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Guide to the text 
As you read this text you will find a number of features in every  
chapter to enhance your study of organisational behaviour and  
help you understand how the theory is applied in the real world.

Understand how key concepts are connected across 
all chapters in the part with the part framework 
diagram.

Part openers introduce each of the chapters within 
the part and give an overview of how the chapters in 
the text relate to each other.

PART-OPENING FEATURES

SOCIAL AND GROUP 
PROCESSES IN 
ORGANISATIONS

PART  

3

Why do groups and 
teams do what they do?
• Groups and teams
• Decision making and 

problem solving
• Communication
•	 Conflict	and	negotiation

Why do individuals do 
what they do?
• Individual characteristics
• Individual values, 

perceptions and 
reactions

• Motivating behaviour
• Motivating behaviour 

with work and rewards

How does the environment matter?

How does the environment matter?

How do organisational 
characteristics influence 
effectiveness?
• Organisation structure 

and design
• Organisation culture 
• Change management

Why does leadership 
matter?
• Traditional leadership 

approaches
• Modern leadership 

approaches
•	 Power,	influence	and	

politics

What makes managers and 
organisations effective?
• Enhancing performance behaviours
• Enhancing commitment and 

engagement
• Promoting citizenship behaviours
• Minimising dysfunctional behaviours

198198
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As you will recall from Chapter 1, managers work to make their organisations effective by enhancing performance 
behaviours, enhancing commitment and engagement, promoting citizenship behaviours, and minimising 
dysfunctional behaviours by their employees. Chapter 2 identified several environmental factors that must be 
considered. In Part 2 we asked the question ‘Why do individuals do what they do?’, and addressed this question 
by discussing individual characteristics, values, perceptions and reactions, employee motivation concepts and 
theories, and how work and rewards can be used to enhance motivation.

In Part 3 we ask a different question: ‘Why do groups and teams do what they do?’ As was the case with 
individuals, we need to look at a number of different perspectives to better understand group and team behaviours 
and their role in promoting organisational effectiveness. We start in Chapter 6 by discussing groups and teams as 
essential parts of organisations and therefore as major determinants of the success of any organisation. We then 
describe decision making and problem solving in Chapter 7. Although decision making may also be an individual 
activity, it often takes place in a group or team context and usually affects others. Communication is covered in 
Chapter 8. Finally, Chapter 9 addresses another important set of factors related to groups and teams: conflict and 
negotiation. At the conclusion of Part 3 you should have a clearer understanding of why groups and teams do 
what they do.

Chapter 6 Groups and teams

Chapter 7 Decision making and problem solving

Chapter 8 Communication

Chapter 9 Conflict and negotiation

199199
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Enhanced chapter introductions outline the different lenses of organisational behaviour explored in the 
chapter and connect to the ‘Guide your learning’ questions that underpin the chapter.

Identify the key concepts that the chapter will cover 
with the Learning outcomes at the start of each 
chapter.

Challenge your initial assumptions about the topics 
ahead with the Guide Your Learning questions 
relating to the learning outcomes.

CHAPTER-OPENING FEATURES

Guide your learning

1  What is an organisation and why should we care about its behaviour? (LO1)

2  What makes a manager good and does it matter whether they are 
nice people? (LO2)

3  Does understanding organisational behaviour simply mean being able to 
manipulate people to do jobs they don’t want to do? (LO3)

4  Are workers cogs in a machine or something else? (LO4)

5  Is it more important for an organisation to be effective than efficient? (LO5)

6  If managing people is like herding cats, is the study of organisational 
behaviour unable to have a coherent structure? (LO6)

AN OVERVIEW OF 
ORGANISATIONAL 
BEHAVIOUR

CHAPTER 

1
Learning outcomes
After studying this chapter, you should be able to:

LO
1.1  describe how organisational behaviour impacts both personal and 

organisational success

LO
1.2  explain the basic management functions and essential skills 

that comprise the management process in the context of 
organisational behaviour

LO
1.3  describe the strategic context of organisational behaviour and discuss 

the relationships between strategy and organisational behaviour

LO
1.4  describe contextual perspectives on organisational behaviour

LO
1.5   describe the role of organisational behaviour in managing for effectiveness 

and discuss the role of research in organisational behaviour

LO
1.6  summarise the framework around which this book is organised.

CHAPTER 

1

44
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Gain an insight into organisational behaviour issues 
faced by local and international organisations 
through the OB in the Real Word box at the start of 
each chapter.

At the end of the chapter, revisit this in the 
Response to OB in the Real World and apply your 
understanding of key chapter concepts.

FEATURES WITHIN CHAPTERS

Engage and apply your understanding of key  
chapter concepts to real examples in OB in  
Practice.

Engage actively and personally with real-world 
organisational behaviour tips and techniques in the 
OB Skills boxes.

Influencing acceptance of mental health issues at work
Heart On My Sleeve started with a simple act when founder Mitch Wallis drew a heart on his forearm, and this 
act turned into a social movement that today is embracing mental health issues at some of Australia’s largest 
organisations. Its website simply states: ‘Heart on My Sleeve is a global social movement & services provider 
empowering people to share stories of struggle and resilience, so that we all feel understood. We inspire 
people & organisations to take help seeking action by humanising our personal yet universal journeys with 
mental health’.1

After what could be seen as a high-powered start to life, Mitch appeared to have it all, studying at a prestigious 
university, gaining an internship at Microsoft and driving a sports car; but inside Mitch was struggling. He had 
struggled throughout his life with anxiety, but showing his vulnerability took courage. With his anxiety spiralling 
out of control, he decided things had to change. He decided this would come through the power of sharing 
stories, which has been applied in ancient and Indigenous cultures around the world for millennia as a means of 
addressing stress and crisis.2

Today, Heart on My Sleeve is working with organisations including American Express, Google, Spotify, Dropbox, 
Woolworths, Salesforce, Suncorp and more to make it safe for people to share their daily struggles and take a 
positive view towards mental health. Heart on My Sleeve has become a leader with a global voice for mental 
health. Organically, it has evolved into an organisation that supports, educates, trains and accredits. It is about 
real conversations that provide peer support. It is truly unique, because it looks at the problem, and the problem 
of mental health continues to rise.

According to Mitch, 70 per cent of people 
stay silent on their mental health issues, 
so Mitch decided to move from talk to 
action, as one of the problems identified is 
feeling alone. The movement is away from 
awareness to behaviour change, not telling 
but showing it’s okay to talk about mental 
health. He is inspiring people to be proactive 
beyond waiting to be asked to take ownership 
and inviting people into the relationship to 
help. This creates bonds involving the heart 
of the problem, the space in between self-
help and professional help. Through the 
guiding values of authenticity, safety and 
impact, Mitch has nearly singlehandedly 
influenced social change and he is seeking 
to do more by doubling the self-help seeking 
rate to 60 per cent over five years.

Question
This is a story of influence and connection, one where the power of social media was harnessed for good. But 
Mitch did not set out to lead a movement, he just sought to create meaningful connection, and that led to 
a movement that empowered and influenced change. How did Mitch earn this power, create influence and 
manage his image to make a difference?

OB in the  
Real World

Heart on My Sleeve founder Mitch Wallis has power and 
influence, not by position but through his message of reaching 
out to others.

Source: Newspix/Troy Snook Photography
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STUDY TOOLS

SUMMARY
11.1  We commenced by identifying and describing different 

kinds of power, such as position power (legitimate, 
reward and coercive powers), which is derived from 
the position one holds in an organisation, and personal 
power (expert, informational, referent, persuasive 
and cultural power), which comes from the unique 
characteristics of individuals regardless of their 
position in the organisation.

11.2  The chapter then discussed how individuals and 
groups obtain and use power, where we saw that 
when used properly, power, influence and politics are 
essential tools for managerial success. However, when 
used improperly, power, influence and politics can 
undermine trust, result in unethical behaviour and 
create a toxic organisation. Understanding these tools 
and how to use them effectively will help you to be a 
more successful manager.

11.3  There are many influence tactics such as liking, 
reciprocity and scarcity that can be used and while 
these can all be effective, authority or rational 
persuasion only work in conjunction with other 

power and influence tactics. The six primary upward 
influence tactics are ingratiation, exchange, rationality, 
assertiveness, coalition formation and upward appeals. 
Rational persuasion, inspirational appeals and 
consultation are the most effective influence tactics, 
and pressure is the least effective.

11.4  Some of the factors that influence political behaviour 
in organisations include levels of uncertainty, scarcity 
of valued resources and organisational policies. Being 
able to recognise these and where appropriate utilise 
them will help you better manage power and politics 
at work.

11.5  Impression management involves the communication 
of a desired image or attitude to influence the image 
others form of us. Being perceived positively by others 
is related to greater power and influence and it may 
also help employees succeed in political environments. 
Impressions count, particularly early ones, and you 
can link this to our discussion of perceptual filters in 
earlier chapters.

Influencing acceptance of mental 
health issues at work
The Black Dog Institute cites that one in five people will 
suffer a mental health episode at some stage in their 
life.121 What made Mitch a force of influence was his 
ability to share a story that resonated with people.122 
He is likeable, down to earth, real and raw, and people 
connect with that. His simple actions feel possible: take 
the pledge to speak if you are not okay, then look for ways 
to find help, professionally, at work and with friends. But 

it is not Mitch’s story alone. Mitch has provided a safe 
space for others to tell their stories too. It is easy to see 
that Mitch did not set out to follow all the strategies in 
this chapter, but he did quite naturally do them.

It all started with a person, just like you and me (or 
who we’d like to be) and the brave and vulnerable 
sharing of a story with a picture that grew into a 
global movement. Today, hundreds are now telling 
their story, not sitting alone but being part of a global 
movement that opened a door to understanding and 
discussing mental health at work.

Response  
to OB in the  
Real World
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Explore the real-world ethical issues faced by 
managers in the Ethical Dilemma boxes.

Understand varying perspectives of organisational 
behaviour theories and issues with the Critical 
Perspective boxes.
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Analyse your own management style and strengths 
with the Self-Assessment boxes.

Important key terms are marked in bold in the text 
and defined in the margin when they are used for the 
first time. A full list of key terms is also available in the 
glossary, which can be found at the back of the book.

FEATURES WITHIN CHAPTERS

protests. At the time of these protests, then Australian Prime Minister Scott Morrison and others claimed 
that these protesters denied the ‘liberties of Australians’ and should instead obey the law,36 and then New 
Zealand Prime Minister Jacinda Arden considered the group’s behaviour as ‘illegal’.37 Some commentators 
considered the group to be no more than an angry mob that was actually harming positive movement on 
climate change.38 The difference between value sets causes conflict.

Poor communication
Uncertainty is one of the primary drivers of conflict. Poor communication increases uncertainty, and can thus 
increase the potential for conflict. Information conflict occurs when people lack important information, 
are misinformed, interpret information differently or disagree about which information is relevant.

If a manager tells only some subordinates (but not others) about strategy changes or upcoming 
scheduling changes, this increases the opportunity for conflict between the employees who have this 
important information and those who lack the information. Because email restricts the richness of 
communication and increases the chances of misunderstanding, conflicts are more likely to escalate when 
people communicate via email compared to face-to-face or over the telephone.39

Task interdependence
Task interdependence occurs in situations where individuals or units rely on others to jointly complete 
tasks, and there is a need to actively cooperate by sharing information or resources to achieve the required 
performance standards. Where this interdependency exists, the potential for conflict increases. Imagine 
you are working in an advertising agency and you are tasked with creating advertising for a new product. 
To achieve this goal, you depend on the creative team to design the words and layout, the photographer to 
create the visuals, the media buyer to purchase the advertising space and so on. You cannot complete your 
goal without others jointly completing their tasks.

Organisational structure
Structural conflict is the result of structural or process features of the organisation. Structural conflict can 
be horizontal or vertical. Horizontal conflict occurs between groups at the same organisational level, such as 
between frontline and middle-level employees or between departments such as production and marketing. 
A classic example is the marketing–production conflict between marketing’s long-term view of sales and 
production’s short-term goal of cost efficiency. Because the realities of employees in each department are 
aligned with their identification with these dimensions, conflict is a reasonable response to ‘those people in 
that other department’.40

Vertical conflict occurs across different hierarchical levels in the organisation, including conflicts over 
wage issues or control. Union–management relationships are a classic example of vertical conflict.

Because structural conflict is due to organisational design, adjusting the design often reduces or 
eliminates the structural conflict. Matching a department’s structural design with its needs, given its 
environment, improves its effectiveness. Structural interventions should focus on creating a moderate 
amount of constructive task conflict and minimal relationship conflict by addressing the sources of these 
conflicts for that particular unit.

Conflict escalation
As noted already, negative conflict has a tendency to escalate. Conflict escalation happens when one 
party involved in a conflict (an individual, a small group, a department or an entire organisation) first uses 
an aggressive tactic or begins using more aggressive tactics than the other party.41 When constructive 
approaches to conflict resolution are unsuccessful and break down, the conflict escalates. The further 

information conflict
Conflict that occurs 

when people lack 
necessary information, 

are misinformed, interpret 
information differently 

or disagree about which 
information is relevant

structural conflict
Conflict resulting from 

structural or process 
features of the organisation

PART 3: SOCIAL AND GROUP PROCESSES IN ORGANISATIONS316

BK-CLA-GRIFFIN_2E-230108-Chp09.indd   316BK-CLA-GRIFFIN_2E-230108-Chp09.indd   316 10/07/23   10:27 AM10/07/23   10:27 AM

At the end of each chapter you will find several tools to help you to review, practise and extend your 
knowledge of the key learning outcomes.

Review your understanding of the chapter learning 
outcomes with the chapter summary.

Test your knowledge of key chapter concepts and 
consolidate your learning with multiple-choice 
revision questions.

END-OF-CHAPTER FEATURES

STUDY TOOLS

SUMMARY
5.1  This chapter has covered a variety of theories that can 

be used by managers to motivate employee performance. 
Understanding why and how a motivational perspective 
works helps managers better match motivational 
techniques with motivation opportunities and enhances 
the likelihood of success. Motivation is the set of 
forces that cause people to behave as they do. Over 
the chapter, we have explored the nature of motivation 
and the history of theories from Maslow and Herzberg. 
According to Abraham Maslow, human needs are 
arranged in a hierarchy of importance, from physiological 
to security to belongingness to esteem to, finally, 
self-actualisation. The ERG theory is a refinement of 
Maslow’s original hierarchy that includes a frustration-
regression component. In Herzberg’s two-factor theory, 
satisfaction and dissatisfaction are seen as two distinct 
dimensions instead of being at opposite ends of the 
same dimension. Motivation factors are presumed to 
affect satisfaction and hygiene factors are presumed 
to affect dissatisfaction. Herzberg’s theory is well 
known among managers but has several deficiencies. 
Other important acquired needs include the needs for 
achievement, affiliation and power. Motivation theories 
can be separated into process or content theories.

5.2  Needs-based perspectives consider that motivation starts 
with a need. People search for ways to satisfy their needs 
and then behave accordingly. Their behaviour results in 
rewards or punishment. To varying degrees, an outcome 
may satisfy the original need.

5.3  Process-based theories include the equity theory of 
motivation focusing on people wanting to be treated 
fairly. It hypothesises that people compare their own 
input-to-outcome ratio in the organisation with the ratio 
of a comparison-other. If they feel their treatment has 
been inequitable, they take steps to reduce the inequity. 
Expectancy theory, a somewhat more complicated 
model, follows from the assumption that people are 
motivated to work towards a goal if they want it and 
think that they have a reasonable chance of achieving 
it. Effort-to-performance expectancy is the belief that 

effort will lead to performance. Performance-to-outcome 
instrumentality is the belief that performance will 
lead to certain outcomes. Valence is the desirability 
to the individual of the various possible outcomes of 
performance. The Porter-Lawler version of expectancy 
theory provides useful insights into the relationship 
between satisfaction and performance. This model 
suggests that performance may lead to a variety of 
intrinsic and extrinsic rewards. When perceived as 
equitable, these rewards lead to satisfaction.

5.4  Learning-based theories consider how learning plays 
a role in employee motivation. Various kinds of 
reinforcement provided according to different schedules 
can increase or decrease motivated behaviour. People 
are affected by social learning processes. Organisational 
behaviour modification is a strategy for using learning 
and reinforcement principles to enhance employee 
motivation and performance. This strategy relies heavily 
on the effective measurement of performance and the 
provision of rewards to employees after they perform at 
a high level.

5.5  The complexities of motivation may include more than 
cognition. A growing body of evidence suggests that 
traits such as grit should be at least considered, as this 
considers both passion and perseverance in pursuing a 
goal. Managers seek to enhance employee performance 
by capitalising on the potential for motivated behaviour 
to improve performance. Methods often used to translate 
motivation into performance involve work design, 
participation and empowerment, alternative work 
arrangements, performance management, goal setting 
and rewards.

5.6  The essence of work design is how organisations define 
and structure jobs. Historically, there was a general trend 
towards increasingly specialised jobs, but more recently, 
as the nature of work has evolved, there has been a move 
away from extreme specialisation. Two early alternatives 
to specialisation were job rotation and job enlargement. 
Job enrichment approaches stimulated considerable 
interest in job design. The job characteristics theory 
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REVISION QUESTIONS
1. What term refers to feeling obliged to stay with an 

organisation for moral or ethical reasons?
a. Continuance commitment
b. Affective commitment
c. Legal commitment
d. Normative commitment

2. What term refers to a heightened emotional and 
intellectual connection that an employee has for his/her 
job, organisation, manager or co-workers that, in turn, 
influences him/her to apply additional discretionary 
effort to his/her work?
a. Community engagement 
b. Employee engagement
c. Both of these
d. Neither of these

3. When does intrapersonal value conflict occur?
a. When we have a disagreement with our co-workers 

that prevents productivity
b. When being happy pulls us towards spending 

quality time with our family, but personal ambition 
pulls us towards working longer hours and pursuing 
promotions

c. Both of these 
d. Neither of these

4. What term refers to how people explain the causes 
of their own as well as other people’s behaviours and 
achievements?
a. Attribution
b. Sensation
c. Empowerment
d. Projection

5. In the study of stress, what does GAS stand for?
a. General adaptation syndrome
b. General anti-stress support
c. General anxiety sensation
d. Nothing – the acronym has lost its meaning over 

time
6. Which of the following refers to a positive type of stress?

a. Task demands
b. GAS
c. Distress
d. Eustress

CASE STUDY
The stolen billions: wage theft in Australia
With more and more workers participating in the gig 
economy and many individuals employed as casuals 
or under temporary contracts rather than as full-time 
employees, it is becoming more difficult to engage with 
employees. An engaged employee is more likely to 

demonstrate high levels of commitment and loyalty to 
their employer. They also exhibit other organisational 
citizenship behaviours (OCB) including organisational trust, 
job satisfaction and altruism towards other employees, 
and are less likely to engage in counterproductive work 
behaviours. However, while casual, contracted and gig 

Commitment to sustainability is more than green washing
Steve Jurkovich, the Managing Director and Chief 
Executive Officer of Kiwibank, recognises diversity 
and differences in passion. This is why employees can 
focus on cultural competence and/or sustainability as 
a way of engaging with their B Corp plans.

They are proud to ensure a ‘living wage’ to every 
employee, contractor and supplier. They hold rainbow 

and gender ticks ensuring everyone feels they belong. 
Te Kahukura Kāpuia - The Multicoloured Collective: 
‘This is a symbol of who we are. This is a place where 
we all belong. This is Kiwibank.’110

Response  
to OB in the  
Real World
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Analyse in-depth case studies that present 
organisational behaviour issues in context, 
encouraging you to integrate and apply chapter 
concepts through a set of mainstream and critical 
questions.

Endnotes provide an opportunity for further 
independent study relevant to each chapter.

END-OF-CHAPTER FEATURES

3. Herzberg’s dual-structure theory suggests that the 
feelings of satisfaction and dissatisfaction that workers 
experience are derived from the same set of factors.
a. True
b. False

4. A key component of equity theory is that employees 
compare their own input/output ratios with the input/
output ratios of other employees. What is the term for 
this phenomenon?
a. Social contrast
b. Social comparison
c. Interpersonal contrast
d. Social loafing

5. ___________________ is the first step in the organisational 
behaviour modification process.
a. Defining what can be improved
b. Identifying the behaviours that you wish  

to change
c. Identifying existing behavioural consequences
d. Tracking the occurrence of the target behaviour

6. In the early stages of the learning process, fixed-ratio 
reinforcement is particularly effective for promoting 
desirable behaviours.
a. True
b. False

CASE STUDY
It’s not the people who are the problem
You have recently commenced as a manager in the finance 
team at ATELCO, an internet provider. The team largely 
consists of long-term employees with the average tenure 
of five years. Most of the team are well experienced, having 
worked in finance for between 10 and 20 years. Most are 
diploma or degree qualified. Your director has mentioned a 
number of things about this team that you are aware of. All 
employees are paid at or above market rate. They appear to 
be hardworking and respected members of the organisation. 
Generally, work attendance is good with few sick days taken. 
All of the team are receiving discounted internet provision. 
Upon starting in this team, you noticed they were largely 
‘daredevils’ taking quite exotic holidays and participating in 
high-risk activities such as skydiving, bungee jumping and 
the like. They seem to take these annually, utilising their 
annual bonus as a means for going travelling.

In looking at their roles you have noticed the work is 
generally mundane and every task has been broken into smaller 
parts. Each team member is considered a specialist in their area 
and when people take leave, temporary staff need to be brought 
in, as no one shares this expertise. You have noticed also they 
have very little contact with other parts of the organisation 
and currently sit in a ‘glass office’ situated in the middle of 
the building. The rest of the office is open plan, but due to 
confidentiality they must have a locked office, although within 
the glassed section they sit open plan. They have to leave the 
glass office to access the kitchen and bathroom facilities.

A quick conversation with Jane, who has been there 
10 years, has revealed they are all ‘happy enough’ but you 
‘feel’ this might be inaccurate. You notice Bob rarely joins 
the conversation and Haley makes snide comments about 
how hard she is working while others are ‘off enjoying their 
holidays’, but everyone seems ‘in’ on this joke. Alvin starts 
early and finishes late most days. He often comes in on the 
weekends as well.

It’s coming into the busy period and the team may have 
to work longer hours to reach the outputs required. Having 
studied motivation, you are keen to use your knowledge to 
see how it applies to this team.

Questions
Mainstream
1. How can the various motivation theories inform what is 

occurring at this workplace?
2. What does equity theory tell us about the behaviour 

of Alvin and Haley? What else might underpin their 
behaviours?

Critical
1. If everyone is performing and nothing is wrong, perhaps 

this team should be left as it is. In this case, what problems 
might arise?

2. Why should the daredevil activities be of any concern? 
Perhaps they are just an adventurous group. Or can this 
be explained in another manner?
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Guide to the online resources
FOR THE INSTRUCTOR

Cengage is pleased to provide you with a selection of resources  
that will help you to prepare your lectures and assessments,  

when you choose this textbook for your course. 
Log in or request an account to access instructor resources  

at  au.cengage.com/instructor/account  for Australia or  
 nz.cengage.com/instructor/account  for New Zealand.

MINDTAP 
Premium online teaching and learning tools are available on the MindTap platform - the personalised 
eLearning solution.

MindTap is a flexible and easy-to-use platform that helps build student confidence and gives you a clear 
picture of their progress. We partner with you to ease the transition to digital – we’re with you every step of 
the way.

MindTap for Griffin’s Organisational Behaviour: Engaging people and organisations 2nd edition is full 
of innovative resources to support critical thinking, and help your students move from memorisation to 
mastery! Includes:
•	 Griffin’s Organisational Behaviour 2nd edition eBook
•	 Concept clips
•	 Common-sense pre-tests
•	 Media quizzes
•	 Revision questions
•	 Self-assessment activities
•	 You Make the Decision simulation activities.

MindTap is a premium purchasable eLearning tool. 
Contact your Cengage learning consultant to find out 
how MindTap can transform your course.

INSTRUCTOR’S MANUAL 
The Instructor’s manual includes: 
•	 Learning outcomes
•	 Guide your learning questions
•	 Chapter outlines
•	 Box feature summaries and solutions for Ethical Dilemma and end-of-chapter Case study questions
•	 Tutorial activities
•	 Group exercises
•	 Discussion questions for MindTap You Make the Decision simulations.

xvi
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SOLUTIONS MANUAL 
The Solutions Manual contains solutions for Guide your learning questions and Revision Quiz solutions from 
the book.

COGNERO® TEST BANK
A bank of questions has been developed in conjunction with the text for creating quizzes, tests and exams for 
your students. Create multiple test versions in an instant and deliver tests from your lms, your classroom, 
or wherever you want using Cognero. Cognero test generator is a flexible online system that allows you to 
import, edit, and manipulate content from the text’s test bank or elsewhere, including your own favourite 
test questions.

POWERPOINT™ PRESENTATIONS
Use the chapter-by-chapter PowerPoint slides to enhance your lecture presentations and handouts by 
reinforcing the key principles of your subject.

ARTWORK FROM THE TEXT
Add the digital files of graphs, pictures and flow charts into your learning management system, use them in 
student handouts, or copy them into your lecture presentations.

FOR THE STUDENT

MINDTAP
MindTap is the next-level online learning tool that helps you get better grades!

MindTap gives you the resources you need to study – all in one place and available when you need them. In 
the MindTap Reader, you can make notes, highlight text and even find a definition directly from the page.

If your instructor has chosen MindTap for your subject this semester, log in to MindTap to:
•	 Get better grades
•	 Save time and get organised
•	 Connect with your instructor and peers
•	 Study when and where you want, online and mobile
•	 Complete assessment tasks as set by your instructor.

When your instructor creates a course using MindTap, 
they will let you know your course key so you can access 
the content. Please purchase MindTap only when 
directed by your instructor. Course length is set by your 
instructor.
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BK-CLA-GRIFFIN_2E-230108-Chp00_Prelims.indd   17BK-CLA-GRIFFIN_2E-230108-Chp00_Prelims.indd   17 10/08/23   11:53 AM10/08/23   11:53 AM

Copyright 2024 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part.  WCN 02-300



PREFACE
Welcome to the second Australasian edition of Organisational Behaviour, a book that has had 13 editions in 
the United States and is now expertly and uniquely adapted for the Australasian organisational context. 
The adaptation process continues after the first edition and involves three accomplished Australian authors 
with student-centred learning at the heart of their efforts. Lead author Dr Andrew Creed of Deakin University 
works with Associate Professor Lynn Gribble of UNSW and Dr Moira Watson of Murdoch University to 
bring timely and impactful revisions in this new edition. Their biographies reveal the breadth and depth of 
experience in the teaching and researching of management and organisational behaviour, both locally and 
globally. This new edition of an acclaimed, widely utilised book draws on their insights and delivers a fresh 
and practical Australasian perspective designed perfectly for the needs of learners in this region.

An author’s-eye view of the development process
We started our work by carefully reviewing the existing successful book, and looking at other books in the 
Australasian market, new and current developments in the field of organisational behaviour, and expert 
reviewer feedback about the strengths of all available books on organisational behaviour (OB). The feedback 
informs the structure that provides thorough and comprehensive coverage of the major topics within the 
field of organisational behaviour, contextualised to organisations in Australia, New Zealand and the Asia 
Pacific region generally, while also providing a framework that can be effectively covered in a single term.

We are especially thankful for the expert Indigenous cultural advisory work that is a special feature 
of the new edition. Many of the case examples and the whole language structure of the text have been 
challenged and changed for the better for readers through a First Nations Australian lens. While still not 
perfect for a significantly westernised field of thinking, the result is a more culturally safe rendering of OB 
and it will evolve further that way as feedback and new editions come in future. Some of the other new 
features in the second edition include:
•	 new reflective questions for each Response to OB in the real world
•	 new Self-assessment features
•	 updated references in each chapter to broaden learning and research avenues
•	 realignments of each chapter Introduction to the Guide your learning questions
•	 enhanced critical perspective approach applied in every chapter
•	 new examples and cases throughout.

We applied an integrated learning model that demonstrates how all the topics within the book relate 
to one another. This model is developed in Chapter 1. It is then revisited at the beginning of each part.  
The reader is reminded of how earlier chapters led to the current discussion and where the discussion is 
headed next.

Our goals are to make you more successful in your life and career by helping you understand yourself, 
organisations and the role of organisational behaviour (OB) in your personal career and success. We 
also want to cultivate an understanding of, and ability to apply, knowledge about individual and group 
behaviour in organisations and an appreciation of how the entire organisational system operates. This will 
enhance your understanding of how to flexibly apply the OB concepts that are appropriate for different 
problems or situations. Finally, we want to ensure that you have a complete understanding of the modern 
OB context, including ethics, individual differences, diversity, equity, leadership, motivation, teamwork, 
power and influence, learning, competitive advantage, technology, organisation change and development, 

xviii
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and the global context. What you have in your hands is a book with both a long track record plus a fresh 
perspective on OB. Relevant and authentic learning leaps from these pages and, combined with the skills 
of your teacher, the exciting and powerful world of engaging relationships in the workplace will open up for 
you in the most memorable ways.

We wish you enjoyment and deep learning.
Dr Andrew Creed

Associate Professor Lynn Gribble
Dr Moira Watson

xixPREFACE
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resource management, training and statistics. He has taught using traditional and hybrid technologies 
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PART  

1 INTRODUCTION TO 
ORGANISATIONAL 
BEHAVIOUR 

Why do groups and 
teams do what they do?
•	 Groups and teams
•	 Decision making and 

problem solving
•	 Communication
•	 Conflict and negotiation

Why do individuals do 
what they do?
•	 Individual characteristics
•	 Individual values, 

perceptions, and 
reactions

•	 Motivating behaviour
•	 Motivating behaviour 

with work and rewards

How does the environment matter?

How does the environment matter?

How do organisational 
characteristics influence 
effectiveness?
•	 Organisation structure 

and design
•	 Organisation culture 
•	 Change management

Why does leadership 
matter?
•	 Traditional leadership 

approaches
•	 Modern leadership 

approaches
•	 Power, influence, and 

politics

What makes managers and 
organisations effective?
•	 Enhancing performance behaviour
•	 Enhancing commitment and 

engagement
•	 Promoting citizenship behaviours
•	 Minimising dysfunctional behaviours

2
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Chapter 1	 An overview of organisational behaviour

Chapter 2	 The changing environment of organisations

The two chapters in Part 1 introduce the field of organisational behaviour while establishing a unique integrated 
learning model that incorporates a critical perspective. Readers will discover an integrative five-level model of 
analysis with the dimensions of environment, individual, groups, leadership and organisation. The chapters in 
Part 1 demonstrate how the five dimensions are interrelated and implore managers to understand, rather than 
control, human behaviour in organisations.

Managers strive to make their organisations as effective and successful as possible. To do this they rely on assets 
such as financial reserves and earnings, technology and equipment, raw materials, information, and operating 
systems and processes. At the centre of everything are the employees who work for the organisation. It is usually 
their talent, effort, skill and ability that differentiates effective from less effective organisations. It is critical, then, 
that managers understand how the behaviours of their employees impact on organisational effectiveness. 

In general, managers work to enhance employee performance behaviours, commitment and engagement, and 
citizenship behaviours and to minimise various dysfunctional behaviours, such as racism, sexism, ageism, and 
other conflict-generating phenomena. A number of environmental, individual, group and team, leadership and 
organisational characteristics can make the manager’s work easier or more difficult, depending on how well they 
understand organisational behaviour. This model will be more fully developed in Chapter 1 and will serve as a 
roadmap for your study of organisational behaviour throughout this book.

3
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Guide your learning

1 	 What is an organisation and why should we care about its behaviour? (LO1)

2 	 What makes a manager good and does it matter whether they are 
nice people? (LO2)

3 	 Does understanding organisational behaviour simply mean being able to 
manipulate people to do jobs they don’t want to do? (LO3)

4 	 Are workers cogs in a machine or something else? (LO4)

5 	 Is it more important for an organisation to be effective than efficient? (LO5)

6 	 If managing people is like herding cats, is the study of organisational 
behaviour unable to have a coherent structure? (LO6)

AN OVERVIEW OF 
ORGANISATIONAL 
BEHAVIOUR

CHAPTER 

1
Learning outcomes
After studying this chapter, you should be able to:

LO
1.1 	 describe how organisational behaviour impacts both personal and 

organisational success

LO
1.2 	 explain the basic management functions and essential skills 

that comprise the management process in the context of 
organisational behaviour

LO
1.3 	 describe the strategic context of organisational behaviour and discuss 

the relationships between strategy and organisational behaviour

LO
1.4 	 describe contextual perspectives on organisational behaviour

LO
1.5 		 describe the role of organisational behaviour in managing for effectiveness 

and discuss the role of research in organisational behaviour

LO
1.6 	 summarise the framework around which this book is organised.

CHAPTER 

1

4
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Managing growth at MTB Direct
Jen Geale is co-founder and general manager of one of Australia’s fastest growing companies. The business is 
called MTB Direct (formerly Mountain Bikes Direct) and it sells mountain bikes without any storefronts and did 
so with total sales exceeding $7 million in 2017–18, which doubled the previous year’s earnings.1 In mid-2021 
the business expanded its operations into New Zealand. Reports from both 2020 and 2021 indicated rapidly 
rising online sales as COVID-19 lockdowns continued and people turned to the great outdoors for respite and 
recreation. This is a marketing and operational success in a non-traditional medium for such a physical product. 
The business started in 2012 with located stores but transitioned to wholly online in 2015, taking advantage of 
burgeoning technologies, which enabled its meteoric growth to really take off. Jen Geale embraced an online 
emphasis to cut overhead costs and positioned the company to compete better with international retailers in the 
online space. This turned out to be a stroke of genius (or luck) because when the COVID-19 lockdowns occurred 
the business was already doing the whole ‘work-from-home’ thing and was positioned to become a front-runner in 
the mountain bikes online sector. Having 
already grown from a husband–wife 
start-up to now employing 32 people, the 
growth horizon remains positive. Geale 
says, ‘…my office is just a desk in my house! 
We operate a fully decentralised team, 
with no office. Our customer service and 
technical staff all work from home’. Geale 
realised that MTB Direct’s rapid growth 
and expansion, employing staff based 
remotely across Australia and beyond, 
needed to be closely monitored, and that 
its employees needed to continue feeling 
like an important part of the team.2

Question
Imagine that MTB Direct’s founders asked you for advice during the early days of moving the business wholly 
online. What advice would you give them about the role of its people in its future success and how to set up 
the company to maximise employee innovation, trust and loyalty when the interactions they have at work are 
mostly virtual rather than face-to-face? On Geale’s part, she explains that a clever application of social media 
technologies has helped to harness the essential human need for interaction and human relationships in MTB 
Direct’s virtual workplace.

OB in the  
Real World

Source: Shutterstock.com/Kuznetcov_Konstantin

Figure 1.1 The success of any organisation 
is often determined by how effectively 
managers can enhance the performance 
behaviours of their employees, enhance their 
commitment to and engagement with the 
organisation, promote citizenship behaviours 
and minimise dysfunctional behaviours.

Source: iStock.com/xavierarnau
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INTRODUCTION
Regardless of their size, scope, or physical or virtual location, all organisations have at least one thing in 
common – they are comprised of people engaged in various relationships and expressing behaviours. It is 
these people who make decisions about the strategic direction of a firm, it is they who acquire the resources 
the firm uses to create new products, and it is they who sell those products. People manage a firm’s corporate 
headquarters, its warehouses and its information technology and determine whether things run either 
efficiently or effectively, and ideally both. Staff must adapt through either minor changes to procedures 
and systems or major changes to structure, strategy, and operations, such as those imposed during the 
COVID-19 pandemic crisis. No matter how effective a manager might be, all organisational successes – and 
failures – are the result of the behaviours of many people. Indeed, no manager can succeed without the 
assistance of others.

Thus, any manager – whether responsible for a big business such as Google, David Jones, Telstra, Apple, 
Starbucks or Qantas; for a niche business such as MBT Direct, the Collingwood Football Club or an Epworth 
Hospital facility; or for a local Domino’s Pizza restaurant or neighbourhood dry-cleaning establishment – 
must strive to understand the people who work in the organisation. This book is about those people. It 
is also about the organisation itself and the managers who operate it: distinguishing the good managers 
and workers from the bad ones, and understanding the differences between cooperation, control, and 
manipulation in relationships. Together, the study of organisations and the characteristics and actions 
of the people who work in them constitute the field of organisational behaviour (OB). Our starting point 
in exploring OB begins with a more detailed discussion of its meaning and its importance to employees, 
business owners and managers.

1.1 	 WHAT IS ORGANISATIONAL BEHAVIOUR?
What exactly is meant by the term ‘organisational behaviour’? And why should it be studied? Answers to 
these two fundamental questions will both help establish our foundation for discussion and analysis and 
help you better appreciate the rationale as to how and why understanding the field can be of value to you 
in the future.

The meaning of organisational behaviour
Organisational behaviour (OB) is the study of human behaviour in organisational settings, of the 
interface between human behaviour and the organisation, and of the organisation itself.3 Although we can 
focus on any one of these three areas, we must also remember that all three are ultimately necessary for a 
comprehensive understanding of organisational behaviour. For example, we can study individual behaviour 
without explicitly considering the organisation. But because the organisation influences and is influenced 
by the individual, we cannot fully understand the individual’s behaviour without learning something about 
the organisation. Similarly, we can study organisations without focusing explicitly on the people within 
them. But again, we are looking at only a portion of the puzzle. Eventually, we must consider the other 
pieces as well as the whole. Essentially, then, OB helps explain and predict how people and groups interpret 
events, react and behave in organisations, and describes the role of organisational systems, structures and 
process in shaping behaviour.

Figure 1.2 illustrates this view of organisational behaviour. It shows the linkages among human 
behaviour in organisational settings, the individual–organisation interface, the organisation itself and 
the environment surrounding the organisation. Each individual brings to an organisation a unique set of 

organisational behaviour
The study of human 

behaviour in organisational 
settings, the interface 

between human behaviour 
and the organisation, and 

the organisation itself
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Human behaviour in

organisational settings

The organisation

Environment

Environment

The individual–organisation interface

Figure 1.2 The nature of organisational behaviour
The field of organisational behaviour attempts to understand human behaviour in organisational settings, 
the organisation itself, and the individual–organisation interface. As illustrated here, these areas are 
highly interrelated. Thus, although it is possible to focus on only one of these areas at a time, a complete 
understanding of organisational behaviour requires knowledge of all three areas.

personal characteristics and a unique personal background and set of experiences from other organisations. 
Therefore, in considering the people who work in their organisations, managers must look at the unique 
perspective each individual brings to the work setting. For example, suppose managers at Bunnings review 
data showing that employee turnover within the firm is gradually but consistently increasing. Further 
suppose that they hire a consultant to help them better understand the problem. As a starting point, the 
consultant might analyse the types of people the company usually hires. The goal would be to learn as 
much as possible about the nature of the company’s workforce as individuals – their expectations, their 
personal goals and so forth. The systems and operations of Bunnings naturally impact upon the workload 
and expectations of the managers and staff (see Figure 1.3). It is at this interface between systems and 
people where a better understanding of organisational behaviour can improve the management of change 
and continuous improvement.

Individuals do not work in isolation. They come in contact with other people and with the organisation 
in a variety of ways. Points of contact include managers, co-workers, the formal policies and procedures of 
the organisation, and various changes implemented by the organisation. In addition, over time, individuals 
change, as a function of personal experiences and maturity as well as through work experiences and 
organisational developments. The organisation, in turn, is affected by the presence and eventual absence 
of the individual. Clearly, then, managers must also consider how the individual and the organisation 
interact. Thus, the consultant studying turnover at Bunnings might next look at the orientation procedures 
and initial training for newcomers to the organisation. The goal of this phase of the study would be to 
understand some of the dynamics of how incoming individuals are introduced to and interact with the 
broader organisational context.
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An organisation, of course, exists before a particular person joins it and continues to exist after they 
leave. Thus, the organisation itself represents a crucial third perspective from which to view organisational 
behaviour. For instance, the consultant studying turnover would also need to study the structure and culture 
of Bunnings. An understanding of factors such as a firm’s performance evaluation and reward systems, its 
decision-making and communication patterns, and the structure of the firm itself can provide added insight 
into why some people choose to leave a company and others elect to stay.

Clearly, then, the field of organisational behaviour is both exciting and complex. Myriad variables 
and concepts accompany the interactions just described, and together these factors greatly complicate 
the manager’s ability to understand, appreciate and manage others in the organisation. They also provide 
unique and important opportunities to enhance personal and organisational effectiveness.

How organisational behaviour impacts personal success
You may be wondering about the relevance of OB to your current study major or career path. You might 
be thinking, ‘I don’t know any organisational behaviourists. Why is this topic important?’ We field 
this question all the time from people unfamiliar with OB. The core of OB is being effective at work. 
Understanding how people behave in organisations and why they do what they do is critical to working 
effectively with and managing others. OB gives everyone the knowledge and tools they need to be effective 
at any organisational level. OB is an important topic for anyone who works or who will eventually work in 
an organisation, which is the case for most people. Moreover, OB is actually important to us as individuals 
from numerous perspectives.

In our relationships with organisations, we may adopt any one of several roles or identities. For 
example, we can be consumers, employees, suppliers, competitors, owners or investors. Since most readers 
of this book are either present or future managers, we will adopt a managerial perspective throughout our 
discussion. The study of organisational behaviour can greatly clarify the factors that affect how managers 
manage. Hence, the field attempts to describe the complex human context of organisations and to define 
the opportunities, problems, challenges and issues associated with that realm. In your own experience 
interacting with other people in groups and organisations of all kinds, you will find a self-reflective capacity 
to be a valuable skill. Knowing yourself is one of the keys to knowing how to better interact with others. 

Figure 1.3 Managers at businesses like Bunnings need to understand individual employee behaviour, 
characteristics of the organisation itself, and the interface between individual behaviour and the organisation.

Source: Shutterstock.com/Emagnetic
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SELF-ASSESSMENT

Global mindset
A global mindset reflects your ability to influence people, groups and organisations from a variety of backgrounds 
and cultures.5 Multinational companies’ ability to create globally integrated systems depends on their ability to 
get employees, managers and executives to understand and adapt to the realities of a globalised economy.6 The 
ability to integrate talent from many parts of the world faster and more effectively than other companies is a 
source of a firm’s competitive advantage7 as well as your own personal competitive advantage.

Please use the following scale in responding to the 10 questions below as honestly as possible. Don’t try to 
convince yourself of your own worth in each item, instead be raw and open about any shortcomings. When you 
are finished, follow the scoring instructions at the bottom to calculate your score. Then read more about what 
your score means, and how you can improve your global mindset. For appropriate perspective, discuss your self-
assessment with someone from another cultural background.

Strongly disagree Disagree Neutral Agree Strongly agree

1 2 3 4 5

1 In interacting with others, I assign equal status to people regardless of their national origin.

2 I consider myself as equally open to ideas from other countries and cultures as I am to ideas from my 
own country and culture of origin.

3 Finding myself in a new cultural setting is exciting.

4 I see the world as one big marketplace.

5 When I interact with people from other cultures, it is important to me to understand them 
as individuals.

6 I regard my values to be a hybrid of values acquired from multiple cultures as opposed to just 
one culture.

7 I am very curious when I meet someone from another country.

8 I enjoy watching foreign films in their original language.

9 In this interlinked world of ours, national boundaries are meaningless.

10 I believe I can live a fulfilling life in another culture.

Scoring: Add up your responses to identify your global mindset score.
Interpretation: Because experiences influence global mindset in a positive or negative manner,8 you can 
take steps to improve your global mindset. Based on your score, you might consider some of the personal 
development activities identified below, or you might come up with others.

If your score is between 10 and 20, you have a relatively low global mindset. Formal training/educational 
programs, self-study courses, university courses, or in-company seminars or management development 
programs can help you to increase your global mindset.

global mindset
Reflects your ability to 
influence people, groups 
and organisations from 
a variety of backgrounds 
and cultures

>>

Whenever managers are surveyed 10 to 15 years out of school and asked to identify the most important 
classes they ever took, OB is usually one of them. This is not because it made them technically better in 
their area of specialty, but because it made them more effective employees and better managers. As one 
expert has put it, ‘It is puzzling that we seek expert advice on our golf game but avoid professional advice 
on how we can deal with other people’.4 Using your knowledge of OB can help you to succeed faster in any 
organisation or career, which is why this book includes a variety of self-assessment tools that can enable 
you to know when is a good time to call in the experts.
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