Chapter Ten:
Organizational Change & Innovation:
SISEN 5 (panlaEl) il
Lifelong Challenges for the Exceptional Manager

A jaal) dal g Al clgaail)

Ways to Deal With Change and Innovation

Y5 il ae Jalaill 35k

4
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Allow room for failure J&all Ylas &2

Give one consistent explanation for the change il Culi aal gy clac)
Look for opportunities in unconventional ways4lii e (§hy (a b e Canyll
Have the courage to follow your ideas JS8Y) dalial aclaill

Allow grieving, then move ond&i & 3=l C"“i

Collins’s Five Stages of Decline_ sl sS ki dga 5 (e 4nsedl) b3y Jal je

Stage 1 Hubris Born of Success sl Sl (e #laill 32Y 5 1 A 51 ada jal)

Stage 2 Undisciplined Pursuit of More buaia jall el 1 4l als jall

Stage 3 Denial of Risk and Peril shall s yhladll e e all 1 48U als yal)

Stage 4 Grasping for Salvation =2Al Clagtu¥) sl Il als jall

Stage 5 Capitulation to Irrelevance or Death< sall pae () 2Bl asalal) als jall

Fundamental Change: What Will You Be Called Upon to Deal With?

$ana Jabail) 48 5l () 6 ) (S Be 5 5 sall pil

1. The marketplace is becoming more segmented & moving toward more niche products

Avaiadiall cilatidl (e A..g‘),d\ i dadig ‘)ﬁ\ oi‘);a cL\;.\...ai |

2. There are more competitors offering targeted products, requiring faster speed-to-market




Gml) g Ae pual) bt ) 5 Abagiue Cilaiie i b Caulial) e 3y Sall llia
3. Some traditional companies may not survive radically innovative change
(o) L) aay obaldl a8 e B8 Y 38 4 lall IS LAl lany
4. China, India, & other offshore suppliers are changing the way we work
pere daladll &y jla juriy oz Jladl ) sall e W e 5 il 5 (uall
5. Knowledge, not information, is becoming the new competitive advantage
53333 43ul 0 30 Cimpual o sheall sl 5 48 el

Two Types of Change 23 (xa (pe g

4 Reactive change J% )< i

making changes in response to problems or opportunities as they arise sl JSLiall 4slaiull & il 5 ¢l s

) sed die il
4 Proactive change (Bbiw) s

involves making carefully thought-out changes in anticipation of possible or expected problems or
opportunities oa_f sl 428 sie JSUie (Y Lt 45 jda 5 4ling 4 sicae Gl juad aia e 5 shis

also called planned change4l bl juailly Liasl au s

The Forces for Change: Outside the Organization

ol o o A Cig b ay ) dabiladl m W 2 o e el

1. Demographic characteristics 48 )& saall (ailadll

2. Market changes: sl &l s

3. Technological advancement (s> s! 5l asil)

4. Shareholder & customer demands sJeall 5 (pealuwall llas
5. Supplier practices 2 sl &ba jlas

6. Social & political pressuresassbidl 5 4claial) b gl




Forces Originating Inside the Organization4ekiiall Jila : 5 LaY) il

1. Employee problems (xils sall JSUia

2. Managers’ behaviors! 2l Sl jles

Areas in Which Change is Often Needed

Ll il L Gaasy ) ghlidl o SLY)

1. Changing people (=aiY) uad
#Perceptions, attitudes, performance, skillsag! Jles ¢ a8 Jlail cagl go ¢ an <& 34 Hha
2. Changing technology > s i3 s
3. Changing structure ) yill y caS yill s
4. Changing strategy 4sail yiu) juas

Changing Technology @ sl sSill usdll

4+ Technology L 8l 5

any machine or process that enables an organization to gain a competitive advantage in changing
materials used to produce a finished product ) sall (& 4l o e CLSY dakiiall (S5 i) alee 5l Al 5 o
R

not just computer technology .5 i sueSll L 51 635 Gl 3a3 Y

A Model of Resistance to Change : il daglial 73 gai

Employee

characteristics

Resistance to
change

Change
agent-employee
relationship

Change agent
characteristics




The Causes of Resistance to Change $( st ¥ 13l ) sl da slie oo
4 Resistance to change il daglia

an emotional/behavioral response to real or imagined threats to an established work routine. 4l
el Jaadl (i g ) dan giall o) anidall Cilangill asalalal) of 4S5l

The Degree to Which Employees Fear Change

il e il pall i Jone

4 Least threatening: Adaptive change <la (i (Afig A gagh qila ciligal) ™ Al 40l 1huags J3Y)

8 iy
Reintroduction of a familiar practice 48 sis il jlas Jlaal sale]
4 Somewhat threatening: Innovative change JSisall juail) MR (a1 Laaa ) aag3l
Introduction of a practice that is new to the organization4ekiall Jals sy 4w jlas 5l apii (e Caall
4 Very threatening: Radically innovative change _Sixall g dal) il JDA a1 dgaad) Jaagdl)

Involves introducing a practice that is new to the industry Jals ) acliall Jd saaa &l jlas JB3) e (5 skl
( aalaiall

Reasons Employees Resist Change

il CpdlS gl Aa glia Slpu

Individual’s predisposition toward change _zaill sai 3 8 alaatial

Surprise and fear of the unknown J seaall (e <o sall g slaliall

Climate of mistrust 4&ll axe

Fear of failure J&dll (e o &l

Loss of status or job security 4xisl 4k s f 4dia s

Peer pressure (se¥) 5l cpudliall ) JaY) laaia

Disruption of cultural traditions or group relationships <le sexall CliMe i 48lEl) A&l Jlaas
Personality conflicts 4xaiill cile| pall

Lack of tact or poor timing < sill ¢ su sl 48U aac

TR R SR SR R T R

Non-reinforcing reward system <lilSall alai 3 a5 axc




Lewin’s Change Model: (gl J s i) zd gal

4 Unfreezing 2l &4

creating the motivation to change il a8lall 5l

4 Changing _wil

learning new ways of doing things Jse¥! sl sapaa (5 )k alas

4 Refreezing eail silc

making the new ways normal 4zuh exaall 3kl Jaa

Steps to Leading Organizational Change 4ekaidl &yl &l gad

Step

. Establish a sense of
urgency.

2. Create the guiding
coalition.

3. Develop a vision and a
strategy.

4. Communicate the
change vision.

5. Empower broad-based
action.

6. Generate short-term
wins.

7. Consolidate gains and
produce more change.

8. Anchor new approaches
in the culture.

Description

Unfreeze the organization by creating a compelling reason for why change is needed.

Create a cross-functional, cross-level group of people with enough power to lead the change.

Create a vision and a strategic plan to guide the change process.

Create and implement a communication strategy that consistently communicates the new
vision and strategic plan.

Eliminate barriers to change, and use target elements of change to transform the organization.
Encourage risk taking and creative problem solving.

Plan for and create short-term “wins” or improvements. Recognize and reward people who
contribute to the wins.

The guiding coalition uses credibility from short-term wins to create more change.Additional
people are brought into the change process as change cascades throughout the organization.
Attempts are made to reinvigorate the change process.

Reinforce the changes by highlighting connections between new behaviors and processes and
organizational success. Develop methods to ensure leadership development and succession.

Organization Development 4claidl ) gl

4 Organization development (OD) 4akiiall ; gkl

set of techniques for implementing planned change to make people and organizations more effective
adlzd ST claaiall g i) Jaad abadall uail) 38w] L) (e 4e sana




4 Change agent JSgll s

a consultant with a background in behavioral sciences who can be a catalyst in helping organizations
deal with old problems in new ways b sall lacbue Slale ¢ 65 G (a3 4 sl o slall 8 auila apal Lt 5

oaa (3 ylay dagal) JSLIA aa Jaladl) e

What Can OD Be Used For? ealiza silla
¢ alad o Aalital) gk

1. Managing conflict e_laY) g) a

2. Revitalizing organizations i
Sladaiall

3. Adapting to mergers gl o ol

How OD Works? <lalaiall  ghat Jasi oS

1. Diagnosis: What is the problem?
¢ Al ale ; Gapiil)

2. Intervention: What shall we do about it? $&lld Jla Jadi 13l ¢ Jaill

I. Diagnosis
What is the
problem?

2. Intervention 3. Evaluation

What shall we do How well has

about it? : the intervention
worked?

Feedback

How can the

diagnosis be

further refined?

Intervention — attempt to correct the diagnosed problem (el musaal Jglas Jaxill S (e

3. Evaluation: How well § Jasill dee 8 (a0 sl ) ;i

has the intervention
worked?

The Effectiveness of OD 4elaiall sk 4,llad

1. Multiple interventions eaaaie CANS

2. Management support 13! acll

3. Goals geared to both short and long term results _uad s (sl 4 gl &l (0 IS ) 4ea g0 Calaa)

sl

4. ODis affected by culture 43&l, )




Seeds of Innovation : £)4Y 9 <Y el

Hard'work in a specific direction e
s olaily (g g8l Jand)
Hard work with direction change
J sl
Curiosity Jdl s 4l
Wealth & money 029 pall

. BT {ISTURS
| Necessity &

|Combination of seeds

Types of Innovation : i) &1 il

4 Product innovation <ladiid) iy

change in the appearance or performance of a product or the creation of a new one s skl & s
s oaa) 5 oLl sl xiiall ¢1aYl

4 Process innovation Sy Ll

change in the way a product is conceived, manufactured, or disseminated il ) g Al 48 lall 3 yuas

\A‘).&.a Ji L@.a.\.\.-a.‘" i g
4+ Incremental innovation (s, <)

creation of products, services, or technologies that modify existing ones il il 5 cilesd o ciladiia 318

e

axi

£

-

4+ Radical innovation ¢l sy

creation of products, services, or technologies that replace existing ones il <l ol clesa 5 cilatiie 3la
4@l Jaa Jas




Four Steps For Fostering Innovation i) aaudal ¢l ghi aq i

ST - - L b
Kadl jed -1 e sl g -2 el (g alill -3 PIa ey IS dili -4
i Jual 51 34 G Ll el il sl Pl sk clebaall ) palay
Led Jall alal Ll skl Gl S gl i
I. Recognize 2. Gain allies by 3. Overcome 4. Execute well by
problems & communicating employee effectively manag-
opportunities & | your vision. [ resistance, & | ing people, groups,
devise solutions. empower & and organizational
reward them to processes and
achieve progress. systems in the
pursuit of inno-
vation.

Gain Allies by Communicating Your Vision" 4330 " Jual sill JMA (e elélall cang
4+ Showing how the product or service will be made 43l 5l zitall (Say oS (1 o
4 Showing how potential customers will be reachedagll Joa 5ill 5 Cplaiaall ¢ Saal) (a0
4 Demonstrating how you’ll beat your competitors ciliall e alaill 448 oL

4 Explaining when the innovation will take place JISiY) 488 zua




Chapter 11
Managing Individual _&¥1 5 1)
Differences & Behavior:d glud) y CiDUAY)

Supervising People as Peopleusdl e sl 2!

Personality & Individual Behaviors2_al) & slull g 4uas i)
4 Personality 4sadddl

the stable psychological traits and behavioral attributes that give a person his or her identity el oa
Asa padlll aad Sl 4 gLl laiall g o il 4l

The Big Five Personality Dimensions:4seall 4uaiill sl
4+ Extroversion Jlwwi)

how outgoing, talkative, sociable, and assertive a person is )G il 5 celaia¥ly ¢ ailall ¢ Guigall 5o
4+ Agreeableness J:ial)

how trusting, good-natured, cooperative, and soft-hearted one is ¢ staiall ¢ Lisall 3laac s 5l)
4 Conscientiousness 2¢isll

how dependable, responsible, achievement-oriented, and persistent one is J s ¢ ade eV (Ko

-

L g
4 Emotional stability Lible jiicall

how relaxed, secure, and unworried one is 4e¥) 5 4y jall 4uadill a4
4 Openness to experience o) o daldiall

how intellectual, imaginative, curious, and broad-minded one SRV Aral 55 ¢ Aallia 5 4y S8 dpadld




% Proactive Personality 48uiuY) duaidl)

o someone who is more apt to take initiative and persevere to influence the environment
all e dlill o il 5o paliadl MASY aa e JKY) (a3 sa

Five Traits Important in Organizations <leaiall & 4ald Cilaw 4uad

4 Locus of control aSaill saa g

indicates how much people believe they control their fate through their own efforts gl sae ) i
"8 seaas Jasi e pd saaa "G G S ey ey N 41N S el

internal, external & 5 il 58 o) Ll

Expect different degrees of structure and compliance for each type JSbell (1 4dlise Cils 3 «855 JUA (e
£ ST JUaYl

Employ different reward systems for each typeg s JS 4dliaal) olilSall alai Cada 53
4+ Self-efficacy 451l o¢liSl)

belief in one’s ability to do a task 4ege JaiY ¢ jall 3,08 & sliie )

learned helplessness e luy alaill
4+ Self-esteem i) al jial

the extent to which people like or dislike themselves, their overall self-evaluation () caas 52 1 )
13 ety I JYA (e ¢ Lgisa Sy ol pguadi]

4 Self-monitoring 4:5I1A1 48 jal)

the extent to which people are able to observe their own behavior and adapt it to external situations (!
Aan Jall g lia oY) e 48 g agS b 481 ya (e L) (S5 (530 g

4 Emotional intelligence (sklall sS3l)

ability to cope, empathize with others, and be self-motivated @l sl 5 ¢ G AY) ae Calalail) ¢ ol e 5 al)
R




4 Organizational Behavior (caaiill & glud)

tries to help managers not only explain workplace behavior but also to predict it, so that they can better
lead and motivate their employees to perform productively & sbull i A (40 add Gl (el Baclise Jslay
cAalia) 8l G agaalle Juadl Lails ga (5330 Of @lld JA (e ¢Sy Cmy ¢ 4y il Ll (S5 el S b

individual, group behavior.aslex sl ¢ 538 &gl Ll 5 58
v" Values and Attitudes all s lall
v' Values a8l

o abstract ideals that guide one’s thinking and behavior across all situations s2_ <!l Jidl &

v Attitude <&l 5l

o alearned predisposition toward a given object. Crze IS olad Jao 5l dlaxiud

Three Components of Attitudes: il gall cili 5<a 453

4+ Affective iz

consists of feelings or emotions one has about a situation (e gas JA ¢ el Cabal e 5 jelia (e oS0
4+ Cognitive S0

beliefs and knowledge one has about a situation L g s 8 alalall 48 yaall g Cladiadll a5
4 Behavioral Sl

refers to how one intends or expects to behave toward a situation &8s sl 2l a 3ias Gl 48 yhall A s
L s g 4d

% Cognitive dissonance 2!l ALY

the psychological discomfort a person experiences between his or her cognitive attitude and
incompatible behavior (Sshulls 8 mall i sall s paslll Ol s G (il zle 3V 8

Importance, control, rewards4sa¥! s Gl 5 o lawdl JU& (4




o Ways to Reduce Cognitive Dissonance (- !l AUl Cidisl 3,k
1. Change attitude or behavior <lslull of (a8 gall s
2. Belittle importance of the inconsistent behavior (sl ) & gludl dpaal (e Jilil)
3. Find consonant elements that outweigh dissonant ones & il 4Ll jaliall e Caail)
il el

Perception & 3Y)

process of interpreting and understanding one’s environment sas) sll 4l agd g yandi Alac ga

1. Selective 2. Interpretation 3. Storing in 4, Retrieving
attention & evaluation memory from memory
“Did | notice 1 “What was it | [ “Remember it to make
something?” noticed & what as an event, judgments &
does it mean?” concept, person, decisions
or all three?” “What do | recall
about that?”

Distortions in Perception<!)a¥! <l ¢dd

4 Stereotyping il

tendency to attribute to an individual the characteristics one believes are typical of the group to which
that individual belongs"s sk dea 5 (e " 4aad sai Ledl Siay dine (aibad ) 280 5 ja o ) daall 58

sex-role, age, race/ethnicity (uwe i 5l G 5l jee a3 JuallS

4+ Halo effect <l il

forming an impression of an individual based on a single traiteas! s 4ew e el 3 8l ¢ Lol JS4

4 Recency effect 45)aal) il

Tendency to remember recent information better than earlier information e slae S ) Jaall J3A (e
43Ul il sleall (e Juadl afpas

4 Causal attributions 4l cliall

activity of inferring causes for observed behaviors JM& (e 4pulu¥) adaaSlall s LS shal) il ziiud Jalis sa
sl 4aadl yadlifundamental, self-serving bias




4 Self-Fulfilling prophecy 5352

the phenomenon in which people’s expectations of themselves or others lead them to behave in ways
that make those expectations come true also called the Pygmalion effect i il e el a8 55 jalla s
Oslany 5l Lagl ey 4aiaia a8 gl @l Jea Qs (3 Copadl) ) 220 85 )5 a8y

v

v

Work-Related Attitudes Jarll 4luall &ufd i) galf

Employee engagement ik g bl )

o anindividual’s involvement, satisfaction, and enthusiasm for work 2_&ll 4S jLis JSA (e
Jaall ulaall

Job satisfaction (s ol L)

o extent to which you feel positively or negatively about various aspects of your work (5!
-l Galal) Jaadl il s aline Joa L) ol Ll aDUA (e e 31 (sl

Organizational commitment (5l a) 35)

reflects the extent to which an employee identifies with an organization and is committed to its
goals aakaidl & CalaayL Cals ol r:\)’ﬂ\ S Sy Lﬁl\l\}
Strong positive relationship between organizational commitment and job satisfaction 483\ 4

st sl L 5 (a1 (48 A

Important Workplace Behaviorsdesl Jala daga LS gl

Performance and productivity 4:aEY! s ¢1aY)
Absenteeism and turnover bl
Organizational citizenship behaviors aaiill <iUS sl

Counterproductive work behaviorsassSe zilin Jaall <ilS ol

Diversity ¢ il

o represents all the ways people are unlike and alike—the differences and similarities in
age, gender, race, religion, ethnicity, sexual orientation, capabilities, and socioeconomic
background azll Lé il g AN as g }i ¢elgwas e }i B il Jaw IS S Lﬁm EEY)

- Al 5 dape Laial agdlall 5 <l aall g all g uiadl 5 (3 el




: g8l 4 ethe Diversity Wheel :

4 Internal dimensions 4slals sl

9 those human differences that exert a powerful, sustained effect throughout every stage
of our lives Uil 4l e d\‘,.kelmu‘)ﬂi‘, ¢ o g4 ua‘)\.déd\ Syl caladaaf =y

9 gender, age, ethnicity, race, sexual orientation, physical abilities 3=l s el 5 (uiallS

4 External dimensions 4 &

9 consist of the personal characteristics that people acquire, discard, or modify
throughout their lives 4is J3A Ledasy i Lelalathy ¢ Q) L€y ) dnaddll (ailoadll (e ¢ oS

9 educational background, marital status, parental status, religion, income, geographic
location, work experience, recreational habits, appearance, personal habits. 44lall<

s A el ¢ Adaal) o sl ¢l jaall adpall ¢ Jaall ¢ ) ¢l Ala ¢l 3l AL ¢ Aadal




Barriers to Diversityf siil) (&l s

Stereotypes and prejudices

|Fear of reverse discrimination | £ saY)

Jeadll Cpa i gAY
lResistance to diversity program priorities g5l 4 sua

Slaial) asall aga g e
’Unsupportive social atmosphere el asall 3525 a

’Lack of support for family demands

'Lack of support for career-building steps

What is Stress? ¥ sala

4 Stress gV

the tension people feel when they are facing or enduring extraordinary demands, constraints, or
opportunities and are uncertain about their ability to handle them effectively 4 s 3ie 58l )52l 58
i S5 Leae Jalatill e agi 8 e (5 e sl 4aily 258 caple pe e

Sources of Job-Related Stress Jax) (& Jgal Adlia jilae

4 Demands created by individual differences, 4 il (5 5l Lalisl Caldas
Individual task demands 42 4ega lUas

Individual role demands 24l 53 cllas

Group demands, <ile geaall allas

Organizational demands adasill llas

+ 0+ e+

Nonwork demands.desl 352 5 aze alldas




Symptom of Stress Jga¥! Ll el
4 Physiological > 5! sxud
9 backaches, headaches, sweaty palms, nausea « gluall ¢ jehall 2¥Y)
4 Psychological

9 boredom, irritability, nervousness, anger, anxiety, depression ¢« cuazll ¢ G cagill ¢ Jlall
lsy)

4 Behavioral Ssls

9 sleeplessness, changes in eating habits, increased smoking/alcohol/drug abuse s 3l a2

<l s Jsasll ¢ paaadll ¢ JSY) clile 8 il sl e

Chapter 12
Motivating Employees:
ol gall adad
Achieving Superior Performance in
the Workplace

Jandl S (3 siial) oo (4

4 Motivation =3l
the psychological processes that arouse and direct goal-directed behavior

bl Cangll dn sall gl 5 3 sl ilileall 2




Unfulfilled need Behaviors ‘ Rewards

Desire is created Y;:nost:;arzr?or You choose a type ‘ Two types of
to fulfill a need—as ‘ B atisr - of behavior you -f rewards satisfy
for food, safety, Y y think might satisfy needs—extrinsic
52 the need. SR
recognition. the need. or intrinsic.

L 4

Feedback Reward informs you whether behavior worked and should be used again.

4 Extrinsic rewards 4 A clélsall
payoff a person receives from others for performing a particular task
GAY) U8 e A dage 4nlail il (i olilSa o

4 Intrinsic rewards 4 sl <l

satisfaction a person receives from performing the particular task itself ) 4ixs 4aga £la) o adll) oldliy L )
alle (e Sy (z2dS

Why Is Motivation Important? ags jséail) 13l

4+ Join your organization 4w sl # 5%
4 Stay with your organization 4w sl  el&ll e ol gall iay

4 Show up for work at your organization (4zew) (i ) s el 3 Jaall jelas
4+ Be engaged while at your organization 4w sall alaiil y Cillad 8 4S )Ll
4 Do extra for your organization 4wl I 43laY)

Content Perspectives §(¢pilhgall Jiay gilla ) s giaall JBI clga

Theories that emphasize the needs that motivate people (Ul adsi Al Slalial Je S 5 Al aly ylaill oo
4 Needs <laliaY)
physiological or psychological deficiencies that arouse behavior & skull i i) 4pudill 5 4 of gl Cogaal)

Maslow’s Hierarchy of Needs slwba B dga g (pa claliia¥) a p

people are motivated by five levels of needs

4 Physiological4: s sadll




4+ Safety gV
4 Love all Self-actualization
4 Esteem pl_isY) / Esteem
4 Self-actualization <A} (383
Love
T fes Safety
Alderfer's ERG Theory - 4.5 ERG

4 ERG theory Physiological

assumes that three basic needs influence behavior-
existence, relatedness, and growth sill ¢ 4 jall ¢ 3 gasll 1 apnd ) oLl S ) ~lisg adapday GLadY) o) (= i

Three Kinds of Needs 4321 <lalday!
4 Existence needs 23! clalial

desire for physiological and material well-beingsatall ol Il 5 4ua shdll 8 42 )l
4 Relatedness needs 43l all Clalia)

desire to have meaningful relationships with people who are significant to us (ize <3 Qe 24E) & 4e )
M g pp (pll Gl e

4 Growth needs s<ill Glalial

desire to grow as human beings and to use our abilities to their fullest potential »&S gaill & 4:e )l
VS 1N | g TRER 1 I REC W Y

McClelland’s Acquired Needs Theory “siSal) cilalsay) 4, i
4 Acquired Needs Theory 4siSall clalaa¥) 4y ks

states that three needs - achievement, affiliation, and power - are major motives determining people’s
behavior in the workplace < she 2353 i) 4pu )l ad) gall gd — adaladl ¢ LV lad¥) 1 cilals S0 DA (e Sy
L daall (S b Ll

The Three Needs :455) clalday)

4 Need for achievement ¥ ) 4aalall

desire to achieve excellence in challenging tasks 4wall sleall & il (3:8a5 8 4 )l

4+ Need for affiliation bai®) ) 4alal)




desire for friendly and warm relations with other people (2 AY) g dases g 4025 Qe & 4 )l
4 Need for power 43l 4alal)

desire to be responsible for or control other people ¢ AY) (alai¥) i o skl e Algsua G55 O b 4 )

Herzberg’s Two-Factor Theory: skl 7z 8 4y ki

4+ Two-Factor Theory (ilalal) 4y ks

proposed that work satisfaction and dissatisfaction arise from two different factors - work satisfaction

from so-called motivating factors and work dissatisfaction from so-called hygiene factors ¢/ B I NS
- Agaaal) Jal sl 5 ¢ o aaall ol gl : clale (e Ly daae 5 Jasdl 8 La )

4 Hygiene factors (4aall)4iail) Jal g

factors associated with job dissatisfaction which affect the job context in which people work Jals2ll a5
Q:\AL}A\@M@AMQ&A\JMQAM\LB@‘;; ).\}.\‘;\S\)M\A_\.\.\‘_@‘\L.u)d\

4 Motivating factors s jaall Jal gal)

factors associated with job satisfaction which affects the job content or the rewards of work
performance_d,ud\ el el }i Jaall ¢ sacan Ao it laa ‘_gg.h)l\ Lol adasi yall Jal gall =)

Equity Theorys! sbual) 4, ki

focuses on employee perceptions as to how fairly they think they are being treated compared to others
AV 45 s Alee LA, By L il all Lgd g 1 pirlidl e S

Inputs, outputs, comparison4ilas ¢ Gla jaa ¢ DA




My inputs Their inputs
“What does it VIR q “What does it
seem like | am Y INPULS are compare seem like they are

putting into the WD otr:i[)jtmsployees putting into the

job?": time, job?”: time,
effort, training, etc. effort, training, etc.
My outputs Their outputs
“What does it “What does it

My outputs (rewards) are
—> compared with other ——>
employees’ outputs.

seem like they are
getting out of getting out of the
the job?”: pay, job?”: pay, bene-

benefits, praise, etc. fits, praise, etc.

seem like | am

Comparison
“How does it seem the ratio of my inputs and
outputs compares with the ratio of theirs? Are
they fair (equity) or unfair (inequity)?”

Equity is Inequity is
perceived perceived
“I'm satisfied and “I'm dissatisfied
so | won't and so | will
change my change my
behavior.” behavior.”

Practical Lessons from Equity Theory 4laad 43 )i (pe daland) (g yal)

1. Employee perceptions are what countd s=all 43l cals sall ) gty
2. Employee participation helpsaclui (il sall 48 jLia

3. Having an appeal process helpsacbus (allaall (@ail ) GUELY) dlee 25a g

4 Expectancy Theory a8sill 4, ki

suggests that people are motivated by two things: (1) how much they want something and (2) how likely
they think they are to get it ¢ sia pedl Jaing o€ -2 La Lad (553 33 agsh -1 2 el DA (e 5 diaty Guldl) o ) iy

Ade Jsanll gl ¢

4 Expectancy & 5




belief that a particular level of effort will lead to a particular level of performance (» (e 5 fiua ol e y)
1Y) e (ma (5 sia () (35 g 2l

4+ Instrumentality 4l

expectation that successful performance of the task will lead to the desired outcome zalid) ¢la¥) of &8 5

o 5 pall il () (535 0 g dagall 03¢]

4 Valence #\<ill
the value a worker assigns to an outcome 4xi ) e Jale 4ad
Goal-Setting Theory<iw 3 4, s

1. Goals should be specific 2asa (555 ¢

2. Goals should be challenging but achievableggaill Ji& ¢ s of

3. Goals should be linked to action plans Jae 4k hasi e o5 ¢

4. Goals need not be jointly set to be effective Jxé o5 ¢

5. Feedback enhances goal attainment—sgll (sa8a3 ) a3 Jadll 3535 )

Job Design Perspectivesiid ol araa’ i cilga g

4 Job design Jaxdl araal

division of an organization’s work among its employees and the application of motivational theories to
jobs to increase satisfaction and performance & 4wdlall i jlas Gadat g Leails s G s sall (3 Jaall anad
IV 5 L M 30l ) e Jandl A 5al)

Job simplification, job enlargement, job enrichment (& sll &1 3 ¢ 8l aa 5 ¢ Jaall Jasasi SIS (10
4 Reinforcement theory J:ill 4

attempts to explain behavior change by suggesting that behavior with positive consequences tends to

be repeated, whereas behavior with negative consequences tends not to be repeated s 7 »& &Y s
ST e Y 4 58 a Ll 8 1S ) s 4] i) o bl (ol elad) oy e sk

Types of Reinforcement Jx =3l & 5
1 Positive reinforcement (=¥ i jadll

use of positive consequences to encourage desirable behavior < shudl ) S5 asdil 4nlag¥) il aladi)

< silaall

2 Negative reinforcement (ladl 3yjadl)




process of strengthening a behavior by withdrawing something negative (s8 s JAA (3o &Ll 4 685 e

e

3

Extinction 2lea)

weakening of behavior by ignoring it or making sure it is not reinforced. (» KU adalaty o gl Cala)
b):\)kj ji 4.0c

4

Punishment <l

process of weakening behavior by presenting something negative or withdrawing something positive
(s ot @i 5l dan o 8 e Glasall ) (ol (o8 G g b o 8wl A (e Ll Cilaia) dilee

Using Reinforcement to Motivate Employees ¢l gall jaasl 5, al) aladiu

Positive reinforcement (=tas) Ja =il

4

*
*
*

Reward only desirable behavior 4 s yall & gLl Lass o{sl<a
Give rewards as soon as possible (S g il 8 Sl xia
Be clear about what behavior is desired < sthall & slull J s el 5 ¢S

Have different rewards and recognize individual differences 438l (35,8 e s jill

Nonmonetary Ways of Motivating Employees (il gall judadl 43085 18§k

<+

¢+ 4+

Flexible workplace ¢l Jaad) (1S4

Thoughtfulness alaia¥)

Work-life benefits( & Jaad) agalay ¢ ) sbadl Jaal) il 8

Surroundings Ll

Skill-building & educational opportunities (cxul) Jia ) dzagdas (a b5 ) jlga sl

Sabbaticals § il




Chapter 13
Groups & Teams: (il Cile gaxall
Increasing Cooperating, Reducing Conflict

gl all (e SIS g ¢ glatl) Baly

The Challenge of Managing Virtual Teams 4xa) 58Y) (381 b alal) gaal)

4+ Take baby steps and manage by results gl s ge L la) s (s_siaall (5f) Jakall @l glad 3las)

+ 0+ o+

Write it down ils

State expectations <ilad gill gz sl

Communicate, but be considerate sle! all ga (Sl ¢ Jual 5l

Be aware of cultural differences &l cClaMEay) e oLiy!

4 Meet regularly pUaiily aeail)

Why Teamwork is Important § 439 (3,8l a3 13l

The Improvements

Increased productivity

Increased speed

Reduced costs

Improved quality

Reduced destructive
internal competition

Improved workplace
cohesiveness

Example

At one GE factory, teamwork resulted in a workforce that was 20% more productive than
comparable GE workforces elsewhere.

Guidant Corp., maker of lifesaving medical devices, halved the time it took to get products
to market.

Boeing used teamwork to develop the 777 at costs far less than normal.

Westinghouse used teamwork to improve quality performance in its truck and trailer division
and within its electronic components division.

Men's Wearhouse fired a salesman who wasn't sharing walk-in customer traffic,and total
clothing sales volume among all salespeople increased significantly.

Cisco Systems told executives they would gain or lose 30% of their bonuses based on how
well they worked with peers and in three years had record profits.

4+ Group il

two or more freely acting individuals who share collective norms, collective goals, and have a common
identity 4S_ife Calaals aelen alaas O 5S il s 4 ns sleny JST o alad¥) (g o)




4+ Team Gl

small group of people with complementary skills who are committed to a common purpose,
performance goals, and approach for which they hold themselves mutually accountable e ol A
Adal e A el 5 ¢ ool Calaal @l yidia ol (3ad ) s il Al Al il lgall (5 53 GalAlY) (e o i 4c sena
Jilaall il o agudil e

Various Types of Teams(i Al £ gl

Continuous improvement team Volunteers of workers and supervisors who meet intermittently to discuss
workplace and quality-related problems; formerly called quality circle

Cross-functional team Members composed of people from different departments, such as sales and
production, pursuing a common objective

Problem-solving team Knowledgeable workers who meet as a temporary team to solve a specific problem
and then disband

Self-managed team Worlkers are trained to do all or most of the jobs in a worl unit, have no direct
supervisor, and do their own day-to-day supervision

Top-management team Members consist of the CEO, president, and top department heads and work to help
the organization achieve its mission and goals

Yirtual team Members interact by computer network to collaboratg on projects

Work team Members engage in collective work requiring coordinated effort; purpose of team is
advice, production, project, or action (see text discussion)

Formal versus Informal Groups 4sawy sidl g Asam ) (3 All

4 Formal group 4w il cile ganal)

established to do something productive for the organization 4ekiall Sidia i Jadl clisl 3l o
headed by a leader ax= ) Ly s

4+ Informal group 4secy il Cile ganall

formed by people seeking friendship 4dlaall ) ¢ sy (aldd) J8 e GISE Al a4

has no officially appointed leader, although a leader may emergeax_ ae ) Ll 3a 50 Y

Work Teams for Four Purposes<iam 42 )i Ao 5l a i

1 Advice teams o sdall (35

created to broaden the information base for managerial decisions 343 e shaall sacld a5l clisl ) o
4.,.\‘)\):2” Qb\)ﬂ\




Committees, review panels 4zal yall (3 85 ¢ Jall<

2  Production teams zWYl (35

responsible for performing day-to-day operations 4 sl Gldee 383 e Al g5
Assembly teams, maintenance crews 4ituall aikl @meall 4

3 Project teams & s il (3

work to do creative problem solving, often by applying the specialized knowledge of members of a
cross-functional team (» “aadidl 48 jrall Guld A e Glal) e 8 A ¢ UGN Ja 2a sl & g e alill Jeal)
cailla gl aamia 3y 8 eliac

Task forces, research groups 4isall Gle gasall g Jaall 34 Jia

4  Action teams Jaxll (3

work to accomplish tasks that require people with specialized training and a high degree of coordination
Gl e afle A o e 5 Gaadiall (il ge el i A sl SladY Jeal)

Hospital surgery teams, airline cockpit crews, police SWAT teams <l & (3 85 ¢ il & 4al all 354
Cada il g ¢ o)yl

% Self-Managed Teams 45l o )2y (34

groups of workers who are given administrative oversight for their task domains (» Gle sena e o jle 4
giage U 4y oY1 i) e o shoany (a3l Jleal

Ways to Empower Self-Managed Teams 45513 o 1) 43483 3 )k

|. Managers should make team members accountable for their work, allow them to set their
own team goals,and let them solve their own work-related problems.

2. The team should work with a whole product or service (not just a part),assign jobs and
tasks to its members, develop its own quality standards and measurement techniques,and
handle its own problems with internal and external customers.

3. Team members are cross-trained on jobs within their (and other) teams; do their own
hiring, training, and firing; do their own evaluations of each other;and are paid (at least in
part) as a team.

4. The team has access to important information and resources inside and outside the
organization, is allowed to communicate with and draw support from other teams and
departments, and sets its own rules and policies.




Five Stages of Group and Team Development (34! jghil Jaf ja (ued

Forming Storming Norming Performing Adjourning
Getting Individual Conflicts Solving Preparing
oriented & personalities - resolved, ‘ problems & for
getting & roles relationships completing - disbandment
acquainted emerge develop, the assigned
unity emerges task

Stage |: FormingJ:S&dl)

process of getting oriented and getting acquainted 4de o =il 5 sl e J paall dlac

Leaders should allow time for people to become acquainted and socialize < =3l &8 5l ausy Ol sxai
Loyl

Stage 2: Storming a8y}

characterized by the emergence of individual personalities and roles and conflicts within the group
aclaal) Jaly e yuall g ) a5 a8l Cluad il ) selay

Leaders should encourage members to suggest ideas, voice disagreements, and work through their

conflicts about tasks and goals aleall il el juall e Jaally JSEY) #1581 o Ga il sbiac] a8 a0 oy

Stage 3: Norming z 3waill a9

conflicts are resolved, close relationships develop, and unity and harmony emerge G5y <le) 3l da ol
Al g oas sl Jal se i g CulESlall

Group cohesivenessiclaall clula

Leaders should emphasize unity and help identify team goals and values® xaa3 e saa gl 538 2ay o) ray
Caadll alaal

Stage 4: Performing Jja¥)

members concentrate on solving problems and completing the assigned tasks JSLidl Ja Je el V) K 5
p2iusall algall JLaSiiu

Leaders should allow members the empowerment they need to work on tasks (xSai zrad &) sy ealdl)
GBaoAll sl G sae Ll

Stage 5: Adjourning a8l

members prepare for disbandment ( G al <lSay ) GLSall cliac V) daioy




Leaders can help ease the transition by rituals celebrating “the end” and “new beginnings” ¢! s2&ll (S
. o) S sl oanal) Cilagall g 55 iy —A Moaaall agdadl " el M JEEY) Caas b ae s

e Building Effective Teams : Jisall g galdll (3 4

Cooperation Cohesiveness.

Performance
goals and
feedback

Motivation

through mutual
accountability

Awareness of
groupthink

4 Cooperating (ylaia

efforts are systematically integrated to achieve a collective objective. sl JiSE Al jelan Cangl)
4 Trust 45

reciprocal faith in others’ intentions and behaviors LS slull 5 cn AYI L 6 & Jalsiall Slayy)
4 Cohesiveness ulalll

tendency of a group or team to stick together Ll 5 4c saaall Judll

Size: Small Teams or Large Teams?¢ oSl gl o yruall (3 Al

4+ Small teams: 2-9 members sbaci 9 -2 (e o ysuall 5
better interaction Juadl Jeli
better morale Juadl 43 gixall = 5l

4 Disadvantages < sl




Fewer resources Ji 2 ) s
Possibly less innovation J& <
Unfair work distribution Jdesll Jile & a3 58
4 Large Teams: 10-16 members 3= 16 (A 10 ¢ s_xs8l) (3 Al
More resources 2, sall (s & )
Division of labor Jeall awds
4 Disadvantages < sl
Less interaction Jelas J8i
Lower morale J& il siee
Social loafingselia¥) aSull

Roles & Norms_taall g ) g2

4 Roles s

a socially determined expectation of how an individual should behave in a specific position 233 Al .

Task roles, maintenance roles Jis ----- adlaall ) g3l 5 4aga )l

4 Norms _ulxll

v

general guidelines that most group or team members follow sl 4c sana alana auii A 4slall 43gun sl o sabuall
G dll elac

Why Norms are Enforced s/ gill (&b aiy 13kl

4 To help the group survive slaill e Sle sanall aclod

4 To clarify role expectations _sal) <ilad 3 i 6

4 To help individuals avoid embarrassing situations 4a_aall (&) sall Cuiad e o) 3Y) 3aclise

4 To emphasize the group’s important values and identitylei st 3y 5 4c saaall 4algll ail) 2l

Cohesiveness & Groupthinksleay) ,sé g dlulaill

4 Groupthink §lea¥) jsé

a cohesive group’s blind unwillingness to consider alternatives il (50 4 ganall clulad A cliaall 4 I oo
Jiladl




Symptoms of Groupthink (Sleall Sl ) glaay) jsb Lal i
4 Invulnerability, inherent morality, and stereotyping of opposition 4xa jlxall Jayai
4 Rationalization and self-censorship 4ilall 4@ )
4 lllusion of unanimity, peer pressure, and mindguards G )l 8 Je glaal)
4 Groupthink versus “the wisdom of the crowds” eleall Sl

Results of Groupthinkslead) jusiil) zilii

4 Reduction in alternative ideas 4Ll HIKa&Y) =lads)
4+ Limiting of other information _AY) e slaall (e 2al)

Preventing Groupthink (Sleall S8l (4a aal)

4+ Allow criticism <lalEidl ~Leud)
4+ Allow other perspectives kil Cilga 5l #leud)

The Nature of Conflicts ) sall daub

+ Conflict_g! <l

process in which one party perceives that its interests are being opposed or negatively affected by
another party JaY) call e obu 58 IS8 51 (i et Ll ae ) andlas Led (Siags a5 oa Ll Al aglaal) 5o

Three Kinds of Conflict <ie) yall (e £153 3

4 Personality conflict 4xeiddl cile| pall

interpersonal opposition based on personal dislike, disagreement, or differing styles ualai¥) G 4a jladl)
sbin Jaai ol A ¢ danadd Al S i) e

Personality clashes, competition for scarce resources, time pressure, communication failures <\SLisl

4 Intergroup conflicts <l geaal) G Cile) pall

Inconsistent goals or reward systems, ambiguous jurisdictions, status differences
4+ Multicultural conflicts ULE ¢ cile ) ual)

Five Conflict-Handling Styles<is | jyall aa Jalxill halai) 4usad

4 Avoiding - “Maybe the problem will go away” «xill




4 Accommodating — “Let’s do it your way” —liuY!
4 Forcing — “You have to do it my way” _bkaY)
4 Compromising — “Let’s split the difference” 4« sbull

4 Collaborating — “Let’s cooperate to reach a win-win solution that benefits both of us”laill

Chapter 14
Power, Influence, & Leadership: s3ll g 3 sill) 5 o gal)
From Becoming a Manager to Becoming a Leader

KV - I | R YA DA

The Nature of Leadershipsatill 4xula

4 Leadership o2l

the ability to influence employees to voluntarily pursue organizational gains cuibs sell e 561 e 5 il

Avadatill CrulSall e gla daylial

Characteristics of Being a Manager & a Leader 2+—ll g paall ¢y (3,80

Being a Manager Means ...
Planning, organizing, directing, controlling

Executing plans and delivering goods and
services

Managing resources
Being conscientious
Acting responsibly

Putting customers first—responding to and
acting for customers

Mistakes can happen when managers don’t
appreciate people are the key resource,
underlead by treating people like other
resources, or fail to be held accountable

Being a Leader Means ...
Being visionary

Being inspiring, setting the tone, and
articulating the vision

Managing people
Being inspirational (charismatic)
Acting decisively

Putting people first—responding to and
acting for followers

Mistakes can happen when leaders choose
the wrong goal, direction, or inspiration;
overlead; or fail to implement the vision




Being a Manager: e 4igS
Coping with Complexity 82l aa Jalais

4 Determining what needs to be done - planning and budgeting Jlac) 5 Jauadsll — 4y 2Ll Caagy Lo daas
il 31 sall

4 Creating arrangements of people to accomplish an agenda - organizing and staffing ¢ <l 55 Gla

il il 5 alasill JOA (g il sl il

4 Ensuring people do their jobs - controlling and problem solving 48| » JMA (3 agdith o} LUl laa
. el s

Being a Leader: & 434S
Coping with Change < sail) aa Jalady

4 Determining what needs to be done - setting a direction sla3¥) xaad — 4y 2Ll Caag Lo 3aa3

4 Creating arrangements of people to accomplish an agenda - aligning people (=Wl (s &lus 5 3l
ol G (3 5il) — oial (3l

4 Ensuring people do their jobs - motivating and inspiringaeslel) s as juiad I (1 agdilda 55 il (laa
Five Sources of Power > sl (o jilas (puad
4+ Legitimate power 4w il o gl
results from managers’ formal positions within the organization 4eaiall Jala g all dses I el gall (il
4+ Reward power ol ik,
results from managers’ authority to reward their subordinates (e 53 all slélSal (p paall ddabis (ya il
4 Coercive power 4l o 8l
results from managers’ authority to punish their subordinatesag s » 4dlaal (p paall Aali (e il
4+ Expert power sl dalu
results from one’s specialized information or expertise sl JMA (30 paradiall il glaa (o @il
4+ Referent power 42al) 5 68

derived from one’s personal attractionainadd JMA (e s jall i (e s2aiusall




Tactics for Influencing Others (gAY o ilill cigact)

Rational Inspirational
persuasion appeals

Ingratiating Personal Exchange
tactics

Coalition Pressure Legitimating

tactics

Consultation

appeals tactics

tactics tactics

Do Leaders Have Distinctive Personality Characteristics? ¢ s 4nadd gailad sl dlay Ja

4 Trait approaches to leadership salll 4eu gl

attempt to identify distinctive characteristics that account for the effectiveness of leaders 2sil 4l jaa
salal) 4.,33\45 Jias g_“dl b_}..!AAH uaibadll

Key Positive Leadership Traits <tall oabidl Aol (i)l

General Trait
Task competence

Interpersonal
competence

Intuition
Traits of character
Biophysical traits

Personal traits

Specific Characteristics
Intelligence, knowledge, problem-solving skills

Ability to communicate and ability to demonstrate caring and

empathy

Conscientiousness, discipline, moral reasoning, integrity, honesty
Physical fitness, hardiness, energy level

Self-confidence, sociability, self-monitoring, extraversion, self-
regulating, self-efficacy




Do Women Have Traits that Make Them Better Leaders? J«<ad) o33 Ledaat Al ciliial) sladll Al Ja

Studies show that women executives score higher than their male counterparts on a variety of measures
- from producing high quality work to goal-setting to mentoring employees sbuill ()i ) il jall s
(s gall dpa il Calaa ) paadl adle sa s 3 Jlee ) ZU IS e Ja ) (e el k3 (e Slefas jy cpdal

Leadership Lessons from the GLOBE Projectoatdll (g o

4 Project GLOBE

ongoing attempt to develop an empirically based theory to “describe, understand, and predict the
impact of specific cultural variables on leadership and organizational processes and the effectiveness of
these processes (sle 4alall 48El il jaiall @l il &8 55 agh s Caia o) (o ol e ainall 4 ki) ) odail o paiise 4l slae
Cilleall ol 4alled (gda 4 j2 g Araadaiill Cillaall g saludl)

Michigan Leadership Model ¢l o galdd) oLl 723 gal

4 Job-centered behavior 4ddagl) Ao 38 n 3 &gl

principal concerns were with achieving production efficiency, keeping costs down, and meeting
schedules e 3l J glasdl anli g Callill (1m9di LY 0 liS (Gaiadl o )l Jelall sa Jaall

4+ Employee-centered behavior ibigall e S o3 & gledl

managers paid more attention to employee satisfaction and making work groups cohesive (Al (n el ada

Ohio State Leadership Model st si J1i 4ga 5 (e 23U 3 g
4+ Initiating structure (A4 oS 3l

behavior that organizes and defines what group members should be doing ¢ «as 13l 23ay 5 alaiy (31 &l L)
Aigms 40 sana (=i

4 Consideration _lisY!

expresses concern for employees by establishing a warm, friendly, supportive climate e W& (e oy
(8l g acta Flie 4l P (e (il gall

Contingency Approaches®is_) shll

4 Contingency leadership model sl shll saldl) 73 gad

determines if a leader’s style is task oriented or relationship-oriented and if that style is effective for the
situation at hand 2l Jstite (8 aua sl allad aiaga 5 AN o slad IS 1Y) L dany




Dimensions of Situational Control 42 &l asail) Sl
4+ Leader-member relations sl g a3l BN

reflects the extent to which the leader has the support, loyalty, and trust of the work group s (S

4 Task structure 4agall JSua
extent to which tasks are routine and easily understood 4:i55 5l algall agd (520 Jeo
4+ Position power <idgall 3 g

refers to how much power a leader has to make work assignments and reward and punish s ) s
agiilan 5 agTil<e JOA (e 2L 3 58

The Path-Goal Leadership Modeloauil) 7 ilai i 5 51k

holds that the effective leader makes available to followers desirable rewards in the workplace and
increases their motivation by clarifying the paths, or behavior, that will help them achieve those goals
and providing them with support (s 2 s Jeall (S A 4alic Lo @ se el Dl Jaay Jldll &l ol 5 5
Led acall ani g Calaa¥) @lli 3aas e aelus o) Ll e (5 & shall g <l L) maca 55 (5o sk (e agtindla

Applying Situational Theories: Five Steps: < sha (pued (8 4. gall iy ylaill gaula

4 Step 1: Identify Important Outcomes: “What Goals Am | Trying to Achieve?” zlll aaad 1] s shadll
aalell

4 Step 2: Identify Relevant Employee Leadership Behaviors: “What Management Characteristics
Are Best?” 4laa i3 Al LS glull maas 1D o gladl)

4 Step 3: Identify Situational Conditions: “What Particular Events Are Altering the Situation?”
4Bl T 5 3113 0 pladl

4 Step 4: Match Leadership to the Conditions at Hand: “How Should | Manage When There Are
Multiple Conditions?” ! J slite (3 ealll o) jlia 14 5 gladll

4 Step 5: Determine How to Make the Match: “Change the Manager or Change the Manager’s
Behavior?” sl jluall Jza 404 2087 15 5 ghadll

Full-Range ModeldaSll 3Uaill ~3 g

4 Transactional leadership <Sklaal) il

focuses on clarifying employees’ roles and task requirements and providing rewards and punishments
contingent on performance b saall § IS w6 5 degall Olillaia g cpals gall ) 53l a8 e S 5

4+ Transformational leadership 4xhsaill saLidl)




transforms employees to pursue organizational goals over self-interests —slaa ¥l axilial (éls sall J 923
Al mlladll e 4gelaiil

influenced by individual characteristics and organizational culture 4xedaiill 48l 5 4 &l jailadll s

Key Behaviors of Transformational Leaders (b saill oalall dvul) il glud)

Inspirational motivation

| Idealized influence

l Individualized consideration

l Intellectual stimulation

Implications of Transformational Leadership 4slisaill salidl) Jo 4 yiall &Y

4 It can improve results for both individuals and groups 2 _8¥) (s siue e I Gauat Say 438
cileleall

4 It can be used to train employees at any level <l siwall aaen e (pils gall Cy Hail dclasinl Sy
4 Itrequires ethical leadersea@l 3MA) Cllaty

Characteristics of the Servant Leaderas il add (ailad




. Focus on listening.
. Ability to empathize with others’ feelings.

. Focus on healing suffering.

Self-awareness of strengths and weaknesses.
Use of persuasion rather than positional authority to influence others.

Broad-based conceptual thinking.

. Ability to foresee future outcomes.

Belief they are stewards of their employees and resources.

Commitment to the growth of people.

. Drive to build community within and outside the organization.




Chapter 15

Interpersonal & Organizational Communication:

Aqaaaiil) g duaddl) cilidMal)

Mastering the Exchange of Information

e slaall Jall eyLany)

Communication Defined: The Transfer of Information & Understanding

AL g e glaall JAI sadaall Juay)

4 Communication <Y¥laty)

the transfer of information and understanding from one person to another 3l sasd (e agdll 5 e slaall Ji
4 81% of a manager’s time in a typical workday is spent communicating

Jual sill 23505 Jae b B (a Y81 (el i

How the Communication Process Works <¥uaiyl ddes a i i

4+ Sender Jwial)

person wanting to share information-called a message <l slaall Jals & 50 (3 pad Bl 58
4 Receiver (Al

person for whom the message is intended4ilu L 3 suaidl (adldl)
4 Encoding = 2

translating a message into understandable symbols or language 4 I sl 4asgia ey ) Al )l daa 53
4 Decoding <k

interpreting and trying to make sense of the message 4w )}l agd & slas g s
4+ Media Al 3Ud

the pathway by which a message travels 4l )l a3A (e jilus 3 Lol
4 Feedback J=ill 251,

the receiver expresses his reaction to the sender’s message A I (e Jadll juas




4 Noise zal
any disturbance that interferes with the transmission of a message b )il J& & Jalaiy (3 ol jlaa¥)
Selecting the Right Medium 4swbiall oLl JLda)

4 Medium richness ol &1 A

indicates how well a particular medium conveys information and promotes learning 3 saall ) yadu s
e sheall AIA (e Jii

4 Rich medium 4w giall 5Ll
best for non-routine situations and to avoid oversimplification il uiad A (4
4 Lean medium 4d ¢l oLl

best for routine situations and to avoid overloadingex! 1 4l seall uiat g axisi 5 1) SYAL Jadl 54

Barriers to CommunicationJuai! cié gra
1. Physical barriers: sound, time, space, & so on sbadll 5 ¢ C8 Il (& guall razalddl Sl sl
2. Semantic barriers: when words matter 4t il Jlay¥ dage LKl () <5 Ladie 1 a¥all jal sall

3. Personal barriers: individual attributes that hinder communication 4 dll Cléall @ 4padlll jal sall
Jual gl (a5 )




Sender barrier—no message gets sent. Example: If a manager has an idea but is
afraid to voice it because he or she fears criticism, then obviously no message gets sent.

Encoding barrier—the message is not expressed correctly. Example: If your
vocabulary is lacking or English is not your first language, you may have difficulty
expressing to a supervisor, coworker, or subordinate what it is you mean to say.

Medium barrier—the communication channel is blocked. Example: When
someone’s phone always has a busy signal or a computer network is down, these are
instances of the communication medium being blocked.

Decoding barrier—the recipient doesn’t understand the message. Example:
Perhaps you're afraid to show your ignorance when someone is throwing computer
terms at you and says that your computer connection has *“a bandwidth problem.”

Receiver barrier—no message gets received. Example: Because you were talking
to a coworker, you weren't listening when your supervisor announced today’s work
assignments.

Feedback barrier—the recipient doesn’t respond enough. Example: You give
some people street directions, but since they only nod their heads and don’t repeat the
directions back to you, you don't really know whether you were understood.

Semantic Barriers4d¥all jal sad)

<+

Semantics <Yl

study of the meaning of words ClelSll Jlas 4l )

<+

terminology specific to a particular profession or group <lalbhiadl Jia" 4ims 4 gana 5l aigal o230 Cilallaiag

My dal)

wr

Jargon <lalhaall

Personal Barriers 4xaidll cid gal)

<+

<+
<+
<+

Variable skills in communicating effectively Jaill dual sill 3 o juaiall & jleal)
Variations in how information is processed & interpreted < slaall jundi s dallas 288 8 C@MEAY)
Variations in trustworthiness & credibility 48laaall § 45l & cladEaY)

Oversized egosisaduaiall LY




Toward Better Nonverbal Communication Skills Ju<aél gid Juall < jlga gad

Do... Don’t...

Maintain eye contact Look away from the speaker

Lean toward the speaker Turn away from the speaker

Speak at a moderate rate Speak too quickly or slowly

Speak in a quiet, reassuring tone Speak in an unpleasant tone

Smile and show animation Yawn excessively

Occasionally nod head in agreement Close your eyes

Be aware of your facial expressions Lick lips, bite nails, play with your hair

Formal Communication Channels 4z )l Juaiyl <l 538

4 Formal communication channels

follow the chain of command and are recognized as official Jsswall Ao o aill iy g (galdl) Juludll al
vertical, horizontal, externalia_Ja sl ¢ 81 ¢ g25ac s

4 Informal communication channels 4sawy & Juail i g

develop outside the formal structure and do not follow the chain of command JSuedl s ohai JSA (1
odlf.\ﬂ\ ALl b\ﬁj @JM‘

4+ Grapevine 4a8))
unofficial communication system of the informal organization 4w ¢ 4aid aw;y pe Juail Uas s g
4 Management by wandering around 4 saial) o )2¥)

term used to describe a manager’s literally wandering around his organization and talking with people
across all lines of authority 4balull b ghad anes (8 (ulil) e aaaty (A1 josall Coia gl aodioy mllaias ga

Communication in the Information Age<ia sirall yas & Jua) gil)

4  Multicommunicating




represents the use of technology to participate in several interactions at the same time alaaiul Jia
gl wﬁg&k‘.ﬁ]\ wgw‘;«sw Lia ol gl

Eight Norms of the Millennial or Internet Generation<i i) Jial yulaa 4l

|I. Freedom—the desire to experience new and different things. This norm, which takes precedence over long-
term commitments, is expressed in a desire for flexible work hours and locations, to have a say in how things are done,
and for freedom of choice.

2. Customization—the desire to have personalized products and choices. Customization covers everything from
ring tone choices to Facebook layouts to lifestyle choices.

3. Scrutiny—not taking ‘‘facts’” and authority figures at face value. Knowing that there|is both treasure and trash on
the Internet, this generation has learned to be skeptical, to check things out, to ask probing questions. Candor and straight
talk are favored.

4. Integrity—trust in people, products, and employers is important. This generation cares about honesty,
transparency, and keeping commitments—although they are elastic when it comes to pirating music and plagiarism.

5. Collaboration—relationships are of key importance. Members of this generation value volunteering, know how to
worlk and play with others, and are eager to offer opinions and suggestions.

6. Entertainment—keep things moving and interesting. A job should be both challenging and fun, not a life sentence.
For this multitasking generation, the Internet is not only a productivity tool and information sourge but also a personal
communication device and “fun tool of choice.”

7. Speed—instant feedback is expected. Used to instant-feedback video games and nanosecond answers from Google,
Millennials prefer rapid-fire texting, instant messaging, and Tweeting to the slower e-mail. This leads them to urge faster
decision making and feedback on job performance.

8. Innovation—impatience for new and different user experiences. In the workplace, the traditional hierarchy is
rejected in favor of work processes that encourage collaboration and creativity.

Digital Communication & the New Workplaceyaall Jaad) (S g 4ad 1) cilaiy)

4 Videoconferencing sl &l jaise

uses video and audio links along with computers to enable people in different locations to see, hear, and
talk with each other geesis (s il 4dlide (8L (& Gl (pSal 5 el 3 ) ae cin () s gl g gadl) aadiing
u'aa_.\l\ S & C’_u;.”d\}

4 Telepresence technology % ¢ 3algil) 4k

high-definition videoconference systems that simulate face-to-face meetings between users 4dle ksl
Opeddiusall (o ds ol Lga y Cile Lain) SUa 4l 43 5 36055 500 e = sl

Benefits of Telecommuting 3 (s 4.8l xi) g8
1. Reduces capital costs 4laul Il Call<ill e Jiy

2. Increases flexibility and autonomy for workers Jeall 45EY) 5 43 5 yall & 3




3. Provides a competitive advantage when recruiting —auls sill xic 4..8l5 5 jua 5
4. Increases job satisfaction Jleall xie La ) & 3

5. Increases productivity 4ty i)

6. Ability to tap into nontraditional workersaul&ll je Jlaall (e saliiuy) e o il

Downside of the Digital Age<® ! sl (a (alud) uilad)

4+ Security (Y

a system of safeguards for protecting information technology against disasters, system failures, and
unauthorized access that result in damage or loss Jué «& ) KU dgal sal e glaall L 5l oSl aglaad ilalaall ol
o)\.m';}i J)a.a‘f“ LEJ):‘L..SJS“‘-’C)W).:‘*J\ d}d}]\) ‘eUsﬂ\

4+ Identity theft 4s¢)) 43

thieves hijack your name and identity and use your good credit rating to get cash or buy things u=s<l
claiall o) yd ol Jual e J seanll Cailed) alasin) g el aalall 44 5ll 5 anl) () silady
Protecting Against Security and Privacy Breaches on the Internet (e SVl 5 4ua padll s (Y s alea

G iy AL

* Pick strong passwords. Use a mix of letters, symbols, and numbers, following the guidelines as www.microsoft.com/
protect/yourself/password/create.mspx.

* Use different passwords for different web services. And never use your web passwords for PIN codes on credit, debit,
orATM cards.

* Don’t reveal sensitive information—not even in “private” areas of services such as Facebook or Flickr that offer
public access to most material.

* Don’t share files on services that offer optional sharing, such as Google Docs, unless there is a real need.

* Keep data whose disclosure would create legal liability or embarrassment on your personal hard drives and
storage devices.

* Avoid file-sharing services such as Lime Wire that distribute pirated files. Both the services and the downloads can
open your computer to prying eyes.

* Apply the latest security updates to all your software, including operating systems, browsers, and antivirus programs.

Disadvantages of E-Mail 958N & 3 (5 gbsa

1. Has been a decrease in all other forms of communication among co-workers—including
greetings and informal conversations <l (8 Lay cJaall ¢35 (s AY) daal 8l JISE) ppen (8 (il
ey il Glialaal) g bl




2. Emotions often are poorly communicated or miscommunicated via e-mail messages Jwa! sill

3. The greater the use of e-mail, the less connected co-workers reportedly feel. 2l aladiu) Jl j LIS
i) BB Jasdl 6335 ¢ (35 SN

Smartphones: Use & Abuse osLul g aladiu) ¢ A1) i) g¢l)

4 Cell phones are now mostly smartphones <l & 455 <l g (¥ a4 sanall il 5l

4 As smartphones develop more features and make available more applications, their importance
will only increase 4stiall il (e 2 ja 9 ¢ KA il sel) ) jaa & ghas

Five Rules for Using Smartphones 4:S3l) il g¢l) aladiu 3o 68 (uad

|. Keep the volume of your voice down while on the phone; no need to SHOUT.

2. Don’t force defenseless others on buses, in restaurants,and so on to have to listen to your
phone conversations.

3. Shut off your ringer during meetings and public performances; set the phone on “vibrate,”
and return calls at a discreet distance.

4. Don’t text during meetings or other conversations.

5. Don't dial/text while driving.

Social Media: Pros & Cons <luludl s clula) 1 dslaial) ade¥) Jilwy

4 Social media =liaY) dual sl Jilu

Internet-based and mobile technologies used to generate interactive dialogue with members of a
network 45l eliacf ae delill saly 35 i iV e aaildll cils 5l il

The Downside of Social Media 4 laia¥! ae ¥l Jiluyg (gl i)
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Chapter 16

Control & Quality Control Improvement:

03 gall g aSaill o dasd) Cpaa

Techniques for Enhancing Organizational Effectiveness

e 5 il cilllad g cluids

Managing for Productivity 4yl 8l Jaj ¢e oY)

4 Productivity 4yl

outputs divided by inputs where: outputs are the goods and services produced, and inputs are labor,
capital, materials, and energy i s aaiiall Claxdll s alull a Sla sl G Cuag @R o 4a puda s j3dll
a8l 5 3 gall 5 Ul (il 5 5 Sl

The Role of Information Technology e sixal) 485 g3

Enterprise resource planning (ERP) <luw gall 3 ) e Jaslads




software systems, information systems for integrating virtually all aspects of a business, helping
managers stay on top of the latest developments. 4l Jlee ) il i aian el Gl glaall alai ¢ Slisa jll alas
sl e slad) e o el ae by Las

Control: When Managers Monitor PerformanceJed) £ 3l ) 1 Lasic = o ol

4 Controlling o k)

defined as monitoring performance, comparing it with goals, and taking corrective action as needed
dalall G sl Gl ja¥) 3AS) 5 Gl Y ae L jlia 5 o3 dia ) aily Ca ey

Planning Organizing Leading Controlling
You set goals You arrange You motivate You monitor
& decide tasks, people to performance,
how to people, work hard compare it For
achieve J &other § to achieve F with goals, § o
. productivity
them. resources to the organiza- & take
accomplish tion’s goals. corrective
the work. action as
needed.

Why Is Control Needed?¢asadl) 1) gliad ikl

1. To adapt to change & uncertainty sl axe 5 <l juaill aa ol

2. To discover irregularities & errors stad¥! 5 Clallaal) el

3. To reduce costs, increase productivity, or add value 4l 32k )5 Call<all jmidl

4. To detect opportunities (=_dll e i<l

5. To deal with complexity <lus=ill aa Jalaill

6. To decentralize decision making & facilitate teamwork <l ) jall Ja3) 8 43S a3 (3a8a5
Steps in the Control Process <bilaally aSadl) &f ghd

1. Establish standards _staal) pudas

performance standard is the desired performance level for a given goal < sthall s sl e claY) e
e s gial

best measured when they can be made quantifiable 4x8 »i Of (S Ladie (alill 43yl Jucadl
2. Measure performance s/3¥) (uld

usually obtained from written reports, oral reports, and personal observations sl ¢ 458 )& e J gl




3. Compare performance to standards _zlxall ga £13¥) 45 184

Management by exception — control principle that says managers should be informed of a situation only
if data show a significant deviation from standards_saall e Jliall 48 )1 aa o 2!

4. Take corrective action if necessary ¥ a3 13 daaual Cilgl ) JAS)
Make no changes <l i g) ¢l jal axe
Recognize and reinforce positive performance (lsa¥) ela¥) 3 3at 5 <l yie V)
Take action to correct negative performance sl &12Y) sl 40 331 Slel 2 A

Levels of Control aSaill <l gl

4 Strategic control (5 sl

monitoring performance to ensure that strategic plans are being implemented and taking corrective
action as needed

4 Tactical control S5

monitoring performance to ensure that tactical plans - those at the divisional or departmental level - are
being implemented

4 Operational control (A#ds

monitoring performance to ensure that operational plans - day-to-day goals - are being implemented
and taking corrective action as needed

Six Areas of Control aSaill 3hlia 6




Physical

Structural AreadlSsel) dakaie

Human
resources

4 Bureaucratic control 4shl 8 g sl o )

Informational

Cultural

an approach to organizational control that is characterized by use of rules, regulations, and formal
authority to guide performances2¥) 4u 53l agan Il adalul) 5 4adai¥l e sél) aladinly jaat Al aabaiill o asall zgl

4 Decentralized control 48 o s

an approach to organizational control that is characterized by informal and organic structural
arrangementsa sall 5 dan I 4dSoel) by Jill 5uas AN a

The Balanced Scoreboard( ) siall #13%) Jaw

gives top managers a fast but comprehensive view of the organization via four indicators:

(1) customer satisfaction, (2) internal processes, (3) innovation and improvement activities and,

(4) financial measures

Gy JSEY) -3 4l lileall -2 e Deall Liay -1 S0 gl e dalaiall alelig dmy pus lai Aga s G el S oy

Al sl -4 akaiay)

The Balanced Scorecard: Four Perspectives 5 clga s a1 &3l siadl g1 o

4 Financial %

profitability, growth, shareholder values

4 Customer o}




priority is taking care of the customer

4 Internal business 4da/al) JlacY)

quality, employee skills, and productivity

4 Innovation & learning alxill g <3N

learning and growth of employees

The Visual Representation of a Balanced Scorecard &) il (o sal) Jiiail)

4 Strategy map 4 s dday 4

visual representation of the four perspectives of the balanced scorecard that enables managers to
communicate their goals so that everyone in the company can understand how their jobs are linked to
the overall objectives of the organization ¥ (S Cusy Yl agd s daal 5l J3A (0 ) shaiall 2 jall Jiail)
wuwe@mﬂ;@qs?@wm)m\‘;uag

Why Measure-Managed Firms Succeed

4+ Top executives agree on strategy s3as 4l yiu) Jsa 0 paall LS Gily
4 Communication is clear gl 5 Jual 53l

4 There is better focus and alighment 4xs) sall 5 38 5l Juad)

*

The organizational culture emphasizes teamwork and allows risk taking Jasll 5 4padatl) 48L&l <53
il pleadl 5 eleal)

Barriers to Effective Measurement 4dlzdll (8l o gall

4 Objectives are fuzzy 4asall Cilaay)

4+ Managers put too much trust in informal feedback systems aaill 8 ST 48 () oy o) jadll
4+ Employees resist new measurement systems 4kl (e slia (uils sall
*

Companies focus too much on measuring activities instead of results ol e 1 88 < 5 IS Ll
il e Jay adala¥)

Financial Tools for Controlasaill 4l & gai

4 Budget 4 jsall
formal financial projection

4+ Incremental budgeting 48LaY) 4u) jual)




allocates increased or decreased funds to a department by using the last budget period as a reference
point

only incremental changes in the budget request are reviewed

Fixed versus Variable Budgetse_riiall 4 jaall g ALY 4) jaall

4 Fixed budgets
resources are allocated on a single estimate of costs
4 Variable budgets
resources are varied in proportion with various levels of activity

Financial Statements 4xlal) ol 5811

4 Balanced sheet 43)) siall

summarizes an organization’s overall financial worth — assets and liabilities - at a specific point in time

4 Income statement Jaall clily

summarizes an organization’s financial results — revenues and expenses - over specified period of time

Total Quality Management 43Sl o3 ad) 3 )4)

4 Total Quality Management (TQM)

a comprehensive approach - led by top management and supported throughout the organization -
dedicated to continuous quality improvement, training, and customer satisfaction el -Jald e & L)

;M\Mjugﬂ\}ajjﬂw\uwmw\ ;IAJ\@A;‘;L@.AQJJ\:\M‘DJDY‘

Two Core Principles of TQM Alal&l) o gadl o 12¥ dasbdl) (sbsall ha il

1. People orientation ¢« 43 ¢

everyone involved in the organization should focus on delivering value to customers

2. Improvement orientation (Awaill 4a gl

everyone should work on continuously improving work processes
















