Fundamentals of Organizational Behaviour

Key Concepts, Skills and Best Practices


CHAPTER 2

PERCEPTION, PERSONALITY AND EMOTION 

Learning Outcomes

· Define perception and describe the four-stage model of social perception.

· Explain how external and internal causal attributions are formulated.

· Distinguish between self-esteem and self-efficacy.

· Identify and describe the Big five personality dimensions, and specify which one is correlated most strongly with job performance.

· Describe the attitude called “job satisfaction” and explain its relationship to work motivation, organizational commitment, and job performance.

· Distinguish between positive and negative emotions, and describe a person with high emotional intelligence.

I. SOCIAL PERCEPTION
A. Perception – process of interpreting one’s surroundings, including:
1. people, 

2. events, and

3. objects

B. Cognition – a person’s knowledge, opinions, or beliefs.  Social perception is also known as social cognition.
C. Social Perception Model - four-stage sequence, which is illustrated in Figure 2-1 of the textbook:
1. Stage 1: Selective Attention/Comprehension - the process of becoming consciously aware of something or someone.
(a) salient - something stands out from its context.
2. Stage 2: Encoding and Simplification – observed information is not stored in memory in its original form.  Encoding is required; raw information is interpreted or translated into mental representations or cognitive categories.
(a) Cognitive categories - mental depositories for storing information
(b) Stereotypes - an individual’s beliefs about the characteristics or attributes of a group; used during encoding to organize and simplify social information.  

(c) Perceptual errors – when encoding results in errors, it can influence our judgments about others (Table 2-1 describes five common perceptual errors):
· Halo

· Leniency

· Central tendency

· Recency effects

· Contrast effects

3. Stage 3: Storage and Retention - storage of information in long-term memory. 
(a) Long-term memory consists of three separate, but related categories:
· containing information about events, 

· general knowledge, 

· and people.

4. Stage 4: Retrieval and Response – retrieves information from memory when you make judgments and decisions.
D. Managerial Implications – the following are some of the managerial activities affected by perception:
1. Hiring – interviewers make hiring decisions based on their impression of how an applicant fits the perceived requirements of a job.

2. Performance Appraisal – faulty perceptions about what constitutes good versus poor performance can lead to inaccurate performance appraisals, which erode work motivation, commitment, and loyalty.

3. Communication – social perception is a screening process that can distort communication, both coming and going.

II. SELF PERCEPTION – person’s perception of him- or herself as a physical, social, spiritual being
A. Self-Esteem - one’s overall self-evaluation; Managers can build employee self esteem in four ways:

1. Be supportive
2. Offer work with variety, autonomy & challenges
3. Build trust
4. Reward successes
B. Self-Efficacy (“I can do that.”)

1. Self-efficacy - belief about one’s ability to successfully accomplish a specific task.

2. Learned helplessness - the debilitating lack of faith in one’s ability to control the situation.

3. Managerial implications – self-efficacy requires constructive action in each of the following managerial areas:

· Recruiting/selection/job assignments.

· Job design.

· Training and development.

· Self-management.

· Goal setting and quality improvement.

· Coaching.

· Leadership.

· Rewards.

C. Self-Monitoring – observing one’s own behaviour and adapting it to the situation.
III. PERSONALITY DYNAMICS 
Personality is defined as the combination of stable physical and mental characteristics responsible for a person’s identity.
A. The Big Five Personality Dimensions are: 
· Extraversion

· Agreeableness

· Conscientiousness

· Emotional stability

· Openness to experience
1. These five dimensions have been distilled in recent years from long and confusing lists of personality (See Table 2-2 for descriptions).
2. Personality and Job Performance – 
(a) big five personality dimensions that correlate positively and strongly with job performance would be helpful in the selection, training, and appraisal of employees. 
(b) Conscientiousness has the strongest positive correlation with job and training performance. 
(c) Research indicates individuals who exhibit traits associated with a strong sense of purpose, obligation, and persistence, perform better than those who do not.
(d) Extraversion is associated with success for managers and salespeople
B. Locus of Control:  Self or Environment? 

1. Locus of Control – belief regarding whether one’s behaviour and its consequences are due to internal versus external factors.

(a) Internal locus of control – attributing outcomes to one’s own actions 
(b) External locus of control - attributing outcomes to circumstances beyond one’s control
2. Research lessons – important behavioural differences between internals and externals:

(a) Internals display greater work motivation
(b) Internals have stronger expectations that effort leads to performance
(c) Internals exhibit higher performance on tasks involving learning or problem solving, when performance leads to valued rewards
(d) There is a stronger relationship between job satisfaction and performance for internals than externals.
(e) Internals obtain higher salaries and greater salary increases than externals.
(f) Externals tend to be more anxious than internals.
3. Managerial implications:
(a) Internals have a tendency to believe they control the work environment through their behaviour; therefore, they will attempt to exert control over the work setting.
(b) Locus of control has implications for reward systems.
C. Attitudes – learned predispositions toward a given object, person, or situation
1. Job satisfaction - One of the most important attitudes in organizations is job satisfaction, which is defined as an attitude concerning one’s job.

2. Some possible explanations regarding the cause of job satisfaction:

· Job satisfaction is determined by the extent to which the characteristics of a job allow an individual to fulfill his or her needs.

· Job satisfaction is a result of the difference between what an individual expects to receive from a job, and what he or she actually receives.

· Job satisfaction results from the perception that a job allows for fulfillment of an individual’s important work values.

· Job satisfaction is a function of how fairly an individual is treated at work.

· Job satisfaction is related to personality traits such as self-esteem and locus of control.

3. Table 2-3 provides a summary of correlations between ob satisfaction and other important work attitudes and behaviours
IV. EMOTIONS IN THE WORKPLACE
A. Positive and Negative Emotions

1. Emotions - intense feelings in reaction to personal achievements and setbacks that may be felt and displayed.

2. Emotional Labour - the job requirement that employees must suppress felt emotions and display organizationally desired emotions during interpersonal transactions.  For example, a doctor who must remain calm while a patient is in terrible pain or dying.

3. Emotional dissonance - the conflict between organizationally desired emotions and true emotions.  This is a situation created by emotional labour and contributes to stress and job burnout.

4. Emotions centre on a person’s goals. 
(a) Negative Emotions - triggered by frustration and failure when pursuing one’s goals and are said to be goal incongruent
(b) Positive emotions – are goal congruent and are associated with achieving one’s goals.
B. Emotional Intelligence (EI) - the ability to recognize emotions in one’s self and others, taking advantage of helpful ones and keeping control over destructive ones.

1. 
According to Daniel Goleman, traditional models of intelligence are too narrow.  His approach includes:

· Being able to motivate oneself and persist in the face of frustrations

· Control impulse and delay gratification

· Regulate one’s moods and keep distress from swamping the ability to think

· Empathize and to hope.

2. Goleman proposed five dimensions of emotional intelligence:

· Self-awareness

· Self-regulation

· Self-motivation

· Empathy

· Social skill

3. Another view of EI, proposed by Mayer and Salovey, is called an ability model and has four branches

· Perceiving emotions
· Facilitating thought

· Understanding emotions

· Managing emotions

4. Managerial Implications:

· Emotional contagion – one person’s emotions spreading to others

· Research on emotional labour is beginning to show how detrimental it can be

· Managers need to be attuned to the emotional states of their people
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