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Distal goals, 139–140
Distinctive competence, 174, 208
Distributive justice, 428–429
Disturbance handler role, 17
Diversification, 180

related, 183
unrelated, 181

Diversity
audits, 407
deep-level, 389, 396
defined, 384
differences between affirmative

action and, 385–387
global business and, 257–259
as good business sense, 387–389
individual differences and, 389
managing, 402–407
in organizations, 384–385
pairing, 407
paradigms, 402–405
principles, 405, 405–406
programs, purpose of, 386
surface-level, 389–396
team, 327
training and practice, 406–407
workplace, 384

Diversity audits, 407
Diversity pairing, 407
Documentary training, 260
Dogs, in portfolio strategy, 182,

183
Dominance, 456
Dominant design, 210
Domination, 50
Downsizing, 374µ
Downtime, 603
Downward communication,

493–494
Dress policies, 294–295
Drive, 455
Durability, 587
Dynamic environment, 71
Dysfunctional turnover, 376

E
EAP (employee assistance

program), 498
Early retirement incentive

programs (ERIPs), 374–375
Earth Day, 126
Economic order quantity (EOQ),

605, 606
Economic performance, social

responsibility and, 124–126
Economic responsibility, 122
Economic value added (EVA)

calculating, 540
description of, 539–540
importance of, 540–541

Economy, general environment
and, 75–76

EDI (electronic data interchange),
571-572, 603

EEOC (Equal Employment
Opportunity Commission),
342, 343, 345–347
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Effectiveness, 5
Efficiency, 5

increasing, 583
lost, 603

Effort
decreasing or withholding,

426–427
expectancy and, 430
perceived relationship between

performance and, 430
performance and, 417–418

EIS (executive information
system), 570

E-learning, 362–364
Electronic brainstorming,

158–160
computer screen during, 160
typical layout for, 159

Electronic data interchange
(EDI), 571–572, 603

difference between Web
services and, 572

Electronic scanners, 562
Email

accessibility of, 501
employee communication

using, 16
role of, in organization-wide

communication, 510–511
Emotional distress suits, 78
Emotional stability, 397, 455
Empathetic listening, 503–504
Empathy, 588
Employee Assistance Programs

(EAPs), 498
Employee involvement teams,

307, 314
Employee Polygraph Protection

Act, 355
Employees

achieving credibility with, 115
educating, about need for

change, 222
empowering, 432
influencing behavior of, 102
selecting and hiring ethical,

112
service capability and,

594–595
theft of company merchandise

by, 103
use of outplacement services

for laid-off, 374
Web surfing by, 145

Employee satisfaction, 594
Employee selection, 351–352.

See also Recruitment
application forms and résumés

for, 352
defined, 352
references and background

checks, 353–354
tests for, 354–357

Employee separations
defined, 372
by downsizing, 374
due to turnover, 375–376
by termination, 373–374

through retirement, 374–375
Employee shrinkage, 103
Employee stock ownership plans

(ESOPs), 370
Employee turnover, 375–376
Employment benefits, 371–372
Employment legislation, 342–343

adverse impact and
employment discrimination
pertaining to, 345

application forms, résumés,
and, 352

cultural differences and, 352
federal, 343–344
general effect of, 406
sexual harassment and,

345–346
Web sites, 344

Employment references, 353–354
Empowering workers, 292–293
Empowerment, 432

defined, 293
of service employees, 596
service recovery and, 595–596

Encoding, 491–492
Encouragement, 213
Encryption, data, 567–568

SSL, 568
Entrepreneurial orientation, 196
Entrepreneur role, 16–17
Entrepreneurship, 195
Entropy, 61
Environmental change, 70
Environmental complexity, 72–73
Environmental scanning, 85–86

in situational analysis, 175
Environments

acting on threats and
opportunities in, 86–87

changing, 70–74
dynamic, 71
external, 70–74
factors in interpreting, 86
general, 61, 74–79
internal, 88
making sense of changing,

85–88
specific, 75
stable, 70–71
use of environmental scanning,

85–86
Equal Employment Opportunity

Commission (EEOC), 342,
343, 345–347

Equal Pay Act (1963), 344
Equity theory, 424–429

components of, 424–425
defined, 424
motivating with, 427–429
reactions to perceived inequity

and, 425–427
ERG Theory (Alderfer), 419
ERIP (early retirement incentive

program), 374–375
ESOP (employee stock owership

program), 370
Ethical behavior

climate for, 115–117

competitive advantage of, 173
defined, 101
U.S. Sentencing Guidelines for

Organizations and, 104–107
workplace deviance and,

102–104
Ethical charismatics, 475

behaviors of, 476
Ethical decision making,

107–108. See also Decision
making

basic model of, 116
influences on, 108–110
moral development stage of,

109–110
practical steps to, 112, 114
principles of, 110–111
process for, 151
use of games to practice,

114–115
Ethical intensity, 108–109
Ethical responsibility, 122
Ethics

codes of, 112, 113, 114
defined, 100
managers and standards of, 11
nature of management jobs

and, 101–102
as source of competitive

advantage, 173
training programs, 114–115
travel expense reports and,

531
violations, reporting potential,

116
Euro, 242
European Union (EU), 242–243
Evaluation apprehension, 159
EVA (economic value added), 

539–541
Executive information systems

(EISs), 570
characteristics of best-selling,

571
Expatriates, 260

importance of training to
families of, 263

Expectancy, 430
Expectancy theory, 429–432

components of, 429–431
defined, 429
motivating with, 431–432

Experience, openness to,
397–398

Experiential approach to
innovation, 214–216

goals of, 216–218
Expert systems, 574
Exporting, 247–248
Extensible markup language

(XML), 572
External attribution, 489
External environments

characteristics of, 70–74
cognitive maps of, 86–87
complex, 72–73
making use of changes in, 

178

process for making sense of
changes in, 85–88

resource scarcity, 73–74
simple, 72
uncertainty in, 74

External forecasts, 339–340
External locus of control, 400
External recruiting, 350–351
Externals, 466
Extinction, 435
Extranets, 572–573
Extraversion, 396–397
Extrinsic rewards, 420–421
Extroversion, 456

F
Fair Labor Standards Act

(FLSA), 427
Family and Medical Leave Act,

78, 343, 344
Favoritism, 40
Federal employment laws,

343–344, 344
Feedback, 61, 273

behaviors, 135
channels, opening, 288
constructive, 504
control, 527
destructive, 504
giving, 504–505
grapevine, as source of, 496
performance, 140, 440
performance appraisal,

366–368
problem-oriented, 505
to sender, 492
soliciting negative as well as

positive, 406
spatial distance and, 453
specific, 505
survey, 513
to workers, 287

Feedforward control, 527
Feelings, reflecting, 503–504
Field simulation, 261
Figurehead role, 15
Final assembly, 601
Financial ratios, 539

books that explain, 537, 
539

common, 538
use of, 537

Financial rewards, 438
Finished goods inventories, 601
Firewalls, 567
Firm-level strategies

direct competition, 191–193
entrepreneurship and

intrapreneurship, 194–196
strategic moves of direct

competition, 193–194
First-line managers, 12–13
First-mover advantage, 555–556
Fixed interval reinforcement

schedules, 436
Fixed ratio reinforcement

schedules, 436
Flexibility, maintaining, 140–141
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Flexible benefit plans, 371–372
Flow, 212
FLSA (Fair Labor Standards

Act), 427
Focus strategy, 189
Forecasting methods, 340
Forecasting techniques, 57
Foreign Corrupt Business

Practices Act (FCPA), 256
Formal communication channels,

493–494
Forming, 322
Four-fifths (or 80 percent) rule,

345
Franchises, 249–250
Fraud lawsuits, 78
Freedom, 213
Free Trade Area of the Americas

(FTAA), 244
Functional departmentalization,

274–275
Functional turnover, 375–376
Fundamental attribution error,

489–490
defensive bias and, 490

G
GAAP (generally accepted

accounting principles), 477
Gainsharing, 330
Gantt charts, 43, 44
Gender

-based litigation, 383
discrimination, 391–392

General Agreement on Tariffs
and Trade (GATT), 241–242

General Electric workout, 227
General environment, 61, 74–79

economy and, 75–76
political/legal component of,

78–79
sociocultural component of,

77–78
technological component of,

76
Generally Accepted Accounting

Principles (GAAP), 477
Generational change, 217
Geographic departmentalization,

277–278
Glass ceiling, 391–392
Global business

consistency versus adaptation
approach to, 246–247

cooperative contracts and,
248–250

cultural differences and,
257–259

defined, 238
effect on consumers of,

244–245
exporting and, 247–248
Fair Labor Association and,

247
Foreign Corrupt Business

Practices Act (FCPA), 256

forms for, 247
global new ventures and,

251–252
growing markets and,

252–254
impact of, 238–240
minimizing political risk of,

255–257
office/manufacturing locations

and, 254–255
predeparture language and

cross-cultural training,
260–261

preparing for international
assignments and, 259–261,
263

spouse, family, and dual-career
issues, 261, 263

strategic alliances and,
250–251

trade agreements and,
241–244, 244–245

trade barriers and, 240–241,
244–245

wholly owned affiliates and,
251

Global consistency, 246
Global new ventures, 251–252
Global positioning satellite (GPS)

technology, 531
Goal acceptance, 440
Goal commitment, 138
Goal difficulty, 440
Goals

of compression approach to
innovation, 216

defined, 439
developing commitment to, 138
disagreement over team, 322
distal, 139–140
effect on motivation of rewards

and, 432–433
of experiential approach to

innovation, 216
proximal, 139–140
setting, 102, 135, 137–138
setting high but realistic, 406
setting team, 324–326
S.M.A.R.T., 137, 324
stretch, 138, 325

Goal setting, 102, 135, 137–138
effectiveness of, 140

Goal-setting theory, 439–442
components of, 440
defined, 440
motivating with, 440–442

Goal specificity, 440
Gossip chain, 495, 496
Government import standards,

241
Grand strategies, 184–186

defined, 184
growth strategy, 185
retrenchment/recovery strategy,

185–186
stability strategy, 185

Grapevines, 495–497
accuracy of, 495–496

Graphic rating scales, 365–366
Great Depression, 120, 415
“Great person” theory. See Trait

theory
Griggs v. Duke Power Co., 349
Group decision making

advantages and pitfalls of,
153–154

considering negative
consequences and, 157

Delphi technique for, 156–158
electronic brainstorming and,

158–160
nominal group technique for,

156
stepladder technique for, 158, 159
structured conflict in, 154–156

Groupthink, 153–154, 310
conditions for, 154

Growth need strength, 289
Growth strategy, 185

H
Halo error, 365
“Hawthorne Effect,” 53
Hawthorne Studies, 51, 53–54
Hazard Analysis and Critical

Control Points (HACCP)
program, 82

Hearing, 502
Hierarchical pay structures, 371
Hispanics

in management, 393
purchasing power of, 388
statistics regarding, 384

Holding cost, 603
Honesty, 455
Horizontal communication, 494
Hostile work environment, 346
Hotlines, company, 513
HRIS (human resource

information system),
340–342

HRM (human resource
management), 638

HRP (human resource planning),
339

Human relations management,
49–56

constructive conflict and
coordination, 49–51

cooperation and acceptance of
authority, 54–56

Hawthorne Studies, 51, 53–54
Human resource information

systems (HRISs), 340–342
common data categories in,

341
Human resource management

(HRM)
compensation and, 369–372
components of, 338
determining needs through,

338

employee selection and,
351–359

employee separations and,
372–376

federal employment laws and,
343–345

human resource information
systems (HRISs) and,
340–342

importance of job analysis to,
349

performance appraisals and,
364–368

process, 338
recruitment and, 348–351

Human resource planning (HRP)
defined, 339
human resource information

systems (HRISs) and,
340–342

use of performance appraisals
in, 364–365

work force forecasting and,
339–340

Human skills, 19

I
Imperfectly imitable resources,

169
Imports, 241
Impression management, 418
In-basket exercises, 356
Incentives, 41

for early retirement, 374–375
group, 370
output control and, 531–532
for teams, 329–330
types of, 55

Income statements, 537, 539
Incremental change, 211

management innovation
during, 216–218

Independent demand systems,
606

Individualism-collectivism, 326
Individualists, 326
Industrial Revolution, 37
Industry-level strategy

adaptive strategies, 189–191
industry forces and, 186–188
positioning strategies, 188–189
question addressed by, 186

Industry regulation, 82–83
federal agencies and

commissions, 84
Inequity

forms of, 425
looking for and correcting

major, 427–428
reactions to perceived,

425–427
Informal communication

channels, 495–497
Information. See also Data

accessing and sharing,
569–573
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accurate, 557–558
acquisition costs of, 559–560
capturing, 561–562
characteristics of useful,

557–559
communication costs of, 560
complete, 558
dissemination of, 16
getting and sharing, 561–569
processing costs of, 559
protecting, 564, 566–569
relevant, 558
retrieval costs of, 560
storage costs of, 559–560
strategic importance of,

555–557
technologies, adoption of new,

59–60
timely, 558–559

Informational roles, 15–16
Information management, 58–60
Information technology

external access and sharing,
571–573

first-mover advantage and,
555–556

internal access and sharing,
570–571

sustaining competitive
advantage with, 556–557

Initial assembly, 600
Innovation

of entrepreneurial firms, 196
experiential approach to,

214–216
importance of, 204–205
managing sources of, 212–214
planning for incremental,

216–217
process, shortening time of

steps in, 217
S-curve pattern of, 206–208
streams, 208–211
technological, 208
technological, since 1900, 205

Innovation management,
211–218

during discontinuous change,
214–216

during incremental change,
216–218

managing sources of
innovation, 212–214

Innovation streams, 208–211
Inputs, 424

decreasing or withholding,
426–427

rationalizing or distorting, 427
reducing, 428

Instrumentality, 430–431
Integrative conflict resolution, 50
Integrity, 455
Integrity tests

faking and coaching on, 113
overt, 112, 113
personality-based, 112, 113
predicting job performance

with, 113

Intelligence, 456
Intermittent reinforcement

schedules, 435
Internal attribution, 489, 490
Internal environment, 88
Internal forecasts, 339
Internal locus of control, 400
Internal motivation, 286–287
Internal recruiting, 349–350
Internals, 466
Internal service quality, 593–594

components of, 594
Internet

access, 170–171
external recruiting on,

350–351
gripe sites, 497
long-distance phone calls on,

80–81
marketing of products and

services on, 561
phone service, as threat to

traditional phone
companies, 86

rapid advance of, 206
self-service access to HRISs on,

341
training, 362–364

Internet service providers (ISPs),
170–171

Interorganizational processes
defined, 297
modular organizations,

297–298
virtual organizations, 298–299

Interpersonal roles, 14–15
Interpersonal skills, 328
Interpretation, 487, 488
Interval reinforcement schedules,

435
Interventions

change, 221
large system, 229
organizational development,

228, 228–229, 229
person-focused, 229
small group, 229

Interviews, 357, 359
semistructured, 359
structured, 357
unstructured, 357

Intranets, 570
Intraorganizational processes

behavioral informality,
293–296

defined, 290
empowerment, 292–293
example of, 290–291
reengineering, 291–292

Intrapreneurship, 195
Intrinsic rewards, 421, 422
Introversion, 396–397, 456
Invasion of privacy suits, 78
Inventory, 34

costs of maintaining, 603–604
defined, 58, 600
managing, 604–606
measuring, 601–603

systems, 57
types of, 600–601

Inventory management
economic order quantity

(EOQ), 605, 606
goals of, 604
just-in-time (JIT) inventory

system, 605
materials requirement planning

(MRP), 606
techniques, 605–606

Inventory turnover, 602
Involuntary separation, 372
ISO 9000, 589
ISO 14000, 589

J
JCM (job characteristics model),

286-288
JIT (just-in-time) inventory

system, 34, 58, 605
Job applicants, integrity test

screening of, 113
Job characteristics model (JCM),

286, 286–288
uses of, 289

Job description, 348
example of, 348

Job design, 284
job characteristics model,

286–288
job rotation, enlargement, and

enrichment, 285–286
job specialization, 284–285

Job enlargement, 285
Job enrichment, 34, 285–286
Job evaluation, 369
Job performance, 417
Job posting, 349
Job readiness, 467–468
Job rotation, 285
Job satisfaction, consideration

and, 457–458
Job shops, 599
Job specialization, 284–285
Job specifications, 348

example of, 348
Joint ventures, 250–251
Just-in-time (JIT) inventory

system, 34, 58, 605

K
Kanban, 606
Kinesics, 498–499
Knowledge

defined, 573
and expertise, sharing,

573–574
incorporating new information

into existing, 487

L
Labor productivity, 584
Labor unrest, 40
Large system interventions, 229
Layoffs, 374
Leaderless group discussion, 356
Leader-member relations, 461

Leaders
charismatic, 456
versus managers, 451
traits of, 454–457

Leadership, 8–9
achievement-oriented, 465
behaviors, 457
charismatic, 456, 474–477
contingency theory and,

460–463
defined, 450
difference between

management and, 451
directive, 464
grid, Blake/Mouton, 458,

458–459
neutralizers, 452–454, 453
path-goal theory of, 463–467
powerful, 216
role, 15
situational approaches to,

459–460
situational theory of, 467–469
strategic, 472–474
substitutes for, 452–454, 453
supportive, 464–465
traits, 454–457
transactional, 478
transformational, 477–478
visionary, 474–478

Leadership style
contingency theory of,

460–463
defined, 459
matching, to situations,

462–463
path-goal theory of, 463–467
situational theory of, 

467–469
Learned Needs Theory

(McClelland), 419
Learning-based planning, 141
Legal responsibility, 122
Leniency error, 365
Liaison role, 15
Licensing, 248–249
Linear programming, 57
Line authority, 281
Line-flow production, 

598–599
Line function, 281
Listening, 502–504

active, 502–503
defined, 502
empathetic, 503–504

Litigation
class-action, 383, 385, 387
control, 528
defamation, 78
emotional distress, 78
ethnic discrimination, 393
fraud, 78
gender-based discrimination,

343, 383
invasion of privacy, 78
negligent hiring, 78
performance appraisals and,

364–365
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racial discrimination, 385,
387, 393

sexual harassment, 345–346
wrongful discharge, 373
wrongful termination, 78

Local adaptation policy, 246–247
Locus of control, 400, 466
Lost efficiency, 603

M
Maastricht Treaty of Europe,

242–243
Machiavellian personalities, 399
Made-to-order operations, 597
Magnitude of consequence, 108
Make-to-stock operations, 597
Management

administrative, 46–49
African Americans in, 392
Asian Americans in, 393
bureaucratic, 45–46, 530
contingency approach to, 62
description of, 4–5
difference between leadership

and, 451
evolution of, 38
Fayol’s principles of, 48
Follett’s contributions to, 52
functions, 5–6, 8–9
Hispanics in, 393
human relations, 49–56
ideas and practice throughout

history, 35–36
importance of good, 23–26
information, 58–60
jobs, ethics and nature of,

101–102
operations, 57–58
origins of, 34–38
scientific, 38–39
“seat-of-the-pants,” 43
self-, 534
systems, 60–61
transition to, 21–23
women in, 391–392

Management by objectives
(MBO), 143

defined, 144
as method of tactical planning,

144
Management operations

service operations and,
592–596

Managers
authority, autonomy, and

power of, 55
and customer satisfaction,

25–26
decisional roles of, 16–17
employee behavior influenced

by, 102
ethical standards and, 11, 101
first-line, 12–13
ideas of, in top performing

companies, 24–25
informational roles of, 15–16

interpersonal roles of, 14–15
kinds of, 10–14
leaders versus, 451
middle, 11–12
mistakes made by, 20–21
negotiation by, 17
potential legal risks faced by,

78
reasons for, need of, 36–37
skills needed by, 18–19
team leaders, 13–14
three-step process for, to make

sense of changes in external
environments, 85–88

top, 10–11
uses of meta-analysis for, 7
using bureaucratic control, 46
what companies look for in,

18–20
Manufacturing flexibility, 598
Manufacturing operations

amount of processing in,
597–598

flexibility of, 598–600
Market commonality, 192, 194
Market entries, 195
Market exits, 195
Maslow's hierarchy of needs,

419
Mass production, 37
Material incentives, 55
Materials requirement planning

(MRP), 606
Matrix departmentalization,

278–280
cross-functional interaction in,

279
Maximizing, 151
Mechanistic organizations, 288
Media advocacy, 83
Mentoring, 392, 407, 452
Mercosur, 244
Meta-analysis, 7
Microchronometer, 42
Middle managers, 11–12
Milestones, 215
Minority domination, on teams,

310, 320
Modular organizations,

297–298
Monitor role, 16
Monochronic cultures

defined, 508
polychronic cultures versus,

508–509
time in, 509

Mood linkage, 401
Moore's law, 554
Moral development, stages in,

109–110
Motion studies, 41–42, 44
Motivation, 33

components of, 416, 416–417
defined, 416
effect of perceptions and

expectations on, 423

effect of rewards and goals on,
432–433

effort and performance and,
417–418

equity theory of, 424–429
expectancy theory of, 429–432
extrinsic and intrinsic rewards

and, 420–421
goal-setting theory of,

439–442
guidelines for, 421–423
inspirational, 477
integrated model and, 442, 443
internal, 286–287
in job characteristics model,

286–288
to manage, 19
need satisfaction and, 418–420
and performance, basic model

of work, 417
reinforcement theory of,

433–437, 439
team, 325–326
use of incentives for, 41

MRP (materials requirement
planning), 606

Multifactor productivity,
584–585

Multifunctional teams, 215–216
Multinational corporations, 239.

See also Global business
diversity programs in, 388
Fair Labor Association and,

247
global consistency approach

of, 246–247
local adaptation approach of,

246–247
wholly owned affiliates and, 251

N
NAFTA (North American Free

Trade Agreement), 243-244
National culture, 257
National Labor Relations Act

(NLRA), 51
Native Americans, statistics

regarding, 384
Needs, 418–420

classification of different
theories, 420

defined, 418
ERG Theory (Alderfer), 419
expectations of changing, 422
higher-order, 419–420, 422
Learned Needs Theory

(McClelland), 419
lower-order, 419–420, 422
Maslow’s hierarchy of, 419
unmet, 419
of workers, discovering,

421–422
Needs assessment, 361–362
Negative affectivity, 401
Negative reinforcement,

434–435

Negligent hiring suits, 78
Negotiation, conducted by

managers, 17
Negotiator role, 17
Nepotism, 40
Net Operating Profit After Taxes

(NOPAT), 540
Neutral cultures, 506–507
NLRA (National Labor

Relations Act), 51
Noise, 492
Nominal group technique, 156
Nonfinancial rewards, 330, 418,

438
Nonsubstitutable resources, 170
Nontariff barriers, 240
Nonverbal communication,

498–499
Normative controls, 532–533
NOPAT (Net Operating Profit

After Taxes), 540
Normative decision theory,

469–472
components of, 469
decision quality and

acceptance in, 470–472
decision styles in, 469–470
examples of problems in,

471–472
rules, 471

Norming, 323
Norms, 318
North American Free Trade

Agreement (NAFTA),
243–244

O
Objective control, 531–532
Objective performance measures,

365
Occupational Safety and Health

Act (OSHA), 344
O/I Ratio (outcome/input ratio),

425
One-on-one communication,

497–498
managing, 500–510

Online discussion forums, 511
Openness to experience,

397–398
Open office systems, 294

defined, 295
Open systems, 60–61
Operational plans, 144–146

budgets, 146
single-use plans, 145
standing plans, 145

Operations management, 57–58
inventory and, 600–606
manufacturing operations and,

596–600
quality and, 586–592
relation of productivity to,

582–586
Opportunistic behavior, 82
Opportunity cost, 603
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Optical character recognition,
562

Options-based planning,
140–141

Oral communication, 500–501.
See also Communication

Ordering cost, 603–604
Organic organizations, 288
Organizational authority

chain of command in, 281
degree of centralization in, 283
delegation of authority and,

282–283
line versus staff authority in,

281–282
Organizational change, 218–219

common errors of managers
leading, 223–229

managing, 220–221
organizational decline and,

219–220
resistance to, 221–223
tools and techniques, 226–229

Organizational cultures
change and, 225–226
changing, 91–93
consistent, 91
creation and maintenance of,

88–89
successful, 90–91
three levels of, 91

Organizational decline, 219–220
Organizational development,

228–229
interventions, general steps for,

228
kinds of interventions for, 229

Organizational heroes, 89
Organizational innovation,

204–205
defined, 204
innovation streams and,

208–211
technology cycles and,

206–208
Organizational plurality, 404
Organizational processes

defined, 273
designing, 288–299

Organizational silence, 512–513
defined, 512
ways of overcoming, 513

Organizational stories, 89
Organizational strategy, 168

corporate level strategies,
180–186

firm-level strategies, 191–196
industry-level strategies,

196–191
strategy-making process,

172–180
sustainable competitive

advantage and, 168–171
Organizational structures

authority and, 280–283
defined, 272
departmentalization, 274–280
designing, 274–288

job design and, 284–288
Organization, process of, 487,

488
Organizations

achieving competitive
advantage, 168–169

Barnard’s definition of, 54
centralized, 283
change in work setting of, 230
decentralized, 283
diversity in, 384–385
effect of reengineering on

orientation of, 291
elements of bureaucratic, 46
environmental complexity of, 61
feedback to, 61
Follett’s principles of, 50–51
mechanistic, 288
modular, 297–298
organic, 288
social responsibility and,

121–122. See also Social
responsibility

systems view of, 60–61
virtual, 298–299

Organization-wide
communication

getting messages out in,
510–512

hearing others, 512–514
informal meetings and, 513
managing, 510–514
role of email in, 510–511
surprise visits and, 513–514
survey feedback and, 513

Organizing, 8
OSHA (Occupational Safety and

Health Act), 344
Outcome/input (O/I) ratio, 425
Outcomes, 424

desirability of, 429–430
increasing, 427, 428
rationalizing or distorting, 427

Outplacement services, 374
Output control, 531
Overlapping steps, 217–218
Overreward, 425
Overt integrity tests, 112, 113

P
Paradigms, for managing

diversity, 403
access and legitimacy, 403–404
discrimination and fairness,

402
learning and effectiveness,

404–405
Paralanguage, 499
Paraphrasing, 503
Partial productivity, 584–585
Participative leadership, 465
Passwords

for accessing extranets, 573
dos and don’ts, 568

Path-goal theory, 463–467, 465,
467

components of, 463–464
leadership styles in, 464–465

outcomes in, 466–467
subordinate and environmental

contingencies in, 466
Pay-level decisions, 369
Pay-structure decisions, 371
Pay-variability decisions, 370
PDF documents, 562
Perceived ability, 466
Perception

communication and, 486–487
defined, 487
effect of culture on, 505–506
of others, 489–490
problems, 488–489
process, 487–488
selective, 488
self-, 490
of social responsibility, 117

Perceptual filters, 487–488
Performance. See also

Performance appraisals;
Productivity

accurately measuring job,
365–366

basic model of work
motivation and, 417

charisma and, 456
compensation linked to, 376
effort and, 417–418
expectancy and, 430
feedback, 440
linkage of rewards to, 432
organizational. See Balanced

scorecard
perceived relationship between

rewards and, 430
predicting job applicant's on-

the-job, with meta-analysis,
7

Performance appraisals. See also
Performance

feedback from, 135, 366–368
job analysis and, 349
measurements for, 365–366
scales, subjective, 365
uses of, 364–365

Performance feedback, 440
Performance tests, 356
Performing, 323
Personal aggression, 104
Personality, 355

authoritarian, 399
Big Five dimensions of, 356,

396–398
defined, 396
dimensions, work-related,

398–401
highly dominant, 456
Machiavellian, 399
organized, hardworking,

responsible, 398
Type A, 399–400
Type B, 400

Personality-based integrity tests,
112, 113

Personality tests, 355–356
Person-focused interventions,

229

Phased retirement, 375
Phase model of globalization,

247, 251
Piecework, 370
Planning

bending in the middle,
143–144

benefits of, 135
defined, 6, 134
developing commitment to

goals, 138
developing effective action

plans, 138–139
finishing at the bottom,

144–146
and implementing change

process, 222
for incremental innovation,

216–217
learning-based, 141
maintaining flexibility,

140–141
options-based, 140–141
pitfalls, 135–136
setting goals, 137–138
starting at the top, 142–143
strategic, 142
time lines, 143
tracking progress, 139–140

Policies, 145
Policy uncertainty, 255–257
Political deviance, 104
Political risk, minimizing,

255–257
Political uncertainty, 255–257
Pollution minimization, 544–547
Polychronic cultures

defined, 508
monochronic cultures versus,

508–509
time in, 509

Pooled interdependence, 292
Portfolio strategy, 180–184

acquisitions and, 181
BCG matrix, 181–183
cash cows in, 182, 183
defined, 181
dogs in, 182, 183
question marks in, 182, 183
stars in, 182, 183
unrelated diversification and,

181
Positioning strategies, 188–189
Position power, 461–462
Positive affectivity, 401
Positive reinforcement, 434
Postconventional level of moral

development, 110
Power

danger of authority, autonomy,
and, 55

inherent in management
positions, 101

“with” not “over” others, 51
Power distance, 257–258
Preconventional level of moral

development, 109
Predictive patterns, 564
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Pregnancy Discrimination Act
(1978), 344

Primary stakeholders, 119
issues important to, 120

Principle of distributive justice,
111

Principle of government
requirements, 111

Principle of individual rights, 111
Principle of long-term self-

interest, 110
Principle of personal virtue, 110
Principle of religious injunctions,

111
Principle of utilitarian benefits,

111
Printing press, 59
Private spaces, 295–296
Proactive monitoring, 80
Proactiveness, of entrepreneurial

firms, 196
Proactive strategy, 124
Probability of effect, 108
Problems, 147–148

defined, 147
Problem solving

benefits of diversity to, 388
in normative decision theory,

471–472
teams, 388

Procedural justice, 428–429
Procedures, 146
Processing costs, 559
Product boycott, 84
Product departmentalization,

275–276
Product failure, 587
Production blocking, 158–159
Production deviance, 102
Productivity

benefits and importance of,
583–584

defined, 582–583
early attempts to increase, 40
increases in, 573
kinds of, 584–585
managing for, 582
measurement and

improvement, 57
Product liability law, 78
Product prototype, 214
Product reliability, 587
Profit sharing, 370
Project management, 57
Project manufacturing, 599
Project teams, 316–317
Property deviance, 102–103
Proposition 209 (California), 386
Prospectors, 190
Protecting information, 564,

566–569
Protectionism, 240
Proximal goals, 139–140
Proximity of effect, 109
Psychological readiness, 467–468
Public communications, 83
Public key encryption, 568
Punctuated equilibrium theory, 71

Punishment, 435
administering, at appropriate

time, 437
Purchasing power, 253

of minorities, 388

Q
QDMA (quad-division multiple

access) radio
communication, 557

Quality. See also Quality control
advantages and disadvantages

of different measures of, 544
Baldrige National Quality

Award, 590–591
defining and measuring,

542–543
internal service, 593–594, 594
managing for, 582
meanings for, 586–587
-related characteristics for

products and services,
587–589

standards, 589–590
total quality management

(TQM) and, 591–592
Quality control, 57
Question marks, in portfolio

strategy, 182, 183
Quid pro quo sexual harassment,

345–346
Quotas, 240

R
Racial and ethnic discrimination,

392–394
Radio frequency identification

(RFID) tags, 562
Rare resources, 169
Rate buster, 39
Rater training, 366
Rational decision making,

146–147. See also Decision
making

defined, 147
evaluation of alternatives,

149–150
generating alternative courses

of action, 149
identifying decision criteria,

148–149
limits to, 151–152
problem definition in,

147–148
steps and limits to, 147–152
weighting criteria, 149

Ratio schedules, 435
Raw data, 555

transforming, 562–563
Raw material inventories, 600
Reactive customer monitoring,

79–80
Reactive strategy, 123
Reactors, 190–191
Reciprocal interdependence, 292
Recovery, 185–186
Recruitment

defined, 347

external, 350–351
internal, 349–350
job analysis and, 348–349

Recycling, 545–546
Reengineering, 291–292

defined, 291
References, 353–354

falsification of, 352
waivers for checking, 354

Referents, 424–425
changing, 427

Refreezing, 221
Regional trading zones, 242
Regulation costs, 528
Reinforcement

contingencies, 433
defined, 433
negative, 434–435
positive, 434
schedule of, 433
schedules for delivering,

435–457
Reinforcement contingencies,

433
kinds of, 434–435

Reinforcement theory, 433–437,
439

components of, 433–435
defined, 433
delivery schedule for, 435–457
motivating with, 437, 439

Related diversification, 184
Relationship behavior, 82
Relative comparisons, 149
Resistance forces, 221
Resistance to change, 221

managing, 221–223
Resource allocator role, 17
Resources, 168

imperfectly imitable, 169
nonsubstitutable, 170
rare, 169
valuable, 169

Resource scarcity, 73–74
Resource similarity, 192–193, 194
Response, 193, 194

clarifying, 503
Responsiveness, 588
Rest breaks, as controversial, 

40
Results-driven change, 226–227
Résumés, 352
Retention, 487, 488
Retirement, phased, 375
Retrenchment strategy, 185–186
Retrieval costs, 560
Rewards

according to equity theory
process, 425

desirability of, 429–430
effect on motivation of goals

and, 432–433
expectations about, 423
extrinsic, 420–421
financial, 438
intrinsic, 421, 422
linkage of performance and,

432

nonfinancial, 330, 418, 438
output control and, 531–532
perceived relationship between

performance and, 430
programs, 431
social, 438

RFID (radio frequency
identification) tags, 562

Risk
controlling legal, 528
of entrepreneurial firms, 

196
strategies pertaining to,

177–179
Risk-avoiding strategy, 177–179
Risk-seeking strategy, 177–179
Rules and regulations, 146

S
Sarbanes-Oxley Act, 116
Satisficing, 151
Scanners, electronic, 562
Schedule of reinforcement, 433,

435, 436
Schedule time, 509
Scheduling systems, 57
Scientific management, 38–39,

44
father of, 39–41
Gantt charts, 43
principles of, 40
time and motion studies,

41–42
S-curve pattern of innovation,

206–208
Secondary firms, 176
Secondary stakeholders, 120
Secure sockets layer (SSL)

encryption, 568
Selection, 92–93. See also

Employee selection
Selective perception, 488
Self-confidence, 455
Self-control, 534
Self-designing teams, 315
Self-management, 534
Self-managing teams, 314–315
Self-perception, 490
Self-serving bias, 490–491
Semi-autonomous work groups,

314
Semistructured interviews, 359
Sequence patterns, 563–564
Sequential interdependence, 292
Serviceability, 587
Service capability, 594–595
Service operations

description of, 593
service-profit chain and,

593–595
service recovery and

empowerment, 595–596
total quality management

(TQM) and, 591–592
Service-profit chain, 593–595,

594
Service recovery, 595–596
Service reliability, 588



Services
consumption of, 587–588
quality-related characteristics

for products and, 587–589
Setup cost, 603
Sexual harassment, 345–346
Shadow-strategy task force, 176
Shared spaces, 295–296
Shareholder model, 118–119
Simple environments, 72
Simple matrix, 280
Single-use plans, 145
Situational analysis, 173–177
Situational favorableness, 461,

462
Situational theory, 467–469

leadership styles in, 468–469
worker readiness, 467–468

Skill-based pay, 329–330
Skills-based diversity training,

406–407
Skill variety, 287
Slackers, 309, 310
Slack resources, 140–141
Small group interventions, 229
S.M.A.R.T. goals, 137, 324
Social consensus, 108
Social integration, 389
Social loafing, 309–310
Social responsibility

defined, 117
difficulty regarding perception

of, 117
discretionary responsibilities

and, 122
economic performance and,

124–126
economic responsibility and,

122
ethical responsibility and, 122
legal responsibility and, 122
responses to demands for,

123–124
shareholder model, 118–119
stakeholder model, 119

Social responsiveness, 123
Social rewards, 438
Software, 554

antivirus, 567
backward compatible, 217
importance to businesses of,

555
optical character recognition,

562
Web sites for free, 171

Soldiering, 39
Specific ability tests, 354
Specific environment, 61, 75

competitor component of,
80–81

customer component of, 79–80
effect of advocacy groups on,

83–84
industry regulation component

of, 82–83
supplier component of, 81–82

Spokesperson role, 16

Stability strategy, 185
Stable environments, 70–71
Staff authority, 281
Staff function, 281–282
Stakeholder model, 119
Stakeholders, 119

expectations of, 122
primary, 119
secondary, 120

Standardization, 283
Standard of living, productivity

and, 583
Standards

comparison to, 525–526
ISO 9000 and 14000, 589–590
setting, 524–525

Standing plans, 145
Stars, in portfolio strategy, 182,

183
Statistical/historical ratios

forecasting, 340
Stepladder technique, 158
Stock options, 370
Stockout costs, 604
Stockouts, 601–602, 604
Storage costs, 559–560, 603
Storming, 322
Strategic alliances, 250–251
Strategic dissonance, 173
Strategic group, 175–176
Strategic leadership, 472–474

defined, 473
Strategic planning, 142
Strategic plans, 34, 142
Strategic reference points,

177–178
Strategic Reference Point Theory,

177, 178–179
Strategy-making process

assessing need for change and,
172–173

choosing strategic alternatives
and, 177–179

producing sustainable
competitive advantage by
using, 174

situational analysis and,
173–177

Stretch goals, 138, 325
Strong cultures, 91
Structural accommodation,

325–326
Structured interviews, 357, 358,

359
guidelines for conducting

effective, 359
Subjective performance measures,

365
Suboptimization, 536
Subsidies, 241
Subsystems, 60
Summarizing, 503
Supervised data mining, 563
Supplier dependence, 81–82
Supplier involvement, 217
Suppliers, 81–82

bargaining power of, 188

Supportive leadership, 464–465
Surface-level diversity, 389–396

age and, 390–391
defined, 389
gender and, 391–392
mental or physical disabilities

and, 394–395
race/ethnicity and, 392–394

Survey feedback, 513
Sustainable competitive

advantage, 169
using strategy-making process,

174
SWOT analysis, 173–177
Synergy, 61

defined, 60
Systems

closed, 60
defined, 60
open, 60–61

Systems management, 60–61

T
Tactical plans, 143
Tangibles, 588
Tariffs, 240
Task identity, 287, 289
Task interdependence, 292
Tasks, combining, 287
Task significance, 287, 289
Task structure, 461–462, 466
Team development

forming stage, 322
norming stage, 323
performing stage, 323
stages in, 322–324
storming stage, 317, 322

Team diversity, 327
Team leaders, 13–14
training for, 329
Team level, 327
Team(s). See also Team

development; Total quality
management (TQM); Work
teams

advantages of, 306–309
autonomy and, 313–315
bureaucratic immunity for, 326
cohesiveness, 318–320
compensation and recognition,

329–330
conflict in, 321–322
cross-functional, 315
disadvantages of, 309–310
diversity, 327
employee involvement, 307,

314
kinds of, 312–317
level, 327
minority domination of, 310,

320
multifunctional, 215–216
norms, 318
performance, cohesivenss and,

319
problem-solving, 307, 388
project, 316–317

selecting people for, 326–328
self-designing, 315
self-managing, 314–315
semi-autonomous work

groups, 314
setting goals and priorities for,

324–326
size, 320–321
slackers on, 309
stages in development of,

322–324
training, 328–329
transition management,

227–228
virtual, 315–316
when to use, 310–312

Teamwork, 592
Technical skills, 18–19
Technological discontinuity,

208–209
Technological lockout, 210–211
Technological substitution, 209
Technology

adoption of new information,
59–60

assistive, 395
components of general

environment, 76
global positioning (GPS)

satellite, 531
innovation and, 205, 208
SSL, 568

Technology cycles, 206–208
Televised/videotaped speeches

and meetings, 511
Temporal immediacy, 108–109
Termination, employee, 373–374
Terrorist attacks, of September

11, 2001
effect on airline industry of,

11, 72
Testing, 214–215
Tests, selection, 112, 113,

354–357, 358
Threat of new entrants, 187
Threat of substitute products or

services, 187–188
360-degree feedback, 366–368
Time, cultural orientation

toward, 508–5-9
Time studies, 42, 44
Top managers, 10–11
Total quality management

(TQM), 591–592
Trade agreements, 241–244
Trade barriers, 240–241
Traditional work groups,

313–314
Training

awareness, 406
cross, 308, 329
defined, 360
determining needs for,

361–362
evaluating, 364
methods, 362–364
objectives and methods, 363
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older workers and, 391
of performance raters, 366
and practice, diversity,

406–407
skills-based, 406–407
team, 328–329

Trait rating scales, 365–366
Traits

defined, 454
leadership, 454–457

Trait theory, 454–455
Transactional leadership, 478
Transaction processing, 340
Transformational leadership,

477–478
Transient firms, 176
Transition management teams

(TMTs), 227–228
primary responsibilities of, 228

Turnover
functional, 375–376
rates for African Americans,

387
rates for women, 387
of work teams, 309

Two-factor authentication,
566–567

Type A/B personality dimension,
399–400

Type A personalities, 399–400
Type B personalities, 400

U
Uncertainty, environmental, 74
Underreward, 425
Unethical charismatics, 475

behaviors of, 476
Unfreezing, 221

mistakes during, 223–224
Uniformed Services Employment

and Reemployment Rights
Act (USERRA), 343, 344

Uniform Guidelines on Employee
Selection Procedures, 349,
352

United States Official
Harmonized Tariff Schedule,
241

Unity of command, 281
Unrelated diversification, 181
Unstructured interviews, 357
Unsupervised data mining, 563
Upward communication, 494
Usenet user groups, 514
U.S. Sentencing Guidelines for

Organizations, 100, 113
compliance program steps for,

107
determining punishment under,

105–106
groups covered by, 104–105
offense levels, base fines,

culpability scores, and
possible total fines, 105

V
Valence, 429–430
Validation, 352
Valuable resources, 169
Value, 543
Variable interval reinforcement

schedule, 436
Variable ratio reinforcement

schedules, 436
Variation, 592
Vertical loading, 288
Virtual organizations, 298–299
Virtual private networks (VPNs),

568
Virtual teams, 315–316

tips for managing successful,
316

Virus, 567
Visible artifacts, 92
Vision, 142–143

for change, lacking, 224
company, 90–91

Visionary leadership, 474–478
charismatic leadership,

474–477
results gained from, 474
transformational leadership,

477–478
Vision statements, 91, 142–143
Vocational Rehabilitation Act, 42
Voice mail, 512

employee communication
using, 16

Voice messaging. See Voice mail
VOIP (voice over Internet

protocol), 80–81
as threat to traditional phone

companies, 86
Voluntary export restraints,

240–241
Voluntary separation, 372
VPN (virtual private network),

568
Vroom-Yetton-Jago model. See

Normative decision theory

W
Wagner Act, 51
Waste minimization

four levels of, 545
recycle and reuse, 545–546
waste disposal, 546–547
waste prevention and

reduction, 544–545
waste treatment, 546

Waste prevention, 544–545
Web services, 569, 572

difference between EDI and,
572

Web sites, 25, 78, 80, 81, 190.
See also Blogs

codes of ethics, 112
concerning software piracy,

110

disability-related issues, 394,
395

discussion, 514
EEOC, 405
encryption downloads, 568
ESOPs and stock options, 

370
ethical decision making games,

115
federal agencies and

commissions, 84
federal employment laws, 343,

344
free software, 171
IAT, 406
information about Baldrige

Award, 591
information on workplace

violence, 104
intranet, 570
ISO standards, 590
political risk, 256
rights of whistleblowers, 

116
trade agreements, 242, 243,

244
U.S. Sentencing Guidelines for

Organizations, 106
wireless security and

encryption protocols, 569
workings of virtual

organizations, 299
Whistleblowing, 116–117
Wholly owned affiliates, 251
Wireless networks, 568–569
Women

businesses owned by, 391
discrimination against, 383
in management, 391–392
turnover rates for, 387
in work force, 384

Work
challenging, 212
change in nature of, 36–37
meaningful, 286–287, 421
measurement techniques, 57
motivation and performance,

basic model of, 417
-related personality

dimensions, 398–401
setting, parts of organizational,

230
units, natural, 288
use of motion studies to

simplify, 41–42
Worker readiness, 467–468
Workers. See also Work force

forecasting
developing qualified, 

360–368
empowering, 292–293
expectations of, 423
finding qualified. See

Recruitment

keeping qualified, 368–372
machine design for

handicapped, 42
measurement of behavior or

output of, 531
reasonable accommodations

for disabled, 395
training of, 40

Work force
aging of, 384
older people in, 390–391
women in, 384

Work force forecasting, 339–340
internal and external factors

influencing, 339
Work groups. See also Teams

autonomous, 533
primary, 466
semi-autonomous, 314
traditional, 313–314

Work-in-process inventories, 600
Work Keys method, 361–362
Workplace

accommodations for
disabilities, 394–395

deviance, 102–104
diversity, 384
violence, Web site for

information on, 104
Workplace deviance, 102–104

cost of, 113
integrity tests and, 113
types of, 103

Work sample tests, 356, 358
Work teams. See also Team

development; Team(s)
defined, 306
enhancing effectiveness of,

324–330
establishing, 306
initially high turnover of, 309
managing, 317–324

World Trade Organization
(WTO), 241–242

Written communication,
501–502. See also
Communication

Wrongful discharge, 373
Wrongful termination suits, 78

Z
Zone of indifference, 55


