG?�>M@<O@�?DNN<ODNAD@?�@HKGJT@@N�� T�JK@IDIB�OC@�GDI@N�JA
>JHHPID><ODJI�DI�OC@�KG<IIDIB�KC<N@�JA�OC@�KMJE@>O�!JIQ@MBTN�R<N�<G@MO@?�OJ�OCDN
DHKJMO<IO�>PGOPM<G�?DAA@M@I>@�DI�ODH@�OJ�>C<IB@�OC@�KG<IN�$DNC@M����	�����(<IP<MT
��
��-AANCJMDIB�>JPG?�=JJNO�TJPM�><M@@M�Fortune 151	�
����

(53?7>9J5�*81D��E<DEB5��81>75C

!PGOPM@N�<M@�IJO�NO<OD>aOC@T�@QJGQ@�JQ@M�OC@�T@<MN����KD@>@�JA�<?QD>@�OC<O�R<N�OMP@��
T@<MN�<BJ�H<T�IJ�GJIB@M�CJG?�OMP@��$JM�@S<HKG@�NCJRDIB�N@INDODQDOT�OJ�OC@�'I?D<I
><NO@�NTNO@H�H<T�=@�JPO?<O@?�<?QD>@�AJM�OCJN@�DIO@MI<ODJI<GN�?JDIB�=PNDI@NN�DI
'I?D<�OJ?<T���� 2C@�=@GD@A�OC<O�JI@eN�JRI

>PGOPM@�DN�NPK@MDJM�OJ�JOC@M
>PGOPM@N�JI@�>JH@N�<>MJNN�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��

http://www.businessweek.com/technology/content/sep2008/tc2008095_508754.htm
http://www.businessweek.com/technology/content/sep2008/tc2008095_508754.htm


�?�$?D��<G1IC��CCE=5�*81D��E<DEB5��C�D85�&B?2<5=

5C@I�?JDIB�=PNDI@NN�DIO@MI<ODJI<GGT�A<DGPM@�H<T�J>>PM�?P@�OJ�>PGOPM@�<N�R@GG�<N
JOC@M�KMJ=G@HN���OOMD=PODIB�<GG�HDNPI?@MNO<I?DIBN�JM�A<DGPM@N�OJ�>PGOPM@�H<T
@IG<MB@�OC@�>PGOPM<G�B<K�<I?�NCDAO�OC@�=G<H@�OJ�JOC@MN��'I�A<>O�H<I<BDIB�K@JKG@�RCJ
C<Q@�?DQ@MN@�K@MNJI<GDOD@N�JM�API>ODJI<G�=<>FBMJPI?N�H<T�>M@<O@
HDNPI?@MNO<I?DIBN�OC<O�<M@�IJO�I@>@NN<MDGT�?P@�OJ�>PGOPM<G�?DAA@M@I>@N��5C@I
H<MF@ODIB�K@JKG@�AMJH�OC@�3IDO@?�1O<O@N�DIO@M<>O�RDOC�@IBDI@@MN�DI�'I?D<
HDNPI?@MNO<I?DIBN�H<T�=@�><PN@?�=T�OC@�?DAA@M@I>@N�DI�K@M>@KODJIN�=@OR@@I
H<MF@ODIB�<I?�@IBDI@@MDIB�@HKGJT@@N��5CDG@�A<HDGD<MDUDIB�@HKGJT@@N�<=JPO
>PGOPM@�@HKC<NDUDIB�OC@�DHKJMO<I>@�JA�DIO@MK@MNJI<G�NFDGGN�M@B<M?G@NN�JA�>PGOPM<G
=<>FBMJPI?�RDGG�=@�DHKJMO<IO�

! � / � * � ! � � - � /

5DOC�OC@�DI>M@<NDIB�KM@Q<G@I>@�JA�DIO@MI<ODJI<G�=PNDI@NN�<N�R@GG�<N
?DQ@MNDAD><ODJI�JA�OC@�?JH@NOD>�RJMFAJM>@�DI�H<IT�>JPIOMD@N�PI?@MNO<I?DIB
CJR�>PGOPM@�<AA@>ON�JMB<IDU<ODJI<G�=@C<QDJM�DN�=@>JHDIB�DHKJMO<IO�
'I?DQD?P<GDNH�>JGG@>ODQDNH�KJR@M�?DNO<I>@�PI>@MO<DIOT�<QJD?<I>@�<I?
H<N>PGDIDOT`A@HDIDIDOT�<M@�AJPM�F@T�?DH@INDJIN�DI�RCD>C�>PGOPM@N�Q<MT��2C@
KJNDODJI�JA�<�>PGOPM@�JI�OC@N@�?DH@INDJIN�<AA@>ON�OC@�NPDO<=G@�OTK@�JA
H<I<B@H@IO�NOTG@�M@R<M?�NTNO@HN�@HKGJT@@�N@G@>ODJI�<I?�R<TN�JA
HJODQ<ODIB�@HKGJT@@N�

� . � ( � � ) � )

�� 5C<O�DN�>PGOPM@��"J�>JPIOMD@N�C<Q@�PIDAJMH�I<ODJI<G�>PGOPM@N�
�� &JR�RJPG?�TJP�?@N>MD=@�TJPM�JRI�CJH@�>JPIOMTeN�Q<GP@N�JI�OC@�AJPM

?DH@INDJIN�JA�>PGOPM@�
�� 0@AG@>O�JI�<�ODH@�RC@I�TJP�@SK@MD@I>@?�<�?DAA@M@IO�>PGOPM@�JM�DIO@M<>O@?

RDOC�NJH@JI@�AMJH�<�?DAA@M@IO�>PGOPM@��&JR�?D?�OC@�>PGOPM<G�?DAA@M@I>@N
DIAGP@I>@�TJPM�DIO@M<>ODJI�

�� &JR�?J@N�>PGOPM@�DIAGP@I>@�OC@�KMJK@M�G@<?@MNCDK�NOTG@�<I?�M@R<M?
NTNO@H�OC<O�RJPG?�=@�NPDO<=G@�AJM�JMB<IDU<ODJIN�

�� 'H<BDI@�OC<O�TJP�RDGG�=@�N@IO�OJ�GDQ@�DI�<�AJM@DBI�>JPIOMT�?DAA@M@IO�AMJH
TJPM�JRI�DI�<�HJIOC��5C<O�<M@�OC@�OTK@N�JA�KM@K<M<ODJIN�TJP�RJPG?
=@I@ADO�AMJH�?JDIB�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����!PGOPM<G�"DQ@MNDOT ��



�� *85�(?<5�?6��D893C�1>4�$1D9?>1<��E<DEB5

" � � ($ �$ � �%�  � � * � , � )

�� !JIND?@M�OC@�MJG@�JA�?DQ@MNDOT�AJM�@OCD><G�=@C<QDJM�
�� !JIND?@M�OC@�MJG@�JA�I<ODJI<G�>PGOPM@�JI�?DQ@MNDOT�

�9F5BC9DI�1>4��D893C

5C@I�H<I<BDIB�<�?DQ@MN@�BMJPK�JA�@HKGJT@@N�@INPMDIB�OC@�@OCD><GDOT�JA
JMB<IDU<ODJI<G�=@C<QDJM�RDGG�M@LPDM@�NK@>D<G�@AAJMO��2CDN�DN�=@><PN@�@HKGJT@@N�RDOC
?DAA@M@IO�=<>FBMJPI?N�JM�?@HJBM<KCD>�OM<DON�H<T�Q<MT�DI�OC@DM�NO<I?<M?N�JA�@OCD>N�
$JM�@S<HKG@�M@N@<M>C�NCJRN�OC<O�OC@M@�<M@�NJH@�B@I?@M�?DAA@M@I>@N�RC@I�DO�>JH@N
OJ�@Q<GP<ODIB�OC@�?@BM@@�JA�@OCD><GDOT�JA�CTKJOC@OD><G�N>@I<MDJN�RDOC�RJH@I
PODGDUDIB�CDBC@M�NO<I?<M?N��+@I�<I?�RJH@I�N@@H�OJ�C<Q@�NDHDG<M�NO<I?<M?N�RC@I
EP?BDIB�OC@�@OCD><GDOT�JA�HJI@O<MT�DNNP@N�=PO�?DAA@M�JI�DNNP@N�NP>C�<N�OC@�@OCD><GDOT
JA�=M@<FDIB�JMB<IDU<ODJI<G�MPG@N��'IO@M@NODIBGT�B@I?@M�?DAA@M@I>@N�N@@H�OJ
?DN<KK@<M�<N�K@JKG@�BMJR�JG?@M���B@�DN�<IJOC@M�?@HJBM<KCD>�OM<DO�OC<O�DIAGP@I>@N
OC@�NO<I?<M?N�JA�@OCD>N�K@JKG@�PN@�RDOC�JG?@M�@HKGJT@@N�=@DIB�=JOC@M@?�HJM@�=T
PI@OCD><G�=@C<QDJMN�>JHK<M@?�OJ�TJPIB@M�@HKGJT@@N��1DHDG<MGT�JI@�NOP?T�NCJR@?
OC<O�JG?@M�M@NKJI?@ION�AJPI?�NJH@�LP@NODJI<=G@�I@BJOD<ODJI�=@C<QDJMN�NP>C�<N
HDNM@KM@N@IODIB�DIAJMH<ODJI�<I?�=GPAADIB�OJ�=@�HJM@�PI@OCD><G�>JHK<M@?�OJ
TJPIB@M�M@NKJI?@ION�"@NCK<I?@�1��.��	����
��+<I<B@MeN�K@M>@KODJI�JA�KMJK@M
@OCD><G�>JI?P>O��2C@�@AA@>O�JA�N@S�<B@�<I?�G@Q@G�JA�@?P><ODJI�Journal of Business
Ethics 16���`����$M<IF@�%��0��!MJRI�"��$����1K<F@�"��$��	����
��%@I?@M�?DAA@M@I>@N
DI�@OCD><G�K@M>@KODJIN�JA�=PNDI@NN�KM<>OD>@N����NJ>D<G�MJG@�OC@JMT�K@MNK@>ODQ@�Journal
of Applied Psychology 82����`�����.@O@MNJI�"��0CJ<?N������4<PBCO� ��!��	����
�
#OCD><G�=@GD@AN�JA�=PNDI@NN�KMJA@NNDJI<GN����NOP?T�JA�B@I?@M�<B@�<I?�@SO@MI<G
A<>OJMN�Journal of Business Ethics 31����`�����4JGF@H<�0��(��	����
��"@HJBM<KCD>
>PGOPM<G�<I?�@>JIJHD>�KM@?D>OJMN�JA�K@M>@DQ@?�@OCD><GDOT�JA�I@BJOD<ODJI�=@C<QDJM���
IDI@�>JPIOMT�<I<GTNDN�Journal of Business Research 57���`���

'I�<??DODJI�OJ�?@HJBM<KCD>�?DQ@MNDOT�>PGOPM<G�?DQ@MNDOT�DIOMJ?P>@N�>C<GG@IB@N�OJ
H<I<BDIB�@OCD><G�=@C<QDJM�BDQ@I�OC<O�>PGOPM@N�?DAA@M�DI�OC@�<>ODJIN�OC@T�QD@R�<N
@OCD><G��!PGOPM<G�?DAA@M@I>@N�<M@�K<MOD>PG<MGT�DHKJMO<IO�RC@I�?JDIB�>MJNN�>PGOPM<G
=PNDI@NN��$JM�@S<HKG@�JI@�NOP?T�>JHK<M@?�0PNND<I�<I?��H@MD><I�NP=E@>ON�JI�OC@DM
M@<>ODJIN�OJ�@OCD>N�N>@I<MDJN���H@MD><IN�QD@R@?�N>@I<MDJN�NP>C�<N�<I�<P?DODIB
>JHK<IT�NC<MDIB�DIAJMH<ODJI�M@B<M?DIB�JI@�>GD@IO�RDOC�<IJOC@M�>GD@IO�<N�HJM@
PI@OCD><G�>JHK<M@?�OJ�CJR�0PNND<I�NP=E@>ON�QD@R@?�OC@�N<H@�N>@I<MDJN� @@FPI�0�
'��1O@?C<H�7��7<H<HPM<�(��&���� <MBCJPOD�(�����	����
��!JHK<MDIB�=PNDI@NN

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

��



@OCD>N�DI�0PNND<�<I?�OC@�3�1�International Journal of Human Resource Management 14
����`����� ��NOP?T�>JHK<MDIB�3�1��)JM@<I�<I?�'I?D<I�H<I<B@MN�AJPI?�?DAA@M@I>@N
DI�<OODOP?@N�OJR<M?�=PNDI@NN�@OCD>N�K<MOD>PG<MGT�RDOC�)JM@<IN�OCDIFDIB�OC<O�=@DIB
@OCD><G�R<N�<B<DINO�OC@�BJ<G�JA�=@DIB�KMJADO<=G@��'I?D<I�<I?�)JM@<I�NP=E@>ON�QD@R@?
LP@NODJI<=G@�KM<>OD>@N�NP>C�<N�NJAOR<M@�KDM<>T�I@KJODNH�JM�OC@�NC<MDIB�JA�DIND?@M
DIAJMH<ODJI�<N�M@G<ODQ@GT�HJM@�@OCD><G�>JHK<M@?�OJ�NP=E@>ON�DI�OC@�3IDO@?�1O<O@N���O
OC@�N<H@�ODH@�)JM@<I�<I?�'I?D<I�NP=E@>ON�QD@R@?�DIEPMT�OJ�OC@�@IQDMJIH@IO�<N
HJM@�PI@OCD><G�>JHK<M@?�OJ�OC@�3�1��NP=E@>ON�!CMDNOD@�.��(��)RJI�'��5��1OJ@=@MG�.�
����� <PHC<MO�0��	����
����>MJNN�>PGOPM<G�>JHK<MDNJI�JA�@OCD><G�<OODOP?@N�JA
=PNDI@NN�H<I<B@MN�Journal of Business Ethics 46����`���� 'I�JOC@M�RJM?N�OC@�@OCD><G
NO<I?<M?N�C@G?�DI�?DAA@M@IO�NJ>D@OD@N�H<T�@HKC<NDU@�?DAA@M@IO�=@C<QDJMN�<N�@OCD><G
JM�PI@OCD><G�

5C@I�?@<GDIB�RDOC�PI@OCD><G�=@C<QDJM�JQ@MN@<N�>JHK<ID@N�RDGG�I@@?�OJ�>JIND?@M
OC@�@OCD><G�>JIO@SO��&<QDIB�DIO@MI<G�M@KJMODIB�H@>C<IDNHN�H<T�C@GK�=PO�M@N@<M>C
NCJRN�OC<O�DI�Q@MT�CDBC�KJR@M�?DNO<IO�NJ>D@OD@N�OC@N@�H@>C<IDNHN�JAO@I�BJ
PIPN@?�+<>,<=� ��+<>*@<I�(�� MDNGDI�0���BPDG@M<�%��+��5JMOCG@T�0��0<QGDI�#�
@O�<G��	����
��!PGOPM@�<I?�@OCD>N�H<I<B@H@IO��5CDNOG@�=GJRDIB�<I?�DIO@MI<G
M@KJMODIB�RDOCDI�<�,�$2��>JPIOMT�>JIO@SO�International Journal of Cross-Cultural
Management, 7��`��� #Q@I�RC@I�<�HPGODI<ODJI<G�>JHK<IT�C<N�@OCD><G�NO<I?<M?N�OC<O
<M@�?DAA@M@IO�AMJH�GJ><G�NO<I?<M?N�PNDIB�OC@�C@<?LP<MO@MNe�NO<I?<M?N�DI�<GG�>MJNN�
>PGOPM<G�DIO@M<>ODJIN�RDGG�IJO�=@�KJNND=G@�JM�NPDO<=G@��2C@�MDBCO�<>ODJI�JAO@I�?@K@I?N
JI�OC@�NK@>DAD>N�JA�OC@�NDOP<ODJI�<I?�<�>JIND?@M<ODJI�JA�OC@�GJ><G�>PGOPM@��$JM
@S<HKG@�DI�OC@�����N�*@QD�1OM<PNN���!JHK<IT�AJPI?�OC<O�NJH@�JA�DON�>JIOM<>OJMN�DI
 <IBG<?@NC�R@M@�PNDIB�>CDG?�G<=JM�>JINDNODIB�JA�>CDG?M@I�PI?@M����T@<MN�JG?�DI�DON
A<>OJMD@N��-I@�JKODJI�OC@T�C<?�R<N�OJ�?@H<I?�OC<O�OC@DM�>JIOM<>OJMN�ADM@�OCJN@
>CDG?M@I�DHH@?D<O@GT��7@O�RC@I�OC@T�GJJF@?�<O�OC@�NDOP<ODJI�HJM@�>GJN@GT�OC@T
AJPI?�OC<O�DO�R<N�>JHHJI�AJM�TJPIB�>CDG?M@I�OJ�=@�@HKGJT@?�DI�A<>OJMD@N�<I?�DI
H<IT�><N@N�OC@N@�>CDG?M@I�R@M@�OC@�NJG@�=M@<?RDII@MN�DI�OC@�A<HDGT��$DMDIB�OC@N@
>CDG?M@I�RJPG?�C<Q@�><PN@?�NDBIDAD><IO�C<M?NCDK�AJM�OC@�A<HDGD@N�<I?�>JPG?�C<Q@
KPNC@?�OC@�>CDG?M@I�DIOJ�HJM@�?<IB@MJPN�RJMFDIB�>JI?DODJIN��2C@M@AJM@�*@QD�
1OM<PNN�M@<>C@?�<I�<BM@@H@IO�OJ�N@I?�OC@�>CDG?M@I�=<>F�OJ�N>CJJG�RCDG@�>JIODIPDIB
OJ�M@>@DQ@�OC@DM�R<B@N�K<MOGT�AMJH�OC@�>JIOM<>OJM�>JHK<ID@N�<I?�K<MOGT�AMJH�*@QD�
1OM<PNN��2C@�N>CJJG�@SK@IN@N�R@M@�H@O�=T�*@QD�1OM<PNN�<I?�OC@�>CDG?M@I�R@M@
KMJHDN@?�RJMF�RC@I�OC@T�R@M@�JG?@M��'I�NCJMO�OC@�?DQ@MN@�@OCD><G�NO<I?<M?N�JA�OC@
RJMG?eN�>PGOPM@N�H<F@�DO�PIGDF@GT�OC<O�JI@�<KKMJ<>C�><I�G@<?�OJ�A<DM�JPO>JH@N�DI�<GG
>DM>PHNO<I>@N�

�9F5BC9DI��B?E>4�D85��<?25

"@HJBM<KCD>�?DQ@MNDOT�DN�<�A<>O�JA�GDA@�DI�OC@�3IDO@?�1O<O@N��2C@�NDOP<ODJI�DN
NJH@RC<O�?DAA@M@IO�DI�JOC@M�K<MON�JA�OC@�RJMG?���OODOP?@N�OJR<M?�B@I?@M�M<>@

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����2C@�0JG@�JA�#OCD>N�<I?�,<ODJI<G�!PGOPM@ ��



?DN<=DGDOD@N�JM�N@SP<G�JMD@IO<ODJI�?DAA@M�<MJPI?�OC@�RJMG?�<I?�@<>C�>JPIOMT
<KKMJ<>C@N�OC@�OJKD>�JA�?DQ@MNDOT�?DAA@M@IOGT�

�N�<�><N@�DI�KJDIO�(<K<I�DN�<�M@G<ODQ@GT�CJHJB@I@JPN�NJ>D@OT�OC<O�N@@N�OC@�I@@?�OJ
?DQ@MNDAT�DON@GA��5DOC�OC@�DI>M@<NDIB�<B@�JA�OC@�KJKPG<ODJI�OC@�>JPIOMT�@SK@>ON�OJ
GJN@��������RJMF@MN�K@M�T@<M���O�OC@�N<H@�ODH@�OC@�>JPIOMT�A<HJPNGT�PI?@MPODGDU@N
A@H<G@�@HKGJT@@N��-Q@MO�N@SDNH�DN�M<HK<IO�<I?�NO@M@JOTK@N�<=JPO�A@H<G@
@HKGJT@@N�<N�PI<=G@�OJ�G@<?�<M@�K<MO�JA�OC@�>PGOPM@��5CDG@�OC@M@�DN
<IOD?DN>MDHDI<ODJI�G@BDNG<ODJI�<I?�OC@�?@NDM@�JA�OC@�(<K<I@N@�BJQ@MIH@IO�OJ�?@<G
RDOC�OCDN�DNNP@�RJH@I�<M@�N@MDJPNGT�PI?@MM@KM@N@IO@?�DI�H<I<B@H@IO��$JM
@S<HKG@�RCDG@�����JA�<GG�&@RG@OO�.<>F<M?�"@Q@GJKH@IO�!JHK<IT�H<I<B@MN�DI�OC@
3IDO@?�1O<O@N�<M@�A@H<G@�DI�(<K<I�OCDN�IPH=@M�DN�<MJPI?�����1JH@�>JHK<ID@N�NP>C
<N�1<ITJ�#G@>OMD>�!J��*O?��C<Q@�A@H<G@�!#-N�=PO�OC@N@�>JHK<ID@N�<M@�B@I@M<GGT
>JIND?@M@?�@S>@KODJIN�� @><PN@�JA�OC@�G<=JM�NCJMO<B@�OC@�>JPIOMT�DN�<OOM<>ODIB
DHHDBM<ION�AMJH�1JPOC��H@MD><�OC@M@=T�DI>M@<NDIB�OC@�G@Q@G�JA�?DQ@MNDOT�JA�OC@
>JPIOMT�<I?�DI>M@<NDIB�<R<M@I@NN�JA�?DQ@MNDOT�M@G<O@?�DNNP@N�)@GGT�2��	����
��0DJ�?@
(<K<IJ� Forbes Asia 4	��
���`����5JJ?N�%��.��	�����->OJ=@M���
��(<K<IeN�?DQ@MNDOT
KMJ=G@H��5JH@I�<M@�����JA�RJMF�AJM>@�=PO�>JHH<I?�A@R�OJK�KJNON����bR<NO@c�N<TN
!<MGJN�%CJNI�Wall Street Journal�K�� ��

�OODOP?@N�OJR<M?�>JI>@KON�NP>C�<N�<AADMH<ODQ@�<>ODJI�<M@�<GNJ�>PGOPM<GGT�?@O@MHDI@?�
$JM�@S<HKG@�$M<I>@�@SK@MD@I>@N�?DAA@M@IO�@HKGJTH@IO�NDOP<ODJIN�AJM�@HKGJT@@N
RDOC�?DAA@M@IO�=<>FBMJPI?N���>>JM?DIB�OJ�JI@�NOP?T�>JI?P>O@?�=T�<�3IDQ@MNDOT�JA
.<MDN�KMJA@NNJM�DI�RCD>C�A<F@�MXNPHXN�R@M@�N@IO�OJ�<�G<MB@�IPH=@M�JA�>JHK<ID@N
@Q@I�RC@I�<GG�LP<GDAD><ODJIN�R@M@�OC@�N<H@�><I?D?<O@N�RDOC�$M@I>C�NJPI?DIB
I<H@N�R@M@�OCM@@�ODH@N�HJM@�GDF@GT�OJ�B@O�<�><GG=<>F�>JHK<M@?�OJ�OCJN@�RDOC�,JMOC
�AMD><I`NJPI?DIB�I<H@N��&JR@Q@M�<AADMH<ODQ@�<>ODJI�DN�QD@R@?�<N�PIA<DM�DI�$M@I>C
NJ>D@OT�G@<QDIB�OC@�NDOP<ODJI�DI�OC@�C<I?N�JA�>JMKJM<ODJIN��1JH@�>JHK<ID@N�NP>C�<N
.1��.@PB@JO�!DOMJYI�NO<MO@?�PODGDUDIB�CPH<I�M@NJPM>@�H<I<B@H@IO�NTNO@HN�DI
RCD>C�><I?D?<O@�I<H@N�<M@�<POJH<OD><GGT�NOMDKK@?�AMJH�MXNPHXN�=@AJM@�&0
KMJA@NNDJI<GN�K@MNJI<GGT�DIQ@NODB<O@�OC@H�4<GG<�+��	�����(<IP<MT��
��$M<I>@�N@@FN
K<OC�OJ�RJMFKG<>@�?DQ@MNDOT��#HKGJT@MN�KJGDOD>D<IN�RM@NOG@�RDOC�OM<?DODJIN�OC<O
H<F@�DIO@BM<ODJI�<�?DAAD>PGO�KMJ>@NN�Wall Street Journal�K����� 'I�NPHH<MT�?P@�OJ
?DAA@M@I>@N�DI�OC@�G@B<G�@IQDMJIH@IO�<N�R@GG�<N�>PGOPM<G�>JIO@SO�bH<I<BDIB
?DQ@MNDOT�@AA@>ODQ@GTc�H<T�><MMT�<�?DAA@M@IO�H@<IDIB�<>MJNN�OC@�BGJ=@�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����2C@�0JG@�JA�#OCD>N�<I?�,<ODJI<G�!PGOPM@ ��



! � / � * � ! � � - � /

#OCD><G�=@C<QDJM�DN�<AA@>O@?�=T�OC@�?@HJBM<KCD>�<I?�>PGOPM<G�>JHKJNDODJI�JA
OC@�RJMFAJM>@��1OP?D@N�DI?D><O@�OC<O�H@I�<I?�RJH@I�<N�R@GG�<N�TJPIB@M�<I?
JG?@M�@HKGJT@@N�?DAA@M�DI�OC@�OTK@N�JA�=@C<QDJMN�OC@T�QD@R�<N�@OCD><G�
"DAA@M@IO�>PGOPM@N�<GNJ�CJG?�?DAA@M@IO�@OCD><G�NO<I?<M?N�RCD>C�=@>JH@
DHKJMO<IO�RC@I�H<I<BDIB�<�?DQ@MN@�RJMFAJM>@�JM�?JDIB�=PNDI@NN�RDOCDI
?DAA@M@IO�>PGOPM@N���MJPI?�OC@�BGJ=@�?DQ@MNDOT�C<N�<�?DAA@M@IO�H@<IDIB�<I?
?DAA@M@IO�JQ@MOJI@N��'I�<??DODJI�OJ�?DAA@M@IO�G@B<G�AM<H@RJMFN�KMJO@>ODIB
@HKGJT@@�>G<NN@N�OC@�OTK@N�JA�NO@M@JOTK@N�OC<O�@SDNO�DI�?DAA@M@IO�>PGOPM@N
<I?�RC@OC@M�<I?�CJR�OC@�NJ>D@OT�O<>FG@N�KM@EP?D>@�<B<DINO�?DAA@M@IO
?@HJBM<KCD>�><O@BJMD@N�Q<MT�AMJH�M@BDJI�OJ�M@BDJI�

� . � ( � � ) � )

�� "J�TJP�=@GD@Q@�OC<O�HPGODI<ODJI<G�>JHK<ID@N�NCJPG?�C<Q@�<I�@OCD>N�>J?@
OC<O�OC@T�@IAJM>@�<MJPI?�OC@�RJMG?��5CT�JM�RCT�IJO�

�� &JR�><I�JMB<IDU<ODJIN�H<I<B@�<�RJMFAJM>@�RDOC�?DQ@MN@�K@MNJI<G
@OCD><G�Q<GP@N�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����2C@�0JG@�JA�#OCD>N�<I?�,<ODJI<G�!PGOPM@ ��



��� �?>3<EC9?>

'I�>JI>GPNDJI�DI�OCDN�>C<KO@M�R@�M@QD@R@?�OC@�DHKGD><ODJIN�JA�?@HJBM<KCD>�<I?
>PGOPM<G�?DQ@MNDOT�AJM�JMB<IDU<ODJI<G�=@C<QDJM��+<I<B@H@IO�JA�?DQ@MNDOT�@AA@>ODQ@GT
KMJHDN@N�<�IPH=@M�JA�=@I@ADON�AJM�>JHK<ID@N�<I?�H<T�=@�<�>JHK@ODODQ@�<?Q<IO<B@�
7@O�>C<GG@IB@N�NP>C�<N�I<OPM<G�CPH<I�O@I?@I>D@N�OJ�<NNJ>D<O@�RDOC�OCJN@�NDHDG<M�OJ
PN�<I?�PNDIB�NO@M@JOTK@N�DI�?@>DNDJI�H<FDIB�JAO@I�<>O�<N�=<MMD@MN�OJ�<>CD@QDIB�OCDN
BJ<G�� T�>M@<ODIB�<�RJMF�@IQDMJIH@IO�RC@M@�K@JKG@�JA�<GG�JMDBDIN�<I?�OM<DON�A@@G
R@G>JH@�JMB<IDU<ODJIN�RDGG�H<F@�DO�KJNND=G@�AJM�<GG�@HKGJT@@N�OJ�A@@G�@IB<B@?�RDOC
OC@DM�RJMF�<I?�M@H<DI�KMJ?P>ODQ@�H@H=@MN�JA�OC@�JMB<IDU<ODJI�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

��



��� �H5B39C5C

� * � � � � " � � � " �## �

7JP�<M@�RJMFDIB�AJM�OC@�KJGD>@�?@K<MOH@IO�JA�TJPM�>DOT��5C@I�CDMDIB
@HKGJT@@N�OC@�?@K<MOH@IO�PN@N�<�KCTND><G�<=DGDOT�O@NO�DI�RCD>C�><I?D?<O@N
<M@�<NF@?�OJ�?J����KPNC�PKN�<I?����NDO�PKN�<N�R@GG�<N�>GDH=�JQ@M�<���AJJO
R<GG��5C@I�><I?D?<O@N�O<F@�OCDN�O@NO�DO�N@@HN�OC<O�<=JPO�����JA�OC@�H@I�RCJ
O<F@�OC@�O@NO�<>OP<GGT�K<NN�DO�RCDG@�JIGT�����JA�OC@�A@H<G@�><I?D?<O@N�K<NN
OC@�O@NO��"J�TJP�=@GD@Q@�OC<O�OCDN�DN�<�A<DM�O@NO��5CT�JM�RCT�IJO��'A�TJP�<M@
<NF@?�OJ�M@QD@R�OC@�@HKGJT@@�N@G@>ODJI�KMJ>@?PM@N�RJPG?�TJP�H<F@�<IT
>C<IB@N�OJ�OCDN�NTNO@H��5CT�JM�RCT�IJO�

� $ � � , � �+ � " � � . � ( � � ) �

��>JGG@<BP@�JA�TJPMN�DN�=@DIB�N@IO�OJ�'I?D<�<N�<�H<I<B@M�AJM�<�><GG�>@IO@M��1C@
EPNO�OJG?�TJP�OC<O�NC@�A@@GN�Q@MT�NOMJIBGT�<=JPO�OC@�AJGGJRDIB�DNNP@N�

] "@HJ>M<OD>�G@<?@MN�<M@�OC@�=@NO�G@<?@MN�=@><PN@�OC@T�>M@<O@�<�HJM@
N<ODNAD@?�RJMFAJM>@�

] #HKGJT@@N�M@NKJI?�=@NO�OJ�DI?DQD?P<G�=<N@?�K<T�DI>@IODQ@N�<I?�=JIPN@N
<N�OJJGN�AJM�HJODQ<ODJI�

] #HKGJT@@N�NCJPG?�M@>@DQ@�K@@M�A@@?=<>F�<=JPO�OC@DM�K@MAJMH<I>@�G@Q@G
NJ�OC<O�OC@T�><I�B@O�<�=@OO@M�N@IN@�JA�CJR�R@GG�OC@T�<M@�K@MAJMHDIB�

�AO@M�?JDIB�NJH@�M@N@<M>C�JI�OC@�=PNDI@NN�@IQDMJIH@IO�<I?�I<ODJI<G
>PGOPM@�DI�'I?D<�CJR�RJPG?�TJP�<?QDN@�TJPM�>JGG@<BP@�OJ�=@C<Q@��1CJPG?�NC@
OMT�OJ�OM<INA@M�OC@N@�OCM@@�H<I<B@MD<G�KM<>OD>@N�OJ�OC@�'I?D<I�>JIO@SO��5CT
JM�RCT�IJO�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

��



� (%+&� � . � ( � � ) �

"DQ@MNDOT�"DG@HH<N

'H<BDI@�OC<O�TJP�<M@�RJMFDIB�DI�OC@�&0�?@K<MOH@IO�JA�TJPM�>JHK<IT��7JP
>JH@�<>MJNN�OC@�AJGGJRDIB�N>@I<MDJN�DI�RCD>C�TJPM�DIKPO�C<N�=@@I�NJPBCO�
"DN>PNN�@<>C�N>@I<MDJ�<I?�KMJKJN@�<I�<>ODJI�KG<I�AJM�H<I<B@H@IO�

�� �DH@@�DN�OC@�HJOC@M�JA�<�I@R=JMI��1C@�DN�Q@MT�?@?D><O@?�OJ�C@M�RJMF�=PO
NC@�PN@?�OJ�NO<T�AJM�GJIB@M�CJPMN�<O�RJMF�=@AJM@�NC@�C<?�C@M�=<=T��,JR
NC@�OMD@N�OJ�N>C@?PG@�C@M�RJMF�NJ�OC<O�NC@�G@<Q@N�<MJPI?������K�H��&@M
DHH@?D<O@�H<I<B@M�A@@GN�OC<O��DH@@�DN�IJ�GJIB@M�?@?D><O@?�JM
>JHHDOO@?�OJ�C@M�RJMF�<I?�DN�>JIND?@MDIB�K<NNDIB�C@M�JQ@M�AJM�<
KMJHJODJI��'N�OCDN�?@>DNDJI�A<DM�

�� (<>F�DN�<�H<MMD@?�H<G@�RCDG@�(JCI�DN�NDIBG@��7JPM�>JHK<IT�C<N�<I
<NNDBIH@IO�DI�<�=M<I>C�DI�+@SD>J�OC<O�RJPG?�G<NO�<�>JPKG@�JA�T@<MN�
+<I<B@H@IO�A@@GN�OC<O�(JCI�RJPG?�=@�=@OO@M�AJM�OCDN�<NNDBIH@IO�=@><PN@
C@�DN�NDIBG@�<I?�DN�AM@@�OJ�HJQ@��'N�OCDN�?@>DNDJI�A<DM�

�� ��H<I<B@M�M@>@DQ@N�<�M@LP@NO�AMJH�<I�@HKGJT@@�OJ�O<F@�JAA�<�5@?I@N?<T
AJM�M@GDBDJPN�M@<NJIN��2C@�H<I<B@M�?D?�IJO�FIJR�OC<O�OCDN�@HKGJT@@�R<N
K<MOD>PG<MGT�M@GDBDJPN�<I?�?J@N�IJO�=@GD@Q@�OC<O�OC@�G@<Q@�DN�AJM�M@GDBDJPN
M@<NJIN��2C@�H<I<B@M�=@GD@Q@N�OC<O�OC@�@HKGJT@@�DN�BJDIB�OJ�PN@�OCDN�?<T
<N�<�K@MNJI<G�?<T�JAA��1CJPG?�OC@�H<I<B@M�DIQ@NODB<O@�OC@�NDOP<ODJI�

�� ��N<G@N�@HKGJT@@�C<N�K<DIAPG�HDBM<DI@N�DIO@MHDOO@IOGT�?PMDIB�OC@�RJMF
?<T��1C@�RJPG?�GDF@�OJ�O<F@�NCJMO�I<KN�?PMDIB�OC@�?<T�<N�<�KM@Q@IO<ODQ@
H@<NPM@�<I?�NC@�<GNJ�I@@?N�<�KG<>@�RC@M@�NC@�><I�I<K�RC@I�<�HDBM<DI@
J>>PMN��&@M�DHH@?D<O@�H<I<B@M�A@@GN�OC<O�OCDN�DN�PIA<DM�OJ�OC@�M@NO�JA�OC@
@HKGJT@@N�

�� ��?@K<MOH@IO�DN�GJJFDIB�AJM�<I�@IOMT�G@Q@G�><NCD@M��-I@�JA�OC@�EJ=
<KKGD><ION�DN�<�><NCD@M�RDOC����T@<MN�JA�@SK@MD@I>@�<N�<�><NCD@M��2C@
?@K<MOH@IO�H<I<B@M�A@@GN�OC<O�OCDN�><I?D?<O@�DN�JQ@MLP<GDAD@?�AJM�OC@�EJ=
<I?�DN�GDF@GT�OJ�=@�=JM@?�<I?�G@<Q@�OC@�EJ=�DI�<�NCJMO�ODH@��'INO@<?�OC@T
R<IO�OJ�KPMNP@�<�><I?D?<O@�RDOC���HJIOCN�JA�RJMF�@SK@MD@I>@�RCJ
N@@HN�GDF@�<�=@OO@M�ADO�AJM�OC@�KJNDODJI�

!C<KO@M���+<I<BDIB�"@HJBM<KCD>�<I?�!PGOPM<G�"DQ@MNDOT

����#S@M>DN@N ��



�81@D5B�

+>45BCD1>49>7�&5?@<5�1D�-?B;���>49F94E1<��9665B5>35C�1>4
&5B35@D9?>

" � � ($ �$ � �%�  � � * � , � )

�AO@M�M@<?DIB�OCDN�>C<KO@M�TJP�NCJPG?�=@�<=G@�OJ�?J�OC@�AJGGJRDIB�

�� "@ADI@�K@MNJI<GDOT�<I?�?@N>MD=@�CJR�DO�<AA@>ON�RJMF�=@C<QDJMN�
�� 3I?@MNO<I?�OC@�MJG@�JA�Q<GP@N�DI�?@O@MHDIDIB�RJMF�=@C<QDJMN�
�� #SKG<DI�OC@�KMJ>@NN�JA�K@M>@KODJI�<I?�CJR�DO�<AA@>ON�RJMF�=@C<QDJMN�
�� 3I?@MNO<I?�CJR�DI?DQD?P<G�?DAA@M@I>@N�<AA@>O�@OCD>N�
�� 3I?@MNO<I?�>MJNN�>PGOPM<G�DIAGP@I>@N�JI�DI?DQD?P<G�?DAA@M@I>@N�<I?

K@M>@KODJI�

��



!B?>?C�+C5C�)395>35�D?�#1D38��1>4941D5C�D?� ?2C

Figure 3.1

Devices such as these are used to
help select employees at kiosks
located within retail stores.

Source: Photo courtesy of Kronos,
used with permission.
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Figure 3.3

Values will affect the choices
people make. For example,
someone who has a strong
stimulation orientation may
pursue extreme sports and be
drawn to risky business ventures
with a high potential for payoff.
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Figure 3.4Big Five Personality Traits
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Figure 3.5
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Studies show that there is a
relationship between being
extraverted and effectiveness as
a salesperson.
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Figure 3.6Summary of MBTI Types
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Figure 3.7

Our visual perception goes beyond the information physically available. In this figure, we see the white triangle in
the middle even though it is not really there.
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Figure 3.8

Which of the circles in the middle is bigger? At first glance, the one on the left may appear bigger, but they are in
fact the same size. We compare the middle circle on the left to its surrounding circles, whereas the middle circle on
the right is compared to the bigger circles surrounding it.
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Figure 3.9

First impressions are lasting. A
job interview is one situation in
which first impressions formed
during the first few minutes may
have consequences for your
relationship with your future
boss or colleagues.
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High consensusHigh distinctiveness Low consistency
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Figure 4.1

The SAS institute is a leader in the art of treating employees well.

© 2008. SAS Institute Inc. All rights reserved. Reproduced with permission of SAS Institute Inc., Cary, North
Carolina.
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Figure 4.2Factors Contributing to Job Satisfaction and Organizational Commitment
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Figure 4.3

Work attitudes are often good
predictors of work behavior, such
as performance, citizenship
behaviors, absenteeism, and
turnover.
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Figure 4.4

Summary of Factors That Have the Strongest Influence Over Work Behaviors. Note: Negative relationships are
indicated with (Ð).
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Figure 4.5

Organizational citizenship
behaviors are voluntary actions,
such as helping a coworker.
While outside the scope of job
duties, these behaviors
contribute to the effective
functioning of an organization.
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Figure 4.6

Absenteeism costs companies an
estimated $74 billion annually. A
common reason for absenteeism
is health problems. Companies
using wellness programs
targeting employee health are
found to reduce absenteeism.
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] When people are late, be sure to ask them to compensate, such as by doing
extra work��,@B<ODQ@�>JIN@LP@I>@N�O@I?�OJ�?DN>JPM<B@�APOPM@
G<O@I@NN�
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Figure 4.7

Employees quit their jobs because
of many reasons, including their
performance level, job
dissatisfaction, personality, age,
and how long they have been
with the company. Regardless of
the reason, turnover of high-
performing employees affects
company performance and
customer service.
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Figure 5.1

Trader JoeÕs, the California-based grocery store, uses a unique blend of pay, recognition, autonomy, and
supportive work environment to motivate its employees.
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Figure 5.2

Performance is a function of the interaction between an individualÕs motivation, ability, and environment.
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Figure 5.3MaslowÕs Hierarchy of Needs
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Figure 5.4

ERG theory includes existence, relatedness, and growth.

Source: Based on Alderfer, C. P. (1969). An empirical test of a new theory of human needs.Organizational Behavior
and Human Performance, 4, 142Ð175.
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The two-factor theory of motivation includes hygiene factors and motivators.

Sources: Based on Herzberg, F., Mausner, B., & Snyderman, B. (1959).The motivation to work. New York: John Wiley
and Sons; Herzberg, F. (1965). The motivation to work among Finnish supervisors.Personnel Psychology, 18, 393Ð402.
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Figure 5.6

The type of story you tell by
looking at this picture may give
away the dominant need that
motivates you.
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Figure 5.7

Equity is determined by
comparing oneÕs input-outcome
ratio with the input-outcome
ratio of a referent. When the two
ratios are equal, equity exists.

Source: Based on Adams, J. S.
(1965). Inequity in social
exchange. In L. Berkowitz (Ed.),
Advances in experimental social
psychology: Vol. 2(pp. 267Ð299).
New York: Academic Press.
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Figure 5.8Dimensions of
Organizational Justice
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] When distributing rewards, make sure you pay attention to different
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Figure 5.9Summary of Expectancy Theory
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Sources: Based on Porter, L. W., & Lawler, E. E. (1968).Managerial attitudes and performance. Homewood, IL: Irwin;
Vroom, V. H. (1964).Work and motivation. New York: Wiley.
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Figure 5.10Ways in Which Managers Can Influence Expectancy, Instrumentality, and Valence
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Figure 5.11Reinforcement Methods
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Figure 5.12Stages of Organizational Behavior Modification

Source: Based on information presented in Stajkovic, A. D., & Luthans, F. (1997). A meta-analysis of the effects of
organizational behavior modification on task performance, 1975Ð1995.Academy of Management Journal, 40,
1122Ð1149.
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Figure 6.1

Producing steel is hot and demanding work. Employees who are motivated are much more productive, as
evidenced by NucorÕs success.
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Figure 6.2

This Ford panel assembly line in
Berlin, Germany, is an example of
specialization. Each person on
the line has a different job.
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Figure 6.3

The Job Characteristics Model has five core job dimensions.

Source: Adapted from Hackman, J. R., & Oldham, G. R. (1975). Development of the job diagnostic survey. Journal of
Applied Psychology, 60, 159Ð170.
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Figure 6.4

The empowerment process starts with structure that leads to felt empowerment.

Source: Based on the ideas in Seibert, S. E., Silver, S. R., & Randolph, W. A. (2004). Taking empowerment to the next
level: A multiple-level model of empowerment, performance, and satisfaction.Academy of Management Journal, 47,
332Ð349; Spreitzer, G. M. (1995). Psychological empowerment in the workplace: Dimensions, measurement, and
validation.Academy of Management Journal, 38, 1442Ð1465; Spreitzer, G. M. (1996). Social structural characteristics
of psychological empowerment.Academy of Management Journal, 39, 483Ð504.
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Figure 6.5

SMART goals help people achieve
results.
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Figure 6.6

SMART goals motivate for a variety of reasons.

Sources: Based on information contained in Latham, G. P. (2004). The motivational benefits of goal-setting.Academy
of Management Executive, 18, 126Ð129; Seijts, G. H., & Latham, G. P. (2005). Learning versus performance goals:
When should each be used?Academy of Management Executive, 19, 124Ð131; Shaw, K. N. (2004). Changing the goal-
setting process at Microsoft.Academy of Management Executive, 18, 139Ð142.
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Figure 6.7Potential
Downsides of Goal Setting

Sources: Based on LePine, J. A.
(2005). Adaptation of teams in
response to unforeseen change:
Effects of goal difficulty and team
composition in terms of cognitive
ability and goal orientation.
Journal of Applied Psychology,
90, 1153Ð1167; Locke, E. A. (2004).
Linking goals to monetary
incentives.Academy of
Management Executive, 18,
130Ð133; Pritchard, R. D., Roth, P.
L., Jones, S. D., Galgay, P. J., &
Watson, M. D. (1988). Designing a
goal-setting system to enhance
performance: A practical guide.
Organizational Dynamics, 17,
69Ð78; Seijts, G. H., & Latham, G.
P. (2005). Learning versus
performance goals: When should
each be used?Academy of
Management Executive, 19,
124Ð131.
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Figure 6.8

A performance appraisal meeting
serves as a medium through
which the rater gives positive
and negative feedback to the
ratee, helps the ratee solve
performance problems, and
recognizes effective performance.
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Before the meeting

] Ask the person to complete a self-appraisal��2CDN�DN�<�BM@<O�R<T�JA
H<FDIB�NPM@�OC<O�@HKGJT@@N�=@>JH@�<>ODQ@�K<MOD>DK<ION�DI�OC@
KMJ>@NN�<I?�B@O�OC@DM�QJD>@�C@<M?�

] Complete the performance appraisal form��"J>PH@IO�TJPM�M<ODIB�PNDIB
H<IT�@S<HKG@N��&<Q@�HJM@�@S<HKG@N�C<I?T�

] Avoid recency bias�� @�NPM@�OC<O�TJPM�M@QD@R�>JQ@MN�OC@�@IODM@�T@<MeN
K@MAJMH<I>@�IJO�EPNO�M@>@IO�@Q@ION�

] Handle the logistics�� @�NPM@�OC<O�TJP�?@QJO@�NPAAD>D@IO�ODH@�OJ�@<>C
H@@ODIB��'A�TJP�N>C@?PG@�<KKM<DN<GN�=<>F�OJ�=<>F�TJP�H<T�GJN@
TJPM�@I@MBT�DI�G<O@M�H@@ODIBN�� @�NPM@�OC<O�OC@�KCTND><G�GJ><ODJI�DN
>JI?P>DQ@�OJ�<�KMDQ<O@�>JIQ@MN<ODJI�

During the meeting

] Be sure to recognize effective performance��%DQ@�NK@>DAD>�KM<DN@�
] Do not start the meeting with a criticism��1O<MODIB�RDOC�KJNDODQ@

DINO<I>@N�JA�K@MAJMH<I>@�C@GKN�@NO<=GDNC�<�=@OO@M�HJJ?�<I?�NCJRN
OC<O�TJP�M@>JBIDU@�RC<O�OC@�@HKGJT@@�DN�?JDIB�MDBCO�

] Give employees lots of opportunities to talk���NF�OC@H�<=JPO�OC@DM
BM@<O@NO�<>>JHKGDNCH@ION�<N�R@GG�<N�JKKJMOPIDOD@N�AJM
DHKMJQ@H@IO��'A�OC@T�OJP>C�JI�<I�<M@<�TJP�R<IO@?�OJ�>JQ@M
KMJQD?@�TJPM�OCJPBCON�

] Show empathy and support��0@H@H=@M��TJPM�EJ=�<N�<�H<I<B@M�DN�OJ
C@GK�OC@�K@MNJI�NJGQ@�K@MAJMH<I>@�KMJ=G@HN��'?@IODAT�<M@<N�RC@M@
TJP�><I�C@GK�

] Set goals and create an action plan��2C@�JPO>JH@�JA�OC@�H@@ODIB
NCJPG?�=@�<�RMDOO@I�<BM@@H@IO�<=JPO�RC<O�OC@�@HKGJT@@�RDGG�?J�DI
OC@�I@<M�APOPM@�<I?�CJR�OC@�H<I<B@M�RDGG�C@GK�

After the meeting
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] Follow through on the goals that were set��.MJQD?@�>JIODIPJPN�NPKKJMO
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Figure 6.9

Properly designed sales
commissions are widely used to
motivate sales employees. The
blend of straight salary and
commissions should be carefully
balanced to achieve optimum
sales volume, profitability, and
customer satisfaction.
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Figure 6.10

Plaques and other recognition
awards may motivate employees
if these awards fit with the
company culture and if they
reflect a sincere appreciation of
employee accomplishments.
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Figure 7.1

As the American Express case illustrates, selling life insurance can be both an emotional and stressful job.
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Figure 7.2

In SelyeÕs GAS model, stress affects an individual in three steps: alarm, resistance, and exhaustion.
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Figure 7.3
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George Lucas, one of the most
successful filmmakers of all time,
found makingThe Empire Strikes
Backstressful both personally
and financially. Those who
worked with him on those early
Star Warsfilms describe him as
fully engrossed in the process,
which led to role overload and
workÐfamily conflict. Following
the making of that film, Lucas
said he was Òburnt outÓ and
didnÕt want to make any more
Star Warsfilms.

Source:http://en.wikipedia.org/
wiki/
Image:George_Lucas,_Pasadena.j
pg.
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Figure 7.4

Individuals who are able to find the right balance between work that is too challenging and work that is not
challenging enough see increases in performance.
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Figure 7.5

A key to flow is engaging at work, yet research shows that most managers do not feel they are engaged in purposeful
work.

Sources: Adapted from information in Bruch, H., & Ghoshal, S. (2002, February). Beware the busy manager.Harvard
Business Review, 80, 62Ð69; Schiuma, G., Mason, S., & Kennerley, M. (2007). Assessing energy within organizations.
Measuring Business Excellence, 11, 69Ð78.
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Figure 7.6

Eating healthy foods such as
fresh fruits and vegetables is a
key to stress management.
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Figure 7.7

This is an example of output from a RescueTime user.

Source: Used by permission from RescueTime.

%B71>9J1D9?>1<��@@B?1385C�D?�#1>179>7�)DB5CC

1OM@NN�M@G<O@?�DNNP@N�>JNO�=PNDI@NN@N�=DGGDJIN�JA�?JGG<MN�K@M�T@<M�DI�<=N@IO@@DNH
<>>D?@ION�<I?�GJNO�KMJ?P>ODQDOT�&J=NJI�!��)@ND>�"��0JN@OOD�"��"@GPI<N�*���
&J=NJI�,��	�����1@KO@H=@M
��+JODQ<ODIB�@HKGJT@@�>JHHDOH@IO�RDOC�@HK<OCT�<I?
NPKKJMO�?PMDIB�NOM@NNAPG�GDA@�@Q@ION�International Journal of ManagementR@=NDO@�
0@OMD@Q@?�(<IP<MT���������AMJHCOOK���ADI?<MOD>G@N�>JH�K�<MOD>G@N�HD;L<�����
DN;�������<D;I���������O<B�>JIO@IO�>JG� � �N�<�M@NPGO�H<I<BDIB�@HKGJT@@�NOM@NN�DN
<I�DHKJMO<IO�>JI>@MI�AJM�JMB<IDU<ODJIN�<N�R@GG�<N�DI?DQD?P<GN��$JM�@S<HKG@
0@I<PGO�OC@�$M@I>C�<POJH<F@M�DIQDO@N�>JINPGO<ION�OJ�OM<DI�OC@DM������NPK@MQDNJMN
OJ�<QJD?�OC@�JPO>JH@N�JA�I@B<ODQ@�NOM@NN�AJM�OC@HN@GQ@N�<I?�OC@DM�NP=JM?DI<O@N��' +

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

�����QJD?DIB�<I?�+<I<BDIB�1OM@NN ���

http://www.fastcompany.tv/video/see-how-much-tme-you-are-wasting-with-RescueTime
http://www.fastcompany.tv/video/see-how-much-tme-you-are-wasting-with-RescueTime
http://www.rescuetime.com/
http://findarticles.com/p/articles/mi_qa5440/is_200409/ai_n21362646?tag=content;col1
http://findarticles.com/p/articles/mi_qa5440/is_200409/ai_n21362646?tag=content;col1


!JMKJM<ODJI�@I>JPM<B@N�DON�RJMG?RD?@�@HKGJT@@N�OJ�O<F@�<I�JIGDI@�NOM@NN
<NN@NNH@IO�OC<O�C@GKN�OC@H�>M@<O@�<>ODJI�KG<IN�=<N@?�JI�OC@DM�M@NPGON��#Q@I
JMB<IDU<ODJIN�NP>C�<N�%@I@M<G�#G@>OMD>�!JHK<IT�	%#
�OC<O�<M@�FIJRI�AJM�<�bRDII@M
O<F@N�<GGc�H@IO<GDOT�<M@�N@@DIB�OC@�I@@?�OJ�M@?P>@�NOM@NN��*<O@GT�%#�C<N�=MJPBCO�DI
>JH@?D<IN�OJ�GDBCO@I�PK�OC@�RJMFKG<>@�<OHJNKC@M@�<I?�OCJN@�M@>@DQDIB�GJR
K@MAJMH<I>@�M<ODIBN�<M@�IJ�GJIB@M�><GG@?�OC@�b=JOOJH���Nc�=PO�<M@�IJR�M@A@MM@?�OJ
<N�OC@�bG@NN�@AA@>ODQ@N�c"DNK<O>C@N�AMJH�OC@�R<M�JI�NOM@NN�� PNDI@NN�=@BDIN�OJ�M@>FJI
RDOC�OC@�@IJMHJPN�>JNON�JA�RJMFKG<>@�<IBNO��	������PBPNO��
�Business Week�
0@OMD@Q@?�+<T���������AMJHCOOK���RRR�=PNDI@NNR@@F�>JH�H<B<UDI@�>JIO@IO�
��;���=��������COH��><HK<DBI;D?�MNN;IPGG� -MB<IDU<ODJIN�><I�O<F@�H<IT�NO@KN�OJ
C@GKDIB�@HKGJT@@N�RDOC�NOM@NN�DI>GP?DIB�C<QDIB�HJM@�>G@<M�@SK@>O<ODJIN�JA�OC@H
>M@<ODIB�EJ=N�RC@M@�@HKGJT@@N�C<Q@�<POJIJHT�<I?�>JIOMJG�<I?�>M@<ODIB�<�A<DM�RJMF
@IQDMJIH@IO��$DI<GGT�G<MB@M�JMB<IDU<ODJIN�IJMH<GGT�PODGDU@�JPOND?@�M@NJPM>@N�OJ
C@GK�@HKGJT@@N�B@O�KMJA@NNDJI<G�C@GK�RC@I�I@@?@?�

#1;5��H@53D1D9?>C��<51B

-I@�R<T�OJ�M@?P>@�NOM@NN�DN�OJ�NO<O@�TJPM�@SK@>O<ODJIN�>G@<MGT��5JMF@MN�RCJ�C<Q@
>G@<M�?@N>MDKODJIN�JA�OC@DM�EJ=N�@SK@MD@I>@�G@NN�NOM@NN�OC<I�OCJN@�RCJN@�EJ=N�<M@�DGG
?@ADI@?�(<>FNJI�1��#����1>CPG@M�0��1��	����
����H@O<�<I<GTNDN�<I?�>JI>@KOP<G
>MDODLP@�JA�M@N@<M>C�JI�MJG@�<H=DBPDOT�<I?�MJG@�>JIAGD>O�DI�RJMF�N@OODIBN�
Organizational Behavior and Human Decision Processes 36���`����1<PO@M�1��*��+PMKCT�*�
0����&PMM@GG�(��(��(M��	����
��.M@Q@IODJI�JA�RJMF�M@G<O@?�KNT>CJGJBD><G�?DNJM?@MN�
American Psychologist 45�����`����� 2C@�N<H@�OCDIB�BJ@N�AJM�DI?DQD?P<G�O<NFN��!<I
TJP�DH<BDI@�OC@�=@I@ADON�JA�RJMFDIB�DI�<�KG<>@�RC@M@�@Q@MT�<NNDBIH@IO�R<N�>G@<M
<I?�@HKGJT@@N�R@M@�>JIO@IO�<I?�AJ>PN@?�JI�OC@DM�RJMF��'O�RJPG?�=@�<�BM@<O�KG<>@�OJ
RJMF�<N�<�H<I<B@M�OJJ��1OM@NN�><I�=@�>JIO<BDJPN�=PO�<N�R@eQ@�N@@I�<=JQ@�OCDN�FDI?
JA�C<KKDI@NN�><I�=@�>JIO<BDJPN�OJJ��!M@<ODIB�>G@<M�@SK@>O<ODJIN�?J@NIeO�C<Q@�OJ�=@
<�OJK`?JRI�@Q@IO��+<I<B@MN�H<T�=@�PI<R<M@�OC<O�OC@DM�?DM@>ODQ@N�<M@�DI>M@<NDIB
OC@DM�NP=JM?DI<O@Ne�NOM@NN�=T�PKKDIB�OC@DM�>JIAPNDJI��'I�OCDN�><N@�<�B@IOG@
>JIQ@MN<ODJI�OC<O�NO@@MN�<�KMJE@>O�DI�<�>G@<M@M�?DM@>ODJI�><I�=@�<�NDHKG@�=PO
KJR@MAPG�R<T�OJ�M@?P>@�NOM@NN��'I�OC@�DIO@M@NO�JA�M@?P>DIB�NOM@NN�JI�<GG�ND?@N�DOeN
DHKJMO<IO�OJ�AM<H@�NDOP<ODJIN�<N�JKKJMOPIDOD@N�AJM�NJGPODJIN�<N�JKKJN@?�OJ�NJPM>@N
JA�<IB@M�

�9F5��=@<?I55C��ED?>?=I

%DQDIB�@HKGJT@@N�<�N@IN@�JA�<POJIJHT�DN�<IJOC@M�OCDIB�OC<O�JMB<IDU<ODJIN�><I�?J�OJ
C@GK�M@GD@Q@�NOM@NN�)JNN@F�#��#��*<PON>C=� �������#<OJI�1��!��	����
�
2@G@>JHHPODIB�>JIOMJG�<I?�=JPI?<MT�H<I<B@H@IO��!JMM@G<O@N�JA�KJGD>T�PN@�<I?
KM<>OD>@�EJ=�>JIOMJG�<I?�RJMF`A<HDGT�@AA@>ODQ@I@NN�Journal of Vocational Behavior
68����`���� 'O�C<N�GJIB�=@@I�FIJRI�OC<O�JI@�JA�OC@�HJNO�NOM@NNAPG�OCDIBN�OC<O
DI?DQD?P<GN�?@<G�RDOC�DN�<�G<>F�JA�>JIOMJG�JQ@M�OC@DM�@IQDMJIH@IO��0@N@<M>C�NCJRN

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

�����QJD?DIB�<I?�+<I<BDIB�1OM@NN ���

http://www.businessweek.com/magazine/content/07_32/b4045061.htm?campaign_id=rss_null
http://www.businessweek.com/magazine/content/07_32/b4045061.htm?campaign_id=rss_null


OC<O�DI?DQD?P<GN�RCJ�A@@G�<�BM@<O@M�N@IN@�JA�>JIOMJG�<O�RJMF�?@<G�RDOC�NOM@NN�HJM@
@AA@>ODQ@GT�=JOC�DI�OC@�3IDO@?�1O<O@N�<I?�DI�&JIB�)JIB�1>C<P=MJ@>F�(��*<H�1��1��)�
��6D@�(��*��	����
��!JGG@>ODQ@�@AAD><>T�Q@MNPN�N@GA�@AAD><>T�DI�>JKDIB�M@NKJIN@N�OJ
NOM@NNJMN�<I?�>JIOMJG����>MJNN�>PGOPM<G�NOP?T�Journal of Applied Psychology 85
���`���� 1DHDG<MGT�DI�<�NOP?T�JA��H@MD><I�<I?�$M@I>C�@HKGJT@@N�M@N@<M>C@MN�AJPI?
OC<O�OC@�I@B<ODQ@�@AA@>ON�JA�@HJODJI<G�G<=JM�R@M@�HP>C�G@NN�AJM�OCJN@�@HKGJT@@N
RDOC�OC@�<POJIJHT�OJ�>PNOJHDU@�OC@DM�RJMF�@IQDMJIH@IO�<I?�>PNOJH@M�N@MQD>@
@I>JPIO@MN�%M<I?@T�������$DNF�%��+����1O@DI@M�"��"��	����
��+PNO�bN@MQD>@�RDOC�<
NHDG@c�=@�NOM@NNAPG��2C@�HJ?@M<ODIB�MJG@�JA�K@MNJI<G�>JIOMJG�AJM��H@MD><I�<I?
$M@I>C�@HKGJT@@N�Journal of Applied Psychology 90����`���� #HKGJT@@Ne�NOM@NN�G@Q@GN
<M@�GDF@GT�OJ�=@�M@G<O@?�OJ�OC@�?@BM@@�OC<O�JMB<IDU<ODJIN�><I�=PDG?�<POJIJHT�<I?
NPKKJMO�DIOJ�EJ=N�

�B51D5��19B�-?B;��>F9B?>=5>DC

5JMF�@IQDMJIH@ION�OC<O�<M@�PIA<DM�<I?�PIKM@?D>O<=G@�C<Q@�=@@I�G<=@G@?�bOJSD>
RJMFKG<>@N�c���OJSD>�RJMFKG<>@�DN�JI@�DI�RCD>C�<�>JHK<IT�?J@N�IJO�Q<GP@�DON
@HKGJT@@N�JM�OM@<O�OC@H�A<DMGT�5@==@M����+��	����
��"<IB@M��2JSD>�>JHK<IT�Fast
Company��0@OMD@Q@?�(PI@��������AMJHCOOK���RRR�A<NO>JHK<IT�>JH�H<B<UDI@����
OJSD>�COHG�K<B@����!�� 1O<ODNOD><GGT�JMB<IDU<ODJIN�OC<O�Q<GP@�@HKGJT@@N�<M@�HJM@
KMJADO<=G@�OC<I�OCJN@�OC<O�?J�IJO�&PN@GD?�+�����	����
��2C@�DHK<>O�JA�CPH<I
M@NJPM>@�H<I<B@H@IO�KM<>OD>@N�JI�OPMIJQ@M�KMJ?P>ODQDOT�<I?�>JMKJM<O@�ADI<I>D<G
K@MAJMH<I>@�Academy of Management Journal 38����`�����.A@AA@M�(��	����
� The
human equation: Building profits by putting people first�� JNOJI��&<MQ<M?� PNDI@NN
1>CJJG�.M@NN��.A@AA@M�(����4@DB<�(��$��	����
��.POODIB�K@JKG@�ADMNO�AJM�JMB<IDU<ODJI<G
NP>>@NN�Academy of Management Executive 13���`����5@G=JPMI@�2�����I?M@RN���
	����
��.M@?D>ODIB�K@MAJMH<I>@�JA�'IDOD<G�.P=GD>�-AA@MDIB�ADMHN��1CJPG?�&0+�=@�DI
OC@�@LP<ODJI�Academy of Management Journal 39����`���� 0@N@<M>C�NCJRN�OC<O
RJMFDIB�DI�<I�@IQDMJIH@IO�OC<O�DN�N@@I�<N�A<DM�C@GKN�OJ�=PAA@M�OC@�@AA@>ON�JA
NOM@NN�(P?B@�2�������!JGLPDOO�(�����	����
��-MB<IDU<ODJI<G�EPNOD>@�<I?�NOM@NN��2C@
H@?D<ODIB�MJG@�JA�RJMF�A<HDGT�>JIAGD>O�Journal of Applied Psychology 89����`���� 2CDN
M@?P>@?�NOM@NN�H<T�=@�=@><PN@�@HKGJT@@N�A@@G�<�BM@<O@M�N@IN@�JA�NO<OPN�<I?�N@GA�
@NO@@H�JM�?P@�OJ�<�BM@<O@M�N@IN@�JA�OMPNO�RDOCDI�OC@�JMB<IDU<ODJI��2C@N@�ADI?DIBN
CJG?�AJM�JPO>JH@N�DI?DQD?P<GN�M@>@DQ@�<N�R@GG�<N�OC@�KMJ>@NN�AJM�?DNOMD=PODIB�OCJN@
JPO>JH@N�%M@@I=@MB�(��	����
��1OM@NN�A<DMI@NN�OJ�A<M@�IJ�NOM@NN��+<I<BDIB�RJMFKG<>@
NOM@NN�=T�KMJHJODIB�JMB<IDU<ODJI<G�EPNOD>@�Organizational Dynamics 33����`����
5C<O@Q@M�OC@�><N@�DO�DN�>G@<M�OC<O�JMB<IDU<ODJIN�C<Q@�H<IT�M@<NJIN�OJ�>M@<O@�RJMF
@IQDMJIH@ION�>C<M<>O@MDU@?�=T�A<DMI@NN�DI>GP?DIB�GJR@M�NOM@NN�G@Q@GN�AJM
@HKGJT@@N��'I�A<>O�JI@�NOP?T�NCJR@?�OC<O�OM<DIDIB�NPK@MQDNJMN�OJ�=@�HJM@
DIO@MK@MNJI<GGT�N@INDODQ@�@Q@I�C@GK@?�IPMN@N�A@@G�G@NN�NOM@NN@?�<=JPO�<�K<T
>PO�%M@@I=@MB�(��	����
��*JNDIB�NG@@K�JQ@M�JMB<IDU<ODJI<G�EPNOD>@���OO@IP<ODIB
DINJHID<>�M@<>ODJIN�OJ�PI?@MK<TH@IO�DI@LPDOT�RDOC�NPK@MQDNJMT�OM<DIDIB�DI
DIO@M<>ODJI<G�EPNOD>@�Journal of Applied Psychology 91���`���

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

�����QJD?DIB�<I?�+<I<BDIB�1OM@NN ���

http://www.fastcompany.com/magazine/19/toxic.html?page=0%2C1
http://www.fastcompany.com/magazine/19/toxic.html?page=0%2C1


)E@5BF9C?B�)E@@?BD��-?B;��1=9<I��?>6<93D�)EBF5I

2CDIF�JA�TJPM�>PMM@IO�JM�HJNO�M@>@IO�NPK@MQDNJM�<I?�M<O@�@<>C�JA�OC@�AJGGJRDIB
DO@HN�DI�O@MHN�JA�OCDN�K@MNJIeN�=@C<QDJM�OJR<M?�TJP�

�INR@M�OC@�AJGGJRDIB�LP@NODJIN�PNDIB�����IJO�<O�<GG�����NJH@RC<O�����APGGT�<BM@@

�� ;;;;;
+T�NPK@MQDNJM�DN�RDGGDIB�OJ�GDNO@I�OJ�HT�KMJ=G@HN�DI
EPBBGDIB�RJMF�<I?�IJIRJMF�GDA@�

�� ;;;;;
+T�NPK@MQDNJM�O<F@N�OC@�ODH@�OJ�G@<MI�<=JPO�HT�K@MNJI<G
I@@?N�

�� ;;;;;
+T�NPK@MQDNJM�H<F@N�H@�A@@G�>JHAJMO<=G@�O<GFDIB�OJ�CDH�JM
C@M�<=JPO�HT�>JIAGD>ON�=@OR@@I�RJMF�<I?�IJIRJMF�

�� ;;;;;
+T�NPK@MQDNJM�<I?�'�><I�O<GF�@AA@>ODQ@GT�OJ�NJGQ@�>JIAGD>ON
=@OR@@I�RJMF�<I?�IJIRJMF�DNNP@N�

�� ;;;;;
'�><I�?@K@I?�JI�HT�NPK@MQDNJM�OJ�C@GK�H@�RDOC�N>C@?PGDIB
>JIAGD>ON�DA�'�I@@?�DO�

�� ;;;;;
'�><I�M@GT�JI�HT�NPK@MQDNJM�OJ�H<F@�NPM@�HT�RJMF
M@NKJIND=DGDOD@N�<M@�C<I?G@?�RC@I�'�C<Q@�PI<IOD>DK<O@?
IJIRJMF�?@H<I?N�

�� ;;;;;
+T�NPK@MQDNJM�RJMFN�@AA@>ODQ@GT�RDOC�RJMF@MN�OJ�>M@<ODQ@GT
NJGQ@�>JIAGD>ON�=@OR@@I�RJMF�<I?�IJIRJMF�

�� ;;;;;
+T�NPK@MQDNJM�DN�<�BJJ?�MJG@�HJ?@G�AJM�RJMF�<I?�IJIRJMF
=<G<I>@�

�� ;;;;;
+T�NPK@MQDNJM�?@HJINOM<O@N�@AA@>ODQ@�=@C<QDJMN�DI�CJR�OJ
EPBBG@�RJMF�<I?�IJIRJMF�=<G<I>@�

��� ;;;;;
+T�NPK@MQDNJM�?@HJINOM<O@N�CJR�<�K@MNJI�><I�EJDIOGT�=@
NP>>@NNAPG�JI�<I?�JAA�OC@�EJ=�

��� ;;;;;
+T�NPK@MQDNJM�OCDIFN�<=JPO�CJR�OC@�RJMF�DI�HT
?@K<MOH@IO�><I�=@�JMB<IDU@?�OJ�EJDIOGT�=@I@ADO�@HKGJT@@N
<I?�OC@�>JHK<IT�

��� ;;;;;
+T�NPK@MQDNJM�<NFN�AJM�NPBB@NODJIN�OJ�H<F@�DO�@<ND@M�AJM
@HKGJT@@N�OJ�=<G<I>@�RJMF�<I?�IJIRJMF�?@H<I?N�

��� ;;;;;
+T�NPK@MQDNJM�DN�>M@<ODQ@�DI�M@<GGJ><ODIB�EJ=�?POD@N�OJ�C@GK
HT�?@K<MOH@IO�RJMF�=@OO@M�<N�<�O@<H�

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

�����QJD?DIB�<I?�+<I<BDIB�1OM@NN ���



Figure 7.8

Telecommuting helps employees
avoid traffic jams like this one.
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Figure 7.9

Research shows that acting
positive at work can actually
help you become happier over
time, as emotions can be
influenced by actions.
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Figure 7.10

By creating products that users
feel an emotional reaction to,
Apple has revolutionized the way
music is experienced.

Source:http://en.wikipedia.org/
wiki/Image:IPod_Line.png.
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Figure 7.11

According to Affective Events Theory, six emotions are affected by events at work.

$JM�@S<HKG@�DH<BDI@�OC<O�<�>JRJMF@M�PI@SK@>O@?GT�?@GDQ@MN�TJPM�HJMIDIB�>JAA@@�OJ
TJPM�?@NF���N�<�M@NPGO�JA�OCDN�KG@<N<IO�DA�PI@SK@>O@?�@SK@MD@I>@�TJP�H<T�A@@G�C<KKT
<I?�NPMKMDN@?��'A�OC<O�>JRJMF@M�DN�TJPM�=JNN�TJP�HDBCO�A@@G�KMJP?�<N�R@GG��1OP?D@N
C<Q@�AJPI?�OC<O�OC@�KJNDODQ@�A@@GDIBN�M@NPGODIB�AMJH�RJMF�@SK@MD@I>@�H<T�DINKDM@
TJP�OJ�?J�NJH@OCDIB�TJP�C<?IeO�KG<II@?�OJ�?J�=@AJM@��$JM�DINO<I>@�TJP�HDBCO
QJGPIO@@M�OJ�C@GK�<�>JGG@<BP@�JI�<�KMJE@>O�TJP�R@M@IeO�KG<IIDIB�OJ�RJMF�JI�=@AJM@�
7JPM�<>ODJI�RJPG?�=@�<I16653D�4B9F5>�2581F9?B�� �$DNC@M�!��"��	����
��0@<G�ODH@
<AA@>O�<O�RJMF����I@BG@>O@?�KC@IJH@IJI�DI�JMB<IDU<ODJI<G�=@C<QDJPM�Australian
Journal of Management 27��`��� �GO@MI<ODQ@GT�DA�TJP�R@M@�PIA<DMGT�M@KMDH<I?@?�=T
TJPM�H<I<B@M�OC@�I@B<ODQ@�@HJODJIN�TJP�@SK@MD@I>@�H<T�><PN@�TJP�OJ�RDOC?M<R
AMJH�RJMF�JM�OJ�<>O�H@<I�OJR<M?�<�>JRJMF@M��-Q@M�ODH@�OC@N@�ODIT�HJH@ION�JA
@HJODJI�JI�OC@�EJ=�><I�DIAGP@I>@�<�K@MNJIeN�EJ=�N<ODNA<>ODJI���GOCJPBC�>JHK<IT
K@MFN�<I?�KMJHJODJIN�><I�>JIOMD=PO@�OJ�<�K@MNJIeN�C<KKDI@NN�<O�RJMF�N<ODNA<>ODJI�DN
IJO�NDHKGT�<�M@NPGO�JA�OCDN�FDI?�JA�bJPOND?@�DIc�M@R<M?�NTNO@H��(J=�N<ODNA<>ODJI�DI�OC@
�#2�HJ?@G�>JH@N�AMJH�OC@�DIND?@�DIaAMJH�OC@�>JH=DI<ODJI�JA�<I�DI?DQD?P<GeN
K@MNJI<GDOT�NH<GG�@HJODJI<G�@SK@MD@I>@N�<O�RJMF�JQ@M�ODH@�=@GD@AN�<I?�<AA@>O�
?MDQ@I�=@C<QDJMN�

���  @C<QDJM�OC<O�J>>PMN�RC@I
@HJODJIN�OMDBB@M�TJP�OJ
M@NKJI?�DI�<�K<MOD>PG<M�R<T�

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

����#HJODJIN�<O�5JMF ���



(J=N�OC<O�<M@�CDBC�DI�I@B<ODQ@�@HJODJI�><I�G@<?�OJ�AMPNOM<ODJI�<I?2EB>?ED�� a<I
JIBJDIB�I@B<ODQ@�@HJODJI<G�NO<O@�M@NPGODIB�AMJH�?DNN<ODNA<>ODJI�*@@�0��2���
�NCAJMOC� ��#��	����
����H@O<�<I<GTOD>�@S<HDI<ODJI�JA�OC@�>JMM@G<O@N�JA�OCM@@
?DH@INDJIN�JA�EJ=�=PMIJPO�Journal of Applied Psychology 81����`�����+<NG<>C�!�
	����
� Burnout: The cost of caring��#IBG@RJJ?�!GDAAN�,(��.M@IOD>@�&<GG��+<NG<>C�!���
(<>FNJI�1��#��	����
��2C@�H@<NPM@H@IO�JA�@SK@MD@I>@?�=PMIJPO�Journal of
Occupational Behavior 2���`���� "@KM@NNDJI�<ISD@OT�<IB@M�KCTND><G�DGGI@NN
DI>M@<N@?�?MPB�<I?�<G>JCJG�PN@�<I?�DINJHID<�><I�M@NPGO�AMJH�AMPNOM<ODJI�<I?
=PMIJPO�RDOC�AMPNOM<ODJI�=@DIB�NJH@RC<O�HJM@�<>ODQ@�<I?�=PMIJPO�HJM@�K<NNDQ@�
2C@�@AA@>ON�JA�=JOC�>JI?DODJIN�><I�DHK<>O�>JRJMF@MN�>PNOJH@MN�<I?�>GD@ION�<N
<IB@M�=JDGN�JQ@M�<I?�DN�@SKM@NN@?�DI�JI@eN�DIO@M<>ODJIN�RDOC�JOC@MN�*@R<I?JRNFD�!�
���	�����"@>@H=@M��
��-MB<IDU<ODJI<G�A<>OJMN�>JIOMD=PODIB�OJ�RJMF@M�AMPNOM<ODJI�
2C@�KM@>PMNJM�OJ�=PMIJPO�Journal of Sociology & Social Welfare�������`����

�=?D9?>1<�"12?B

,@B<ODQ@�@HJODJIN�<M@�>JHHJI�<HJIB�RJMF@MN�DI�N@MQD>@�DI?PNOMD@N��'I?DQD?P<GN
RCJ�RJMF�DI�H<IPA<>OPMDIB�M<M@GT�H@@O�OC@DM�>PNOJH@MN�A<>@�OJ�A<>@��'A�OC@TeM@�DI�<
=<?�HJJ?�OC@�>PNOJH@M�RJPG?�IJO�FIJR��1@MQD>@�EJ=N�<M@�EPNO�OC@�JKKJNDO@��.<MO�JA
<�N@MQD>@�@HKGJT@@eN�EJ=�DN�<KK@<MDIB�<�>@MO<DI�R<T�DI�OC@�@T@N�JA�OC@�KP=GD>�
'I?DQD?P<GN�DI�N@MQD>@�DI?PNOMD@N�<M@�KMJA@NNDJI<G�C@GK@MN���N�NP>C�OC@T�<M@�@SK@>O@?
OJ�=@�PK=@<O�AMD@I?GT�<I?�KJGDO@�<O�<GG�ODH@N�RCD>C�><I�=@�@SC<PNODIB�OJ
<>>JHKGDNC�DI�OC@�GJIB�MPI�

&PH<IN�<M@�@HJODJI<G�>M@<OPM@N�=T�I<OPM@��'I�OC@�>JPMN@�JA�<�?<T�R@�@SK@MD@I>@
H<IT�@HJODJIN��2CDIF�<=JPO�TJPM�?<T�OCPN�A<M��!<I�TJP�D?@IODAT�ODH@N�RC@I�TJP
R@M@�C<KKT�OJ�?@<G�RDOC�JOC@M�K@JKG@�<I?�ODH@N�OC<O�TJP�R<IO@?�OJ�=@�G@AO�<GJI@�
,JR�DH<BDI@�OMTDIB�OJ�CD?@�<GG�OC@�@HJODJIN�TJPeQ@�A@GO�OJ?<T�AJM���CJPMN�JM�HJM@�<O
RJMF��2C<OeN�RC<O�><NCD@MN�N>CJJG�O@<>C@MN�H<NN<B@�OC@M<KDNON�ADM@�ADBCO@MN�<I?
GD=M<MD<IN�<HJIB�JOC@M�KMJA@NNDJI<GN�<M@�<NF@?�OJ�?J���N�DI?DQD?P<GN�OC@T�H<T�=@
A@@GDIB�N<?�<IBMT�JM�A@<MAPG�=PO�<O�RJMF�OC@DM�EJ=�ODOG@�OMPHKN�OC@DM�DI?DQD?P<G
D?@IODOT��2C@�M@NPGO�DN�<@5BC?>1�� a<�KMJA@NNDJI<G�MJG@�OC<O�DIQJGQ@N�<>ODIB�JPO
A@@GDIBN�OC<O�H<T�IJO�=@�M@<G�<N�K<MO�JA�OC@DM�EJ=�

�=?D9?>1<�<12?B�� M@A@MN�OJ�OC@�M@BPG<ODJI�JA�A@@GDIBN�<I?�@SKM@NNDJIN�AJM
JMB<IDU<ODJI<G�KPMKJN@N�%M<I?@T����	����
��#HJODJI<G�M@BPG<ODJIN�DI�OC@�RJMFKG<>@�
��I@R�R<T�OJ�>JI>@KOP<GDU@�@HJODJI<G�G<=JM�Journal of Occupational Health
Psychology 5���`���� 2CM@@�H<EJM�G@Q@GN�JA�@HJODJI<G�G<=JM�C<Q@�=@@I
D?@IODAD@?�&J>CN>CDG?����	����
�The managed heart�� @MF@G@T�!���3IDQ@MNDOT�JA
!<GDAJMID<�.M@NN�

��� -IBJDIB�I@B<ODQ@�@HJODJI<G
NO<O@�M@NPGODIB�AMJH
?DNN<ODNA<>ODJI�

��� ��KMJA@NNDJI<G�MJG@�OC<O
DIQJGQ@N�<>ODIB�JPO�KJO@IOD<GGT
<MODAD>D<G�A@@GDIBN�<N�K<MO�JA�<
EJ=�

��� 2C@�M@BPG<ODJI�JA�A@@GDIBN�<I?
@SKM@NNDJIN�AJM�JMB<IDU<ODJI<G
KPMKJN@N�

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

����#HJODJIN�<O�5JMF ���



�� )EB6135�13D9>7�� M@LPDM@N�<I�DI?DQD?P<G�OJ�@SCD=DO�KCTND><G�NDBIN�NP>C
<N�NHDGDIB�OC<O�M@AG@>O�@HJODJIN�>PNOJH@MN�R<IO�OJ�@SK@MD@I>@���
>CDG?M@IeN�C<DM?M@NN@M�>POODIB�OC@�C<DM�JA�<�>MTDIB�OJ??G@M�H<T�NHDG@
<I?�<>O�NTHK<OC@OD>�RDOCJPO�<>OP<GGT�A@@GDIB�NJ��'I�OCDN�><N@�OC@�K@MNJI
DN�@IB<B@?�DI�NPMA<>@�<>ODIB�

�� �55@�13D9>7�� O<F@N�NPMA<>@�<>ODIB�JI@�NO@K�APMOC@M��2CDN�ODH@�DINO@<?
JA�A<FDIB�<I�@HJODJI�OC<O�<�>PNOJH@M�H<T�R<IO�OJ�N@@�<I�@HKGJT@@
RDGG�<>ODQ@GT�OMT�OJ�@SK@MD@I>@�OC@�@HJODJI�OC@T�<M@�?DNKG<TDIB��2CDN
B@IPDI@�<OO@HKO�<O�@HK<OCT�C@GKN�<GDBI�OC@�@HJODJIN�JI@�DN
@SK@MD@I>DIB�RDOC�OC@�@HJODJIN�JI@�DN�?DNKG<TDIB��2C@�>CDG?M@IeN
C<DM?M@NN@M�H<T�@HK<OCDU@�RDOC�OC@�OJ??G@M�=T�DH<BDIDIB�CJR
NOM@NNAPG�DO�HPNO�=@�AJM�JI@�NJ�GDOOG@�OJ�=@�>JINOM<DI@?�DI�<�>C<DM�<I?�=@
DI�<I�PIA<HDGD<M�@IQDMJIH@IO�<I?�OC@�C<DM?M@NN@M�H<T�B@IPDI@GT
=@BDI�OJ�A@@G�N<?�AJM�OC@�>CDG?�

�� �5>E9>5�13D9>7�� J>>PMN�RC@I�DI?DQD?P<GN�<M@�<NF@?�OJ�?DNKG<T
@HJODJIN�OC<O�<M@�<GDBI@?�RDOC�OC@DM�JRI��'A�<�EJ=�M@LPDM@N�B@IPDI@
<>ODIB�G@NN�@HJODJI<G�G<=JM�DN�M@LPDM@?�=@><PN@�OC@�<>ODJIN�<M@
>JINDNO@IO�RDOC�OMP@�A@@GDIBN�

Figure 7.12

���  @C<QDJM�M@LPDMDIB�DI?DQD?P<GN
OJ�@SCD=DO�KCTND><G�NDBIN�NP>C
<N�NHDG@N�OC<O�M@AG@>O�@HJODJIN
OC@T�?JIeO�A@@G�

���  @C<QDJM�M@LPDMDIB�<I
DI?DQD?P<G�OJ�KM@O@I?�OJ
@SK@MD@I>@�@HJODJIN�OC@T
?JIeO�A@@G�

���  @C<QDJM�M@LPDMDIB�<I
DI?DQD?P<G�OJ�?DNKG<T�@HJODJIN
<GDBI@?�RDOC�OC@DM�JRI�

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

����#HJODJIN�<O�5JMF ���



When it comes to acting, the closer to the middle of the circle that your actions are, the less emotional labor your job
demands. The further away, the more emotional labor the job demands.

0@N@<M>C�NCJRN�OC<O�NPMA<>@�<>ODIB�DN�M@G<O@?�OJ�CDBC@M�G@Q@GN�JA�NOM@NN�<I?�A@R@M�A@GO
KJNDODQ@�@HJODJIN�RCDG@�?@@K�<>ODIB�H<T�G@<?�OJ�G@NN�NOM@NN� @<G�"��(��2MJPB<FJN�(�
.��5@DNN�&��+����%M@@I�1��%��	����
��#KDNJ?D>�KMJ>@NN@N�DI�@HJODJI<G�G<=JM�
.@M>@KODJIN�JA�<AA@>ODQ@�?@GDQ@MT�<I?�M@BPG<ODJI�NOM<O@BD@N�Journal of Applied
Psychology 91�����`������%M<I?@T�������	����
��5C@I�bOC@�NCJR�HPNO�BJ�JIc�
1PMA<>@�<>ODIB�<I?�?@@K�<>ODIB�<N�?@O@MHDI<ION�JA�@HJODJI<G�@SC<PNODJI�<I?�K@@M�
M<O@?�N@MQD>@�?@GDQ@MT�Academy of Management Journal 46���`��� #HJODJI<G�G<=JM�DN
K<MOD>PG<MGT�>JHHJI�DI�N@MQD>@�DI?PNOMD@N�OC<O�<M@�<GNJ�>C<M<>O@MDU@?�=T�M@G<ODQ@GT
GJR�K<T�RCD>C�>M@<O@N�OC@�<??@?�KJO@IOD<GN�AJM�NOM@NN�<I?�A@@GDIBN�JA�=@DIB�OM@<O@?
PIA<DMGT�%GJH=�2��+��)<HH@T@M�+P@GG@M�(��"����0JOPI?J�+��	����
��#HJODJI<G
G<=JM�?@H<I?N�<I?�>JHK@IN<ODIB�R<B@�?DAA@M@IOD<GN�Journal of Applied Psychology 89
���`�����0PKK�"��#����1C<MHDI�1��	����
��5C@I�>PNOJH@MN�G<NC�JPO��2C@�@AA@>ON�JA
>PNOJH@M�DIO@M<>ODJI<G�DIEPNOD>@�JI�@HJODJI<G�G<=JM�<I?�OC@�H@?D<ODIB�MJG@�JA
?DN>M@O@�@HJODJIN�Journal of Applied Psychology 91����`���� 'I�<�NOP?T�JA�����CJO@G
@HKGJT@@N�M@N@<M>C@MN�AJPI?�OC<O�@HJODJI<G�G<=JM�R<N�QDO<G�=@><PN@�NJ�H<IT
@HKGJT@@�>PNOJH@M�DIO@M<>ODJIN�DIQJGQ@�DI?DQD?P<GN�?@<GDIB�RDOC�@HJODJI<GGT
>C<MB@?�DNNP@N�!CP�)��	����
� The effects of emotional labor on employee work outcomes�
3IKP=GDNC@?�?J>OJM<G�?DNN@MO<ODJI�4DMBDID<�.JGTO@>CID>�'INODOPO@�<I?�1O<O@
3IDQ@MNDOT�#HJODJI<G�G<=JM@MN�<M@�M@LPDM@?�OJ�?DNKG<T�NK@>DAD>�@HJODJIN�<N�K<MO�JA
OC@DM�EJ=N��1JH@ODH@N�OC@N@�<M@�@HJODJIN�OC<O�OC@�RJMF@M�<GM@<?T�A@@GN��'I�OC<O
><N@�OC@�NOM<DI�JA�OC@�@HJODJI<G�G<=JM�DN�HDIDH<G��$JM�@S<HKG@�<�API@M<G�?DM@>OJM�DN
B@I@M<GGT�@SK@>O@?�OJ�?DNKG<T�NTHK<OCT�AJM�<�A<HDGTeN�GJNN�<I?�DI�OC@�><N@�JA�<
A<HDGT�H@H=@M�NPAA@MDIB�<I�PIODH@GT�?@<OC�OCDN�@HJODJI�H<T�=@�B@IPDI@�� PO�AJM
K@JKG@�RCJN@�EJ=N�M@LPDM@�OC@H�OJ�=@�KMJA@NNDJI<GGT�KJGDO@�<I?�>C@@MAPG�NP>C�<N
AGDBCO�<OO@I?<ION�JM�OJ�=@�N@MDJPN�<I?�<POCJMDO<ODQ@�NP>C�<N�KJGD>@�JAAD>@MN�OC@
RJMF�JA�R@<MDIB�JI@eN�bB<H@�A<>@c�><I�C<Q@�@AA@>ON�OC<O�JPOG<NO�OC@�RJMFDIB�?<T��2J
>JH=<O�OCDN�O<FDIB�=M@<FN�><I�C@GK�NPMA<>@�<>OJMN�OJ�>JK@�HJM@�@AA@>ODQ@GT� @<G�"�
(��%M@@I�1��%����5@DNN�&��	����
��+<FDIB�OC@�=M@<F�>JPIO���I�@KDNJ?D>�@S<HDI<ODJI
JA�M@>JQ@MT�<>ODQDOD@N�@HJODJI<G�@SK@MD@I>@N�<I?�KJNDODQ@�<AA@>ODQ@�?DNKG<TN�
Academy of Management Journal 51����`���� 'I�<??DODJI�M@N@<M>C@MN�C<Q@�AJPI?�OC<O
BM@<O@M�<POJIJHT�DN�M@G<O@?�OJ�G@NN�NOM<DI�AJM�N@MQD>@�RJMF@MN�DI�OC@�3IDO@?�1O<O@N�<N
R@GG�<N�$M<I>@�%M<I?@T�������$DNF�%��+����1O@DI@M�"��"��	����
��+PNO�bN@MQD>@�RDOC
<�NHDG@c�=@�NOM@NNAPG��2C@�HJ?@M<ODIB�MJG@�JA�K@MNJI<G�>JIOMJG�AJM��H@MD><I�<I?
$M@I>C�@HKGJT@@N�Journal of Applied Psychology 90����`����

�?7>9D9F5�49CC?>1>35�� DN�<�O@MH�OC<O�M@A@MN�OJ�<�HDNH<O>C�<HJIB�@HJODJIN
<OODOP?@N�=@GD@AN�<I?�=@C<QDJM�AJM�@S<HKG@�=@GD@QDIB�OC<O�TJP�NCJPG?�<GR<TN�=@
KJGDO@�OJ�<�>PNOJH@M�M@B<M?G@NN�JA�K@MNJI<G�A@@GDIBN�T@O�C<QDIB�EPNO�=@@I�MP?@�OJ
JI@��7JPeGG�@SK@MD@I>@�?DN>JHAJMO�JM�NOM@NN�PIG@NN�TJP�ADI?�<�R<T�OJ�<GG@QD<O@�OC@

��� ��O@MH�OC<O�M@A@MN�OJ�<
HDNH<O>C�<HJIB�@HJODJIN
<OODOP?@N�=@GD@AN�<I?�=@C<QDJM�

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

����#HJODJIN�<O�5JMF ���



?DNNJI<I>@��7JP�><I�M@?P>@�OC@�K@MNJI<G�>JIAGD>O�=T�>C<IBDIB�TJPM�=@C<QDJM�	OMTDIB
C<M?@M�OJ�<>O�KJGDO@
�>C<IBDIB�TJPM�=@GD@A�	H<T=@�DOeN�-)�OJ�=@�<�GDOOG@�G@NN�KJGDO@
NJH@ODH@N
�JM�=T�<??DIB�<�I@R�A<>O�OC<O�>C<IB@N�OC@�DHKJMO<I>@�JA�OC@�KM@QDJPN
A<>ON�	NP>C�<N�TJP�RDGG�JOC@MRDN@�=@�G<D?�JAA�OC@�I@SO�?<T
���GOCJPBC�<>ODIB�KJNDODQ@
><I�H<F@�<�K@MNJI�A@@G�KJNDODQ@�@HJODJI<G�G<=JM�OC<O�DIQJGQ@N�<�G<MB@�?@BM@@�JA
@HJODJI<G�JM�>JBIDODQ@�?DNNJI<I>@�><I�=@�BMP@GDIB�NJH@ODH@N�G@<?DIB�OJ�I@B<ODQ@
C@<GOC�@AA@>ON�8<KA�"��	����
��-I�OC@�KJNDODQ@�<I?�I@B<ODQ@�@AA@>ON�JA�@HJODJI�RJMF
DI�JMB<IDU<ODJIN�European Journal of Work and Organizational Psychology 15��`���

�=?D9?>1<��>D5<<975>35

-I@�R<T�OJ�H<I<B@�OC@�@AA@>ON�JA�@HJODJI<G�G<=JM�DN�=T�DI>M@<NDIB�TJPM�<R<M@I@NN
JA�OC@�B<KN�=@OR@@I�M@<G�@HJODJIN�<I?�@HJODJIN�OC<O�<M@�M@LPDM@?�=T�TJPM
KMJA@NNDJI<G�K@MNJI<��b5C<O�<H�'�A@@GDIB���I?�RC<O�?J�JOC@MN�A@@G�c�2C@N@
LP@NODJIN�AJMH�OC@�C@<MO�JA5=?D9?>1<�9>D5<<975>35�� ��2C@�O@MH�R<N�>JDI@?�=T
KNT>CJGJBDNON�.@O@M�1<GJQ@T�<I?�(JCI�+<T@M�<I?�R<N�KJKPG<MDU@?�=T�KNT>CJGJBDNO
"<ID@G�%JG@H<I�DI�<�=JJF�JA�OC@�N<H@�I<H@��#HJODJI<G�DIO@GGDB@I>@�GJJFN�<O�CJR
K@JKG@�><I�PI?@MNO<I?�@<>C�JOC@M�HJM@�>JHKG@O@GT�=T�?@Q@GJKDIB�<I�DI>M@<N@?
<R<M@I@NN�JA�OC@DM�JRI�<I?�JOC@MNe�@HJODJIN�!<MH@GD����	����
��2C@�M@G<ODJINCDK
=@OR@@I�@HJODJI<G�DIO@GGDB@I>@�<I?�RJMF�<OODOP?@N�=@C<QDJM�<I?�JPO>JH@N���I
@S<HDI<ODJI�<HJIB�N@IDJM�H<I<B@MN�Journal of Managerial Psychology 18����`����

2C@M@�<M@�AJPM�=PDG?DIB�=GJ>FN�DIQJGQ@?�DI�?@Q@GJKDIB�<�CDBC�G@Q@G�JA�@HJODJI<G
DIO@GGDB@I>@�)5<6�1G1B5>5CC�� @SDNON�RC@I�TJP�<M@�<=G@�OJ�<>>PM<O@GT�K@M>@DQ@
@Q<GP<O@�<I?�?DNKG<T�<KKMJKMD<O@�@HJODJIN�)5<6�=1>175=5>D�� @SDNON�RC@I�TJP
<M@�<=G@�OJ�?DM@>O�TJPM�@HJODJIN�DI�<�KJNDODQ@�R<T�RC@I�I@@?@?�)?391<�1G1B5>5CC��

@SDNON�RC@I�TJP�<M@�<=G@�OJ�PI?@MNO<I?�CJR�JOC@MN�A@@G�(5<1D9?>C89@
=1>175=5>D�� @SDNON�RC@I�TJP�<M@�<=G@�OJ�C@GK�JOC@MN�H<I<B@�OC@DM�JRI�@HJODJIN
<I?�OMPGT�@NO<=GDNC�NPKKJMODQ@�M@G<ODJINCDKN�RDOC�JOC@MN�#GA@I=@DI�&��������H=<?T
,��	����
��.M@?D>ODIB�RJMFKG<>@�JPO>JH@N�AMJH�OC@�<=DGDOT�OJ�@<Q@N?MJK�JI�A@@GDIBN�
Journal of Applied Psychology 87����`�����5@DNDIB@M�&��	����
� Emotional intelligence at
work��1<I�$M<I>DN>J��(JNN@T� <NN�

��� &JR�K@JKG@�><I�PI?@MNO<I?
@<>C�JOC@M�HJM@�>JHKG@O@GT�=T
=@>JHDIB�HJM@�<R<M@�JA�OC@DM
JRI�<I?�JOC@MNe�@HJODJIN�

��� 2CDN�@SDNON�RC@I�TJP�<M@�<=G@
OJ�<>>PM<O@GT�K@M>@DQ@
@Q<GP<O@�<I?�?DNKG<T
<KKMJKMD<O@�@HJODJIN�

��� 2CDN�@SDNON�RC@I�TJP�<M@�<=G@
OJ�?DM@>O�TJPM�@HJODJIN�DI�<
KJNDODQ@�R<T�RC@I�I@@?@?�

��� 2CDN�@SDNON�RC@I�TJP�<M@�<=G@
OJ�PI?@MNO<I?�CJR�JOC@MN�A@@G�

��� 2CDN�@SDNON�RC@I�TJP�<M@�<=G@
OJ�C@GK�JOC@MN�H<I<B@�OC@DM
JRI�@HJODJIN�<I?�OMPGT
@NO<=GDNC�NPKKJMODQ@
M@G<ODJINCDKN�RDOC�JOC@MN�

!C<KO@M���+<I<BDIB�1OM@NN�<I?�#HJODJIN

����#HJODJIN�<O�5JMF ���



Figure 7.13

The four steps of emotional intelligence build upon one another.
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Figure 8.2

At NASA, success depends on
strong communication.

Source:http://en.wikipedia.org/
wiki/
Image:Orion_briefing_model.jpg.
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Figure 8.3

Lee Iacocca, past president and
CEO of Chrysler until his
retirement in 1992, said, ÒYou
can have brilliant ideas, but if
you canÕt get them across, your
ideas wonÕt get you anywhere.Ó

Source:http://en.wikipedia.org/
wiki/Lee_Iacocca.
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Figure 8.5

A field study found that
managers can expect, on
average, to do only3 minutesof
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uninterrupted work on any one
task before being interrupted by
an incoming e-mail, instant
message, phone call, coworker, or
other distraction.Gonz‡lez, V. M.,
& Gloria, M. (2004). Constant,
constant, multi-tasking
craziness.CHI 2004. Retrieved
July 2, 2008, from
http://www.interruptions.net/
literature/Gonzalez-
CHI04-p113-gonzalez.pdf.
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	By using the employeeÕs name, the manager is establishing a clear, personal link to the
receiver�


+<I<B@M��b7JPM�?DQDNDJIeN�IPH=@MN�<M@�GJJFDIB�BM@<O�c

	The managerÕs recognition of BillÕs role in a winning team further personalizes and
emotionalizes the conversation�


+<I<B@M��b-PM�I@SO�NO@K�DN�OJ�JM?@M�HJM@�KMDIO@M�OJI@M�><MOMD?B@N��5JPG?�TJP�KG<>@
<I�JM?@M�AJM������KMDIO@M�OJI@M�><MOMD?B@N�RDOC�(JI@N�!JHKPO@M�1PKKGD@N��-PM

!C<KO@M���!JHHPID><ODJI

���



=P?B@O�AJM�OCDN�KPM>C<N@�DN��������<I?�OC@�KMDIO@M�OJI@M�><MOMD?B@N�I@@?�OJ�=@�C@M@
=T�5@?I@N?<T�<AO@MIJJI�c

	The manager breaks down the task into several steps. Each step consists of a specific task,
time frame, quantity, or goal�
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	Bill, a model employee, repeats what he has heard. This is the feedback portion of the
communication. Feedback helps him recognize any confusion he may have had hearing the
managerÕs message. Feedback also helps the manager hear if she has communicated the
message correctly�
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Figure 8.7

Communication mediums have
come a long way since Alexander
Graham BellÕs original telephone.

Source:http://en.wikipedia.org/
wiki/image:cnam-img_0564.jpg.
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Figure 8.9

Distance between speakers is partially determined by their intimacy level.

Source: Hall, E. T. (1966).The hidden dimension. New York: Doubleday.
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Figure 8.10

Information channels differ in their richness.

Sources: Adapted from information in Daft, R. L., & Lenge, R. H. (1984). Information richness: A new approach to
managerial behavior and organizational design. In B. Staw & L. Cummings (Eds.),Research in organizational
behavior, vol. 6(pp. 191Ð233). Greenwich, CT: JAI Press; Lengel, R. H., & Daft, D. L. (1988). The selection of
communication media as an executive skill.Academy of Management Executive, 11, 225Ð232.
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Figure 8.12

Make sure to match the medium
to the task. Trying to accomplish
a visual task such as choosing
colors is more challenging on the
phone versus in person.
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Figure 8.11Guide for When to Use Written versus Verbal Communication
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Figure 8.13

Organizational communication travels in many different directions.
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Figure 8.14How Managers Spend Time Communicating at Work

Source: Adapted from information in Luthans, F., & Larsen, J. K. (1986). How managers really communicate.Human
Relations, 39, 161Ð178.
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Figure 8.15Gestures Around the Globe

Adapted from information in Axtell, R. E. (1998).Gestures: The doÕs and taboos of body language around the world.
New York: John Wiley.
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Figure 9.1

Teamwork can make something as complex as an airplane engine possible.
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Figure 9.2Stages of the Group Development Model
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Figure 9.3The Punctuated Equilibrium Model
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NPKKJMO�OC@DM�A@GGJR�O@<H�H@H=@MN�BMJPK�D?@IODOT�NOM@IBOC@IN�
] Satisfaction��!JC@NDJI�DN�>JMM@G<O@?�RDOC�CJR�KG@<N@?�BMJPK�H@H=@MN

<M@�RDOC�@<>C�JOC@MeN�K@MAJMH<I>@�=@C<QDJM�<I?�>JIAJMHDOT�OJ�BMJPK
IJMHN�

�N�TJP�HDBCO�DH<BDI@�OC@M@�<M@�H<IT�=@I@ADON�DI�>M@<ODIB�<�>JC@NDQ@�BMJPK�
+@H=@MN�<M@�B@I@M<GGT�HJM@�K@MNJI<GGT�N<ODNAD@?�<I?�A@@G�BM@<O@M�N@GA�>JIAD?@I>@
<I?�N@GA�@NO@@H�RC@I�DI�<�BMJPK�RC@M@�OC@T�A@@G�OC@T�=@GJIB��$JM�H<IT
H@H=@MNCDK�DI�NP>C�<�BMJPK�><I�=@�<�=PAA@M�<B<DINO�NOM@NN�RCD>C�><I�DHKMJQ@
H@IO<G�<I?�KCTND><G�R@GG�=@DIB�� @><PN@�H@H=@MN�<M@�DIQ@NO@?�DI�OC@�BMJPK�<I?�DON
RJMF�OC@T�<M@�HJM@�GDF@GT�OJ�M@BPG<MGT�<OO@I?�<I?�<>ODQ@GT�K<MOD>DK<O@�DI�OC@�BMJPK
O<FDIB�HJM@�M@NKJIND=DGDOT�AJM�OC@�BMJPKeN�API>ODJIDIB��'I�<??DODJI�H@H=@MN�><I
?M<R�JI�OC@�NOM@IBOC�JA�OC@�BMJPK�OJ�K@MN@Q@M@�OCMJPBC�>C<GG@IBDIB�NDOP<ODJIN�OC<O
HDBCO�JOC@MRDN@�=@�OJJ�C<M?�OJ�O<>FG@�<GJI@�

��� 2C@�?@BM@@�JA�><H<M<?@MD@
RDOCDI�OC@�BMJPK�
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%��*??<2?H��)D5@C�D?��B51D9>7�1>4�#19>D19>9>7�1
�?85C9F5�*51=

] Align the group with the greater organization��#NO<=GDNC�>JHHJI
J=E@>ODQ@N�DI�RCD>C�H@H=@MN�><I�B@O�DIQJGQ@?�

] Let members have choices in setting their own goals��'I>GP?@�OC@H�DI
?@>DNDJI�H<FDIB�<O�OC@�JMB<IDU<ODJI<G�G@Q@G�

] Define clear roles��"@HJINOM<O@�CJR�@<>C�K@MNJIeN�>JIOMD=PODJI
APMOC@MN�OC@�BMJPK�BJ<Ga@Q@MTJI@�DN�M@NKJIND=G@�AJM�<�NK@>D<G�KD@>@
JA�OC@�KPUUG@�

] Situate group members in close proximity to each other��2CDN�=PDG?N
A<HDGD<MDOT�

] Give frequent praise�� JOC�DI?DQD?P<GN�<I?�BMJPKN�=@I@ADO�AMJH
KM<DN@���GNJ�@I>JPM<B@�OC@H�OJ�KM<DN@�@<>C�JOC@M��2CDN�=PDG?N
DI?DQD?P<G�N@GA�>JIAD?@I>@�M@<AADMHN�KJNDODQ@�=@C<QDJM�<I?�>M@<O@N
<I�JQ@M<GG�KJNDODQ@�<OHJNKC@M@�

] Treat all members with dignity and respect��2CDN�?@HJINOM<O@N�OC<O
OC@M@�<M@�IJ�A<QJMDO@N�<I?�@Q@MTJI@�DN�Q<GP@?�

] Celebrate differences��2CDN�CDBCGDBCON�@<>C�DI?DQD?P<GeN�>JIOMD=PODJI
RCDG@�<GNJ�H<FDIB�?DQ@MNDOT�<�IJMH�

] Establish common rituals��2CPMN?<T�HJMIDIB�>JAA@@�HJIOCGT
KJOGP>FNaOC@N@�M@<AADMH�BMJPK�D?@IODOT�<I?�>M@<O@�NC<M@?
@SK@MD@I>@N�

�1>�1��B?E@��1F5�*??�#E38��?85C9?>�

)@@K�DI�HDI?�OC<O�BMJPKN�><I�C<Q@�OJJ�HP>C�>JC@NDJI�� @><PN@�H@H=@MN�><I�>JH@
OJ�Q<GP@�=@GJIBDIB�JQ@M�<GG�@GN@�<I�DIO@MI<G�KM@NNPM@�OJ�>JIAJMH�H<T�<MDN@�><PNDIB
NJH@�H@H=@MN�OJ�HJ?DAT�OC@DM�=@C<QDJM�OJ�<?C@M@�OJ�BMJPK�IJMHN��+@H=@MN�H<T
=@>JH@�>JIAGD>O�<QJD?<IO�AJ>PNDIB�HJM@�JI�OMTDIB�OJ�KG@<N@�@<>C�JOC@M�NJ�<N�IJO�OJ
=@�JNOM<>DU@?��'I�NJH@�><N@N�H@H=@MN�HDBCO�>@INJM�OC@HN@GQ@N�OJ�H<DIO<DI�OC@
K<MOT�GDI@���N�NP>C�OC@M@�DN�<�NPK@MAD>D<G�N@IN@�JA�C<MHJIT�<I?�G@NN�?DQ@MNDOT�JA
OCJPBCO��&<QDIB�G@NN�OJG@M<I>@�AJM�?@QD<ION�RCJ�OCM@<O@I�OC@�BMJPKeN�NO<OD>
D?@IODOT�>JC@NDQ@�BMJPKN�RDGG�JAO@I�@S>JHHPID><O@�H@H=@MN�RCJ�?<M@�OJ�?DN<BM@@�
+@H=@MN�<OO@HKODIB�OJ�H<F@�<�>C<IB@�H<T�@Q@I�=@�>MDOD>DU@?�JM�PI?@MHDI@?�=T
JOC@M�H@H=@MN�RCJ�K@M>@DQ@�OCDN�<N�<�OCM@<O�OJ�OC@�NO<OPN�LPJ��2C@�K<DIAPG
KJNND=DGDOT�JA�=@DIB�H<MBDI<GDU@?�><I�F@@K�H<IT�H@H=@MN�DI�GDI@�RDOC�OC@�H<EJMDOT�

2C@�HJM@�NOMJIBGT�H@H=@MN�D?@IODAT�RDOC�OC@�BMJPK�OC@�@<ND@M�DO�DN�OJ�N@@�JPOND?@MN
<N�DIA@MDJM�JM�@I@HD@N�DI�@SOM@H@�><N@N�RCD>C�><I�G@<?�OJ�DI>M@<N@?�DINPG<MDOT��2CDN
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AJMH�JA�KM@EP?D>@�><I�C<Q@�<�?JRIR<M?�NKDM<G�@AA@>O��,JO�JIGT�DN�OC@�BMJPK�IJO
B@OODIB�>JMM@>ODQ@�A@@?=<>F�AMJH�RDOCDI�DON�JRI�>JIADI@N�DO�DN�<GNJ�>GJNDIB�DON@GA�JAA
AMJH�DIKPO�<I?�<�>MJNN�A@MODGDU<ODJI�JA�D?@<N�AMJH�OC@�JPOND?@��'I�NP>C�<I
@IQDMJIH@IO�BMJPKN�><I�@<NDGT�<?JKO�@SOM@H@�D?@<N�OC<O�RDGG�IJO�=@�>C<GG@IB@?�
"@ID<G�DI>M@<N@N�<N�KMJ=G@HN�<M@�DBIJM@?�<I?�A<DGPM@N�<M@�=G<H@?�JI�@SO@MI<G
A<>OJMN��5DOC�GDHDO@?�JAO@I�=D<N@?�DIAJMH<ODJI�<I?�IJ�DIO@MI<G�JM�@SO@MI<G
JKKJNDODJI�BMJPKN�GDF@�OC@N@�><I�H<F@�?DN<NOMJPN�?@>DNDJIN��B?E@D89>;�� DN�<
BMJPK�KM@NNPM@�KC@IJH@IJI�OC<O�DI>M@<N@N�OC@�MDNF�JA�OC@�BMJPK�H<FDIB�AG<R@?
?@>DNDJIN�=T�<GGJRDIB�M@?P>ODJIN�DI�H@IO<G�@AAD>D@I>T�M@<GDOT�O@NODIB�<I?�HJM<G
EP?BH@IO��%MJPKOCDIF�DN�HJNO�>JHHJI�DI�CDBCGT�>JC@NDQ@�BMJPKN�(<IDN�'��*��	����
�
Victims of Groupthink��,@R�7JMF��&JPBCOJI�+DAAGDI�

!JC@NDQ@�BMJPKN�><I�BJ�<RMT�DI�HP>C�HDG?@M�R<TN��$JM�@S<HKG@�BMJPK�H@H=@MN
><I�Q<GP@�OC@DM�NJ>D<G�DIO@M<>ODJIN�NJ�HP>C�OC<O�OC@T�C<Q@�API�OJB@OC@M�=PO�NK@I?
GDOOG@�ODH@�JI�<>>JHKGDNCDIB�OC@DM�<NNDBI@?�O<NF��-M�<�BMJPKeN�BJ<G�H<T�=@BDI�OJ
?DQ@MB@�AMJH�OC@�G<MB@M�JMB<IDU<ODJIeN�BJ<G�<I?�OCJN@�OMTDIB�OJ�PKCJG?�OC@
JMB<IDU<ODJIeN�BJ<G�H<T�=@�JNOM<>DU@?�	@�B��O@<NDIB�OC@�>G<NN�b=M<DIc�AJM�?JDIB�R@GG
DI�N>CJJG
�

'I�<??DODJI�M@N@<M>C�NCJRN�OC<O�>JC@NDJI�G@<?N�OJ�<>>@KO<I>@�JA�BMJPK
IJMHN�%JJ?H<I�.��1��0<QGDI�#����1>CHDIF@�+��	����
��3I?@MNO<I?DIB�BMJPKN�DI
JMB<IDU<ODJIN�Research in Organizational Behavior 9����`���� %MJPKN�RDOC�CDBC�O<NF
>JHHDOH@IO�?J�R@GG�=PO�DH<BDI@�<�BMJPK�RC@M@�OC@�IJMHN�<M@�OJ�RJMF�<N�GDOOG@�<N
KJNND=G@���N�TJP�HDBCO�DH<BDI@�OC@N@�BMJPKN�B@O�GDOOG@�<>>JHKGDNC@?�<I?�><I
<>OP<GGT�RJMF�OJB@OC@M�<B<DINO�OC@�JMB<IDU<ODJIeN�BJ<GN�

Figure 9.4

Groups with high cohesion and high task commitment tend to be the most effective.
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)?391<�<?169>7�� M@A@MN�OJ�OC@�O@I?@I>T�JA�DI?DQD?P<GN�OJ�KPO�DI�G@NN�@AAJMO�RC@I
RJMFDIB�DI�<�BMJPK�>JIO@SO��2CDN�KC@IJH@IJI�<GNJ�FIJRI�<N�OC@�0DIB@GH<II
@AA@>O�R<N�ADMNO�IJO@?�=T�$M@I>C�<BMD>PGOPM<G�@IBDI@@M�+<S�0DIB@GH<II�DI�������'I
JI@�NOP?T�C@�C<?�K@JKG@�KPGG�JI�<�MJK@�DI?DQD?P<GGT�<I?�DI�BMJPKN��&@�AJPI?�OC<O�<N
OC@�IPH=@M�JA�K@JKG@�KPGGDIB�DI>M@<N@?�OC@�BMJPKeN�OJO<G�KPGGDIB�AJM>@�R<N�G@NN�OC<I
OC@�DI?DQD?P<G�@AAJMON�C<?�=@@I�RC@I�H@<NPM@?�<GJI@�)<M<P�1��(����5DGGD<HN�)��"�
	����
��1J>D<G�GJ<ADIB����H@O<�<I<GTOD>�M@QD@R�<I?�OC@JM@OD><G�DIO@BM<ODJI�Journal of
Personality and Social Psychology 65����`����

5CT�?J�K@JKG@�RJMF�G@NN�C<M?�RC@I�OC@T�<M@�RJMFDIB�RDOC�JOC@M�K@JKG@�
-=N@MQ<ODJIN�NCJR�OC<O�<N�OC@�NDU@�JA�OC@�BMJPK�BMJRN�OCDN�@AA@>O�=@>JH@N�G<MB@M�<N
R@GG�)<M<P�1��(����5DGGD<HN�)��"��	����
��1J>D<G�GJ<ADIB����H@O<�<I<GTOD>�M@QD@R�<I?
OC@JM@OD><G�DIO@BM<ODJI�Journal of Personality and Social Psychology 65����`���� 2C@
NJ>D<G�GJ<ADIB�O@I?@I>T�DN�G@NN�<�H<OO@M�JA�=@DIB�G<UT�<I?�HJM@�<�H<OO@M�JA
K@M>@DQDIB�OC<O�JI@�RDGG�M@>@DQ@�I@DOC@M�JI@eN�A<DM�NC<M@�JA�M@R<M?N�DA�OC@�BMJPK�DN
NP>>@NNAPG�IJM�=G<H@�DA�OC@�BMJPK�A<DGN��0<ODJI<G@N�AJM�OCDN�=@C<QDJM�DI>GP?@�b+T
JRI�@AAJMO�RDGG�C<Q@�GDOOG@�@AA@>O�JI�OC@�JPO>JH@c�b-OC@MN�<M@IeO�KPGGDIB�OC@DM
R@DBCO�NJ�RCT�NCJPG?�'�c�JM�b'�?JIeO�C<Q@�HP>C�OJ�>JIOMD=PO@�=PO�IJ�JI@�RDGG
IJOD>@�<ITR<T�c�2CDN�DN�<�>JINDNO@IO�@AA@>O�<>MJNN�<�BM@<O�IPH=@M�JA�BMJPK�O<NFN�<I?
>JPIOMD@N�%<=M@IT<�5��*��*<O<I@� ����5<IB�7��	����
��1J>D<G�GJ<ADIB�DI�>MJNN�
>PGOPM<G�K@MNK@>ODQ@�Journal of Cross-Cultural Perspective 14����`�����&<MFDIN�1���
.@OOT�0��#��	����
��#AA@>ON�JA�O<NF�?DAAD>PGOT�<I?�O<NF�PIDLP@I@NN�JI�NJ>D<G�GJ<ADIB�
Journal of Personality and Social Psychology 43�����`������2<TGJM�"��5����$<PNO�5��*�
	����
��2R@IOT�LP@NODJIN��#AAD>D@I>T�JA�KMJ=G@H�NJGQDIB�<N�<�API>ODJI�JA�OC@�NDU@�JA
OC@�BMJPK�Journal of Experimental Psychology 44����`�����8DGG@M�0��!��	����
��$JPM
O@>CIDLP@N�JA�BMJPK�?@>DNDJI�H<FDIB�PI?@M�PI>@MO<DIOT�Journal of Applied
Psychology 41����`���� 0@N@<M>C�<GNJ�NCJRN�OC<O�K@M>@KODJIN�JA�A<DMI@NN�<M@�M@G<O@?
OJ�G@NN�NJ>D<G�GJ<ADIB�.MD>@�)��&��&<MMDNJI�"�������%<QDI�(��&��	����
��5DOCCJG?DIB
DIKPON�DI�O@<H�>JIO@SON��+@H=@M�>JHKJNDODJI�DIO@M<>ODJI�KMJ>@NN@N�@Q<GP<ODJI
NOMP>OPM@�<I?�NJ>D<G�GJ<ADIB�Journal of Applied Psychology 91�����`����� 2C@M@AJM@
O@<HN�OC<O�<M@�?@@H@?�<N�HJM@�A<DM�NCJPG?�<GNJ�N@@�G@NN�NJ>D<G�GJ<ADIB�

��� 2C@�O@I?@I>T�JA�DI?DQD?P<GN�OJ
KPO�DI�G@NN�@AAJMO�RC@I�RJMFDIB
DI�<�BMJPK�>JIO@SO�
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5C@I�?@NDBIDIB�<�BMJPK�KMJE@>O�C@M@�<M@�NJH@�>JIND?@M<ODJIN�OJ�F@@K�DI�HDI?�

] Carefully choose the number of individuals you need to get the task done�
2C@�GDF@GDCJJ?�JA�NJ>D<G�GJ<ADIB�DI>M@<N@N�<N�BMJPK�NDU@�DI>M@<N@N
	@NK@>D<GGT�DA�OC@�BMJPK�>JINDNON�JA����JM�HJM@�K@JKG@
�=@><PN@�DO�DN
@<ND@M�AJM�K@JKG@�OJ�A@@G�PII@@?@?�JM�DI<?@LP<O@�<I?�DO�DN�@<ND@M
AJM�OC@H�OJ�bCD?@c�DI�<�G<MB@M�BMJPK�

] Clearly define each memberÕs tasks in front of the entire group��'A�TJP
<NNDBI�<�O<NF�OJ�OC@�@IODM@�BMJPK�NJ>D<G�GJ<ADIB�DN�HJM@�GDF@GT��$JM
@S<HKG@�DINO@<?�JA�NO<ODIB�b T�+JI?<T�G@OeN�ADI?�N@Q@M<G�<MOD>G@N
JI�OC@�OJKD>�JA�NOM@NNc�TJP�><I�N@O�OC@�BJ<G�JA�b T�+JI?<T�@<>C�JA
PN�RDGG�=@�M@NKJIND=G@�AJM�ADI?DIB�ADQ@�<MOD>G@N�JI�OC@�OJKD>�JA
NOM@NN�c�5C@I�DI?DQD?P<GN�C<Q@�NK@>DAD>�BJ<GN�OC@T�=@>JH@�HJM@
<>>JPIO<=G@�AJM�OC@DM�K@MAJMH<I>@�

] Design and communicate to the entire group a system for evaluating each
personÕs contribution��7JP�H<T�C<Q@�<�HD?O@MH�A@@?=<>F�N@NNDJI�DI
RCD>C�@<>C�H@H=@M�BDQ@N�A@@?=<>F�OJ�@Q@MT�JOC@M�H@H=@M��2CDN
RJPG?�DI>M@<N@�OC@�N@IN@�JA�<>>JPIO<=DGDOT�DI?DQD?P<GN�C<Q@��7JP
H<T�@Q@I�R<IO�OJ�?DN>PNN�OC@�KMDI>DKG@�JA�NJ>D<G�GJ<ADIB�DI�JM?@M�OJ
?DN>JPM<B@�DO�

] Build a cohesive group��5C@I�BMJPK�H@H=@MN�?@Q@GJK�NOMJIB
M@G<ODJI<G�=JI?N�OC@T�<M@�HJM@�>JHHDOO@?�OJ�@<>C�JOC@M�<I?�OC@
NP>>@NN�JA�OC@�BMJPK�<I?�OC@T�<M@�OC@M@AJM@�HJM@�GDF@GT�OJ�KPGG
OC@DM�JRI�R@DBCO�

] Assign tasks that are highly engaging and inherently rewarding��"@NDBI
>C<GG@IBDIB�PIDLP@�<I?�Q<MD@?�<>ODQDOD@N�OC<O�RDGG�C<Q@�<
NDBIDAD><IO�DHK<>O�JI�OC@�DI?DQD?P<GN�OC@HN@GQ@N�OC@�JMB<IDU<ODJI
JM�OC@�@SO@MI<G�@IQDMJIH@IO��$JM�@S<HKG@�JI@�BMJPK�H@H=@M�H<T
=@�M@NKJIND=G@�AJM�>M<AODIB�<�I@R�DI>@IODQ@�K<T�NTNO@H�OCMJPBC
RCD>C�@HKGJT@@N�><I�?DM@>O�NJH@�JA�OC@DM�=JIPN�OJ�OC@DM�A<QJMDO@
IJIKMJADON�

] Make sure individuals feel that they are needed��'A�OC@�BMJPK�DBIJM@N�<
H@H=@MeN�>JIOMD=PODJIN�=@><PN@�OC@N@�>JIOMD=PODJIN�?J�IJO�H@@O
OC@�BMJPKeN�K@MAJMH<I>@�NO<I?<M?N�H@H=@MN�RDGG�A@@G�?DN>JPM<B@?
<I?�<M@�PIGDF@GT�OJ�>JIOMD=PO@�DI�OC@�APOPM@��+<F@�NPM@�OC<O
@Q@MTJI@�A@@GN�DI>GP?@?�<I?�I@@?@?�=T�OC@�BMJPK�
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�?<<53D9F5�5669313I�� M@A@MN�OJ�<�BMJPKeN�K@M>@KODJI�JA�DON�<=DGDOT�OJ�NP>>@NNAPGGT
K@MAJMH�R@GG� <I?PM<����	����
� Self-efficacy: The exercise of control��1<I�$M<I>DN>J�
(JNN@T� <NN�!JGG@>ODQ@�@AAD><>T�DN�DIAGP@I>@?�=T�<�IPH=@M�JA�A<>OJMN�DI>GP?DIB
R<O>CDIB�JOC@MN�	bOC<O�BMJPK�?D?�DO�<I?�R@eM@�=@OO@M�OC<I�OC@Hc
�Q@M=<G�K@MNP<NDJI
	bR@�><I�?J�OCDNc
�<I?�CJR�<�K@MNJI�A@@GN�	bOCDN�DN�<�BJJ?�BMJPKc
��0@N@<M>C�NCJRN
OC<O�<�BMJPKeN�>JGG@>ODQ@�@AAD><>T�DN�M@G<O@?�OJ�DON�K@MAJMH<I>@�%PGGT�1��+�
'I><G><O@MM<�)�����(JNCD������ @<P=D@I�(��+��	����
����H@O<�<I<GTNDN�JA�O@<H�
@AAD><>T�KJO@I>T�<I?�K@MAJMH<I>@��'IO@M?@K@I?@I>@�<I?�G@Q@G�JA�<I<GTNDN�<N
HJ?@M<OJMN�JA�J=N@MQ@?�M@G<ODJINCDKN�Journal of Applied Psychology 87����`����
.JMO@M�!��-��*��&��	����
��%J<G�JMD@IO<ODJI��#AA@>ON�JI�=<>FDIB�PK�=@C<QDJM
K@MAJMH<I>@�@AAD><>T�<I?�>JHHDOH@IO�DI�O@<HN�Journal of Applied Psychology 90
���`�����2<N<�)��2<BB<M�1����1@DEON�%��&��	����
��2C@�?@Q@GJKH@IO�JA�>JGG@>ODQ@
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Teams are only as good as their
weakest link. While Michael
Phelps has been dubbed Òthe
worldÕs greatest swimmerÓ and
received a great deal of personal
attention, he could not have
achieved his record eight gold
medals in one Olympic games
without the help of his
teammates Aaron Peirsol,
Brendan Hansen, and Jason
Lezak.

Source:
http://simple.wikipedia.org/
wiki/Image:Michael_Phelps_with
_President_Bush_-
_20080811.jpeg.
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Figure 9.6

Production tasks include actually
making something, such as a
team of construction workers
creating a new building.
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Figure 9.7

Teams are based on many roles
being carried out, as summarized
by the Team Role Typology.
These 10 roles include task roles
(green), social roles (yellow), and
boundary-spanning roles
(orange).

Source: Mumford, T. V., Van
Iddekinge, C., Morgeson, F. P., &
Campion, M. A. (2008). The team
role test: Development and
validation of a team role
knowledge situational judgment
test.Journal of Applied
Psychology, 93, 250Ð267;
Mumford, T. V., Campion, M. A.,
& Morgeson, F. P. (2006).
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tests: Theory, measurement, and
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Figure 9.8

Team leadership is a major determinant of how autonomous a team can be.
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Figure 9.9

The ideal size for a team depends
on the task at hand. Groups
larger than 10 members tend to
be harder to coordinate and often
break into subteams to
accomplish the work at hand.
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Sometimes it can be challenging to start a conversation around team ground rules and
performance. The following exercise can be used to get individuals talking about what
works and what doesnÕt work in teams theyÕve worked in and how your team can be
designed most effectively�

Figure 9.10

Used with permission. © Performance Management Company, 1992Ð2004. Square Wheels¨ is a registered
servicemark of PMC.
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Figure 9.11

© TheNew YorkerCollection. 1979. Henry Martin from cartoonbank.com. All rights reserved.
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Figure 9.12

Conducting meetings standing up
saves time yet keeps information
flowing across the
team.Bluedorn, A. C., Turban, D.
B., & Love, M. S. (1999). The
effects of stand-up and sit-down
meeting formats on meeting
outcomes.Journal of Applied
Psychology, 84, 277Ð285.This
technique is used by Johnson &
Johnson Services Inc., Ritz-
Carlton Company LLC,
ThoughtWorks Inc., Agile
Software, and Corning Inc.

Source: Photo used by permission
of Jason Yip.
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Figure 10.1

Many Òdot-comÓ start-ups of the 1990s consisted of little more than a few employees and a room full of servers.
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