- [

@Y; m\/w

Unleash the topper in you

Jammu & Kashmir Public Service Commission

—— — —

COMMERCE

Volume - 1



Chapter ‘

JKPSC Commerce

Content

Unit | — Organizational Behaviour

P.N.

Introduction; Significance& meaning of OB, Relationship between
management and organizational Behavior, emergence of OB, Ethical
perspectives of OB.

Perception: Individual perception, Definition and importance, perceptual
process and errors, types of perception, perceptual organization and
factors influencing perception.

Learning: Meaning and components of learning process, learning
theories and principles of learning, contingencies and schedules of
reinforcement.

12

Personality: Theories of personality, determinants of personality, types
of personality, Thebig five personality traits in Organizational Behavior,
managerial implications of personality.

18

Motivation: Factors influencing motivation, theories of motivation,
Alderfer’'s ERG theory, McClelland’s need theory, Victor Vroom's
expectancy theory, equity theory of Adams, Maslow's theory of
motivation, Herzberg theory of motivation, implications of these
theories at the workplace.

27

Transactional Analysis: Meaning, types of transactional analysis,
Identification of ego states, concepts like game scripts and stroking,
applications of transactional analysis in Organization Behavior.

34

Group Dynamics: Definition and importance, types of groups, group
formulation, group development, group composition, group
performance factors influencing group performance

48

Stress Management: Meaning& background, causes and consequences
of stress on the performance of employees at work place, coping
strategies for stress, Traditional and modern view of conflict, types of
conflict, conflict management styles.

56

Leadership: Models and Theories of leadership, leadership styles.

69

Unit Il - Quantitative Techniques

Introduction, importance in Research and Decision Making, types of
Quantitative Methods, linear Programming: Formulation, Graphical and
Simplex Methods, Game Theory: Concept, Strategies, Payoff Matrix

95

Statistical Techniques: Measures of Central Tendency: Mean, Median,
Mode, Measures of Dispersion: Range, Variance, standard deviation.

101

Probability Theory: Basic Concepts, Theorems, Distributions (Normal,
Binomial, Poisson), Correlation and Regression Analysis, Hypothesis
Testing: t-Test, Chi Square Test, ANOVA

106




Quantitative Research Methods: Data Collection in Sampling Techniques,
Questionnaire Design and Scaling Techniques, Data Processing and
Interpretation, Use of Software (SPSS, R, Excel) in Data Analysis,
Decision-Making Techniques

112

Decision Theory: Types, Decision Trees, Forecasting Techniques: Time
Series Analysis, Inventory and Queuing Models, Simulation Techniques.

118

Unit lll - Human Resources Management

Personnel Function: Nature, approaches and functions of HRM,
organization of personnel department. principles of personnel
management and personnel policies, place of personnel department in
an organizational structure, future of personnel management and
changing role of personnel management.

124

Organizational Entry: Job analysis, Job description, job specification,
Human Resource planning: concept and methods of Forecasting HR
requirements, Recruitment, selection Tools, Techniques, company
induction and socialisation.

135

Employees Training: Assessing Training needs, Designing Training
Programmes, Evaluation of Training Programmes, Performance
Management: concept and purpose, use and methods of Performance
Appraisal, Appraisal Biases and solutions.

141

Development careers: Challenges in career Development and ways of
tackling career Development, designing a compensation system: job vs
individuals, compensation tools, Types of pay for employees’
performance.

151

Performance Appraisal: Aspects of employee performance need of
performance appraisal, factors affecting subjective appraisal,
performance appraisal system.

159

Industrial Relations: Concept, actors in IR (employers, employees, trade
unions Govt agencies) changing pattern of Industrial Relations, laws
governing IR.

166

Grievance Handling: Causes & consequences of grievance, grievance
handling, model grievance procedure.

172

Collective Bargaining: Nature and forms of collective bargaining.

179

Industrial Disputes: Causes, consequences and manifestations.
Prevention and settlement of disputes. State intervention, conciliation,
arbitration and adjudication.

184




UNIT

Organizational Behaviour

Chapter 1
Introduction; Significance& meaning of OB, Relationship between management

and organizational Behavior, emergence of OB, Ethical perspectives of OB.

Topics to be covered-

Organizational Behavior (OB) integrates two terms:

Introduction
Significance& meaning of OB

Relationship between management and organizational Behavior

Emergence of OB, Ethical perspectives of OB

Organization

Behavior

A group of people collected to work for a
common goal with collective efforts, operating
through coordination and delegation among
members.

A verbal or physical response shown by a person
due to the impact of their surroundings, varying
based on mental reactivity, morals, and value
systems.

Definition: Organizational Behavior is the observation of individual and/or group behavior in response

to other individuals or groups within an organization. It studies people’s attitudes toward specific

circumstances to understand their behavior.

Field of Study: OB is dedicated to understanding and utilizing information about individual and group
behavior in organizations.

Relationships: Explains interactions between people and organizations in terms of individuals,
groups, organizations, and the entire system.

Goal: Aims to achieve human, organizational, and social objectives by building better relationships
within the organization.

Barnard’s View: Organization involves meaningful communication among people, and since the
human factor is inseparable, OB helps management evaluate and shape human behaviour
effectively.

Individual Variability: No two individuals behave identically in a work situation due to unique
characteristics.

Managerial Predictability: Managers predict expected individual behaviour, though human
behaviour lacks absolutes.

Applied Behavioural Science: OB studies employee interactions and organizational processes within
a business or work environment.

Workplace Culture: OB provides employees with clarity on workplace culture expectations and helps
managers understand how culture impacts employees.

Scientific Study: OB applies psychological sciences to understand individuals and hierarchical
structures, summarizing employee and organizational behaviour.




Definitions

Fred Luthans: “Organisational behaviour is the understanding, predicting and controlling human
behaviour at work.”

Callahan: “Organisational behaviour is a subset of management activities concerned with
understanding, predicting and influencing individual behaviour in organisational setting.”

Stephen Robbins: “Organisational behaviour is a field of study that investigates the impact that
individuals, groups and structure have on behaviour in organisations, for the purpose of applying
such knowledge towards improving an organisation’s effectiveness.”

K Ashwathappa: “OB is the study of human behaviour in organisational setting, of the interface
between human behaviour and organisation and of the organisation itself.”

L M Prasad: “Organisational behaviour can be defined as the study and application of knowledge
about human behaviour related to other elements of an organisation such as structure, technology
and social systems.”

Davis and Newstrom: “Organisational behaviour is the study and application of knowledge about
how people act within organisations.”

Fred Luthans: “Behaviour is directly concerned with the understanding, prediction and control of
human behaviour in organisations.”

Characteristics of OB

Behavioural Approach to Management: Emphasizes understanding human behaviour in
management processes.

Cause and Effect Relationship: Examines how specific actions lead to particular outcomes.

Branch of Social Sciences: Integrates insights from psychology, sociology, and anthropology.

Three Levels of Analysis: Analyzes behaviour at individual, group, and organizational levels.

A Science as well as an Art: Combines theoretical knowledge with practical application.

A Body of Theory, Research, and Application: Provides a framework of theories, research, and
practical applications.

Beneficial to both Organization and Individuals: Enhances organizational productivity and individual
satisfaction.

Rational Thinking: Promotes logical and evidence-based decision-making.

Concepts of OB

Individual Differences: Originating from psychology, each person is unique from birth, with personal
experiences further differentiating them. Differences include intelligence, physique, personality,
learning capability, and communication ability. Only individuals can take responsibility and make
decisions, while groups depend on individual actions.

A Whole Person: When hired, individuals bring not only skills but also personal likes, dislikes, pride,
and prejudices. Their family life influences organizational life, necessitating a supportive work
environment to foster growth and fulfillment.

Caused Behaviour: Unmannerly behaviour stems from specific causes (e.g., personal or work-related
issues). Managers must investigate and address these causes at the root level.

Human Dignity: Every individual deserves unique treatment with respect and dignity at all
professional levels. Recognizing efforts improves aspirations and abilities, rejecting the use of
employees as economic tools.

Organizations Are Social Systems: From sociology, organizations are social systems governed by
social and psychological laws, with formal and informal structures. All parts are interdependent,
enabling dynamic change.




Mutuality of Interest: Organizations and people need each other—people to achieve personal goals,
organizations to meet objectives. Mutual interest fosters collaboration and problem-solving.
Holistic Concept: Combining the above concepts, OB interprets people-organization relationships
across the whole person, group, organization, and social system, analyzing issues in the context of
the total situation.

Emergence/History of Organizational Behaviour

OB, as a multidisciplinary science, has been shaped by sociology, industrial/organizational psychology,

and economics:

Industrial Revolution (1760s): New technologies led to advanced manufacturing and mechanization.
Max Weber’s Iron Cage: Weber expressed concerns over reduced religious and vocational
experiences, claiming the Industrial Revolution’s efficiency focus created a “prison” that stripped
workers’ individuality.

Bureaucracy (Max Weber): Analyzed organizations as resting on rational-legal principles, maximizing
technical efficiency.

Management Pioneers: Henri Fayol, Chester Barnard, and Mary Parker Follett developed models
emphasizing human behaviour and motivation.

Scientific Management (Frederick Taylor, 1911): Known as “Taylorism,” it advocated task efficiency
through scientific methods, further refined by Lillian and Frank Gilbreth’s time and motion studies.
Fordism (Henry Ford): Standardized production via assembly lines, applying bureaucratic and
scientific principles, developed independently of Taylor (per Sorenson).

Hawthorne Studies (1920s): Conducted at Hawthorne Works, these studies initially followed
scientific methods but found productivity increased when workers were observed, regardless of
lighting levels (Hawthorne Effect). Elton Mayo concluded job performance correlated with social
relationships and job content.

Motivation Focus: Post-Hawthorne, motivation became central, with theories from Frederick
Herzberg, Abraham Maslow, David McClelland, Victor Vroom, and Douglas McGregor in the 1950s-
60s emphasizing motivation, performance, and satisfaction.

Herbert Simon’s Administrative Behavior: Introduced decision-making concepts, arguing decisions
within organizations differ from external ones due to bounded rationality and satisficing (using the
first acceptable solution). Simon won a Nobel Prize for this work.

1960s-1970s: The field became more quantitative, leading to contingency theory, institutional
theory, and organizational ecology.

1980s Onward: Cultural explanations of organizations and change emerged, integrating
anthropology, psychology, and sociology.

Levels of OB
¢ Micro-Level: Focuses on individual behaviour within a business,
. . . . Organization
studying personality, motivation, and attitudes. system level

level

Meso-Level: Examines group behaviour, including leadership, Group
cooperation, conflicts, and group dynamics, to boost morale and

effectiveness. Individual
Macro-Level: Analyzes the organization as a whole, particularly level
its interactions with the environment and other organizations.




Components of OB

People: The main component, requiring management to align individual goals with organizational
tasks for effective performance.

Environment: Involves studying the influence of economic, cultural, social, governmental, legal,
political, and demographic factors on behaviour.

Structure: Includes formal (hierarchical, objective-based) and informal (no specified structure)
organizations.

Technology: Critical for operations, involving selection, procurement, installation, operation, and
maintenance of advanced technology without compromise.

Significance/Importance of OB

Builds better relationships by achieving people, organizational, and social objectives.
Covers human resource aspects like behaviour, training, development, change management,
leadership, and teams.

Brings coordination, the essence of management.

Improves organizational goodwill.

Helps achieve objectives quickly.

Ensures optimum resource utilization.

Facilitates motivation.

Leads to higher efficiency.

Improves relations within the organization.

Applies multidisciplinary techniques, methods, and theories to evaluate performance.

Scope of OB
OB influences organizational operations through three concepts:

Individual Behaviour: Studies personality, learning, attitudes, motivation, and job satisfaction via
interactions to form perceptions.

o Example: Personal interviews assess candidates’ skills beyond resumes.

Intra-Individual/Group Behaviour: Examines communication, leadership qualities, group dynamics,
conflicts, power, and politics among employees and subordinates.

o Example: Meetings to decide new board members.

Organization/Structure Behaviour: Analyzes the formation, structure, and effectiveness of
organizations, focusing on group efforts toward goals.

o Example: Strikes or rallies reflect group behaviour.

Models of OB

1.

Autocratic Model:

Depends on power; those in command demand compliance, with penalties for non-compliance.

Managerial orientation is formal authority, delegated by command rights.

Employees obey the boss, not respect the manager, aligning with McGregor’s Theory X.

Assumes management knows best; employees are obedient and resistant to organizational needs.

o Psychological result: Employees depend on the boss, who has near-absolute power to hire, fire,
and control.

o Minimum wages lead to minimum performance, driven by subsistence needs.

o Some employees perform better due to internal drives, personal liking for the boss, or the boss’s
leadership, but most give minimum effort.

o Results in excessive dependence, reduced morale, poor decision-making, high turnover, and high
human costs.

o Employees express dissatisfaction outside the workplace.

o O O

o




2. Custodial Model:

o

o

Depends on economic resources to pay wages and benefits, focusing on security needs.
Requires organizational wealth for pensions and benefits.

Leads to employee dependence on the organization for security and welfare, not the boss.
Frequent economic rewards and recognition make employees happy but not highly motivated.
Employees become preoccupied with rewards, remaining content but only passively cooperative.
Performance is not significantly better than under the autocratic model.

3. Supportive Model:

o

o

Depends on leadership rather than power or money.

Management provides a climate for employees to grow and accomplish tasks they are capable
of, aligning with organizational interests.

Assumes workers are not naturally passive or resistant but become so due to an unsupportive
work environment.

Employees take responsibility, contribute, and improve if given opportunities.

Management supports job performance, not just benefits, unlike the custodial model.
Psychological result: Employees feel participation and task involvement, referring to the
organization as “we” instead of “they.”

4. Collegial Model:

o

o

o

Depends on partnership and teamwork, fostering a sense of mutual contribution among
employees.

Managerial orientation is to act as a coach or team leader, building a cohesive unit.

Employees are self-disciplined, responsible, and oriented toward organizational goals.
Psychological result: Employees feel self-discipline and a sense of belonging, working as partners
with management.

Performance is driven by enthusiasm for team goals, leading to moderate-to-high productivity.
Suitable for creative or knowledge-based organizations where collaboration is key.

5. System Model:

@)

@)

Focuses on creating a sense of trust, community, and shared purpose within the organization.
Managerial orientation is to inspire employees toward a holistic vision and psychological
ownership of organizational goals.

Employees are highly committed, self-motivated, and aligned with the organization’s mission and
values.

Psychological result: Employees develop a sense of belonging, passion, and pride in their work,
striving for overall organizational success.

Leads to high performance, as employees are motivated by intrinsic factors and a shared vision.
Best suited for modern organizations emphasizing culture, innovation, and employee
engagement.

Relationship between Management and Organizational Behaviour

Organizational Behaviour (OB) is a critical subset of management, providing a scientific and behavioural

framework to understand, predict, and influence employee behaviour within an organization. This

relationship is foundational to achieving organizational efficiency, fostering a positive workplace culture,

and aligning individual and organizational goals. Below is a comprehensive exploration of this

relationship, grounded in the principles outlined in the document:




OB as a Subset of Management

Definition and Role: Management involves planning, organizing, leading, and controlling resources
to achieve organizational objectives. OB, as a specialized field, focuses on the human element within
these processes, studying how individuals and groups behave in organizational settings. It equips
managers with insights into employee motivations, attitudes, and interactions, making it an integral
part of effective management.

Tool for Behavioural Insight: OB provides managers with tools to analyze why employees behave in
certain ways (e.g., resistance to change, low productivity). For instance, through OB concepts like
individual differences and caused behaviour, managers can identify root causes of issues, such as
personal stressors or unclear expectations, and address them systematically.

Predictive Capability: Managers use OB to predict employee responses to policies, leadership styles,
or workplace changes. While human behaviour lacks absolutes, OB’s applied behavioural science
approach allows managers to anticipate outcomes, such as how a new reward system might impact
motivation, based on theories like Maslow’s hierarchy of needs or Vroom’s expectancy theory.

Shaping Workplace Culture

Cultural Clarity: OB helps managers define and communicate workplace culture expectations,
ensuring employees understand their roles and responsibilities. For example, OB studies how cultural
factors (e.g., organizational values, norms) influence employee performance, enabling managers to
foster a cohesive and productive environment.

Coordination and Collaboration: Coordination is described as the “essence of management” in the
document. OB facilitates this by promoting mutual interest between employees and the
organization. Through OB’s focus on group dynamics and social systems, managers can encourage
teamwork, resolve conflicts, and build trust, ensuring smooth operational flow.

Example: A manager using OB principles might conduct team-building exercises informed by the
Hawthorne Studies, which highlighted the importance of social relationships in boosting productivity.

Aligning Goals

Mutual Interest: OB emphasizes the concept of mutuality of interest, where organizations need
employees to achieve objectives, and employees need organizations to fulfill personal goals (e.g.,
career growth, financial stability). Managers leverage OB to align these interests, such as by designing
incentive programs that reward performance while meeting organizational targets.

Holistic Approach: OB’s holistic concept integrates individual, group, and organizational levels of
analysis. Managers use this to ensure that strategies (e.g., training programs, leadership styles)
consider the whole person, including their skills, emotions, and personal circumstances, leading to
higher job satisfaction and organizational commitment.

Enhancing Decision-Making and Performance

Informed Decision-Making: OB’s body of theory, research, and application provides managers with
evidence-based insights. For instance, understanding the supportive model of OB allows managers
to adopt leadership styles that encourage employee participation, leading to better decision-making
and innovation.

Performance Evaluation: OB offers multidisciplinary techniques (e.g., psychological assessments,
group behaviour analysis) to evaluate employee performance. Managers can use these to identify
strengths, weaknesses, and training needs, improving overall organizational efficiency.

Example: Applying OB’s cause-and-effect relationship, a manager might analyze why a team misses
deadlines (e.g., lack of motivation) and implement solutions like goal-setting workshops based on
McGregor’s Theory Y assumptions.




Practical Applications in Management Functions

Planning: OB informs workforce planning by analyzing individual capabilities and group dynamics to
assign roles effectively.

Organizing: OB helps design organizational structures that balance formal hierarchies and informal
networks, as per the social systems concept.

Leading: OB guides leadership approaches, such as adopting participative styles from the supportive
model to motivate employees.

Controlling: OB aids in monitoring behaviour and performance, using feedback mechanisms to align
actions with organizational goals.

Ethical Perspectives of OB

Ethical perspectives in OB focus on ensuring that organizational practices respect human dignity,

promote fairness, and align with moral and value systems. While the document does not provide an

extensive section on ethics, it implicitly embeds ethical considerations in OB’s concepts and applications.

Below is a detailed exploration of these perspectives, expanded with relevant OB principles:

Respect for Human Dignity

Core Principle: OB’s concept of human dignity emphasizes that employees are not mere economic
tools but individuals with unique needs, aspirations, and rights. Ethical OB practices ensure
employees are treated with respect at all professional levels, rejecting exploitative approaches.
Application: Managers must recognize employee efforts through fair rewards, open communication,
and opportunities for growth. For example, OB’s whole person concept encourages managers to
consider employees’ personal circumstances (e.g., family responsibilities) when assigning tasks,
fostering a supportive environment.

Impact: Respecting human dignity enhances employee morale, reduces turnover, and builds trust,
aligning with OB’s goal of achieving human objectives.

Promoting Mutual Interest

Core Principle: The mutuality of interest concept underscores that organizations and employees
depend on each other. Ethical OB practices promote collaboration to achieve shared goals, ensuring
neither party exploits the other.

Application: Managers should design policies that balance organizational needs (e.g., profitability)
with employee well-being (e.g., work-life balance). For instance, offering flexible work hours or
professional development programs demonstrates a commitment to mutual benefit.

Impact: Ethical alignment of interests fosters loyalty and commitment, reducing conflicts and
enhancing organizational stability.

Transparency and Fairness

Core Principle: OB encourages rational thinking and evidence-based decision-making, which extend
to ethical transparency and fairness. Ethical OB practices ensure decisions are made openly, with
clear justification, and without bias or favoritism.

Application: Managers can use OB’s cause-and-effect relationship to investigate issues (e.g.,
allegations of unfair promotions) and address them transparently. Performance evaluations should
be based on objective criteria, informed by OB’s multidisciplinary techniques, to ensure equity.
Impact: Transparent and fair practices build employee trust, reduce perceptions of injustice, and
enhance organizational goodwill, as highlighted in OB's significance.




Non-Exploitative Practices

Core Principle: OB rejects manipulative or coercive management approaches, such as those seen in
the autocratic model, which rely on power and penalties. Ethical OB promotes supportive, collegial,
and system models that empower employees and foster intrinsic motivation.

Application: Managers should avoid practices that prioritize short-term gains over employee well-
being, such as excessive workloads or unrealistic targets. Instead, OB’s supportive model encourages
leadership that inspires employees to grow and contribute willingly.

Impact: Non-exploitative practices lead to higher job satisfaction, better mental health, and
sustained productivity, aligning with OB’s goal of benefiting both individuals and organizations.

Alignment with Moral and Value Systems

Core Principle: OB’s holistic concept integrates individual, group, and organizational behaviour
within broader social systems, including moral and ethical values. Ethical OB ensures that
organizational practices align with societal expectations and legal standards.

Application: Managers must ensure policies comply with labor laws, diversity standards, and cultural
sensitivities, as influenced by OB’s environmental component (e.g., legal and cultural factors). For
example, OB’s social systems perspective encourages inclusive practices that respect diverse
employee backgrounds.

Impact: Ethical alignment enhances organizational reputation, attracts talent, and ensures long-term
sustainability by meeting societal expectations.

Practical Examples

Ethical Dilemma Resolution: If a manager faces pressure to overlook an employee’s unethical
behaviour (e.g., falsifying reports), OB’s rational thinking encourages a fair investigation, respecting
human dignity and transparency.

Workplace Policies: Implementing anti-discrimination policies, informed by OB’s group behaviour
scope, ensures fairness and fosters an inclusive culture.

Employee Engagement: Using OB’s system model, managers can create a shared vision that aligns
with ethical values, inspiring employees to work passionately without coercion.

Chapter 2
Perception: Individual perception, Definition and importance, perceptual process
and errors, types of perception, perceptual organization and factors influencing
perception.

Topics to be covered-

Perception

Definition and importance

Perceptual process and errors

Types of perception

Perceptual organization and factors influencing perception.

Meaning and Definition of Perception
Perception is the process by which individuals receive, select, organize, and interpret sensory
information to form a meaningful understanding of their environment.

Definition: Perception is a cognitive process where sensory stimuli (e.g., sights, sounds) are filtered
and interpreted based on an individual’s experiences, beliefs, attitudes, and expectations, creating a
subjective reality.




Key Aspects:

o Involves sensory input through organs like eyes, ears, and skin.

o Differs from sensation, which is the raw detection of stimuli; perception adds meaning to these
stimuli.

o Shapes how employees interpret workplace events, such as instructions, feedback, or
organizational changes.

Stimulation —» Transduction —— Sensation —— Perception

> (0 g S
Light waves Neural signals

Role in OB: Perception influences attitudes, decision-making, and behaviors in organizations, as it
determines how individuals view their roles, colleagues, and management.

Definitions by Scholars:

Stephen Robbins: “Perception may be defined as a process by which individuals organise and
interpret their sensory impressions in order to give meaning to their environment.”

Fred Luthans: “Perception is a process by which an individual selects, organises and interprets stimuli
into a meaningful and coherent picture of the world.”

Udai Pareek: “Perception can be defined as the process of receiving, selecting, organising,
interpreting, checking and reacting to sensory stimuli or data.”

Nature/Characteristics of Perception

Perception is a complex, subjective, and dynamic process with distinct characteristics:

Subjective Process: Perceptions vary among individuals due to differences in experiences, values,
and biases, even when exposed to the same stimuli.

Selective Process: Individuals focus on specific stimuli relevant to their needs or interests, ignoring
others (e.g., noticing a manager’s praise over background noise).

Organized Interpretation: The brain organizes sensory data into meaningful patterns using principles
like grouping or figure-ground distinction.

Continuous and Dynamic: Perception is an ongoing process, constantly adapting to new information
or environmental changes.

Context-Dependent: Situational factors, such as workplace culture, stress, or time, influence how
stimuli are interpreted.

Cognitive and Psychological: Involves mental processing, shaped by emotions, attitudes, and
expectations.

Unique to Individuals: No two people perceive the same event identically due to personal
differences.

Sensation

The physical process during which our sensory organs-those involved with hearing and taste, for
example- respond to external stimuli is called sensation.




Sensation Perception
The process of receiving information through your | The process of interpreting the information
senses, which can be interpreted by your brain. received by the sensation process.

The source is the stimuli received by your senses | The source is the information sent to the brain
through sensation

Sensation results in raw information from your | Perception results in meaning of that
senses information

Sensation is a general biological process Perception is a more psychological process
because information that is already stored within
your brain affects the outcome

Sensation is simple mental process. Perception is comparatively a complex process.
By sensation the person just becomes cautious of | By perception, he drives meaning of the stimulus.
the quality of the stimulus.
Sensation is the pickup of information by our | Perception is the interpretation of what is
sensory organs. sensed.

Importance of Perception

Perception plays a pivotal role in organizational behaviour, affecting various aspects of workplace functioning.

o Shapes Attitudes and Behaviours: Employees’ perceptions of fairness, leadership, or job roles
influence their motivation, job satisfaction, and performance.

o Facilitates Decision-Making: Accurate perceptions lead to informed decisions, while misperceptions
can result in errors (e.g., misjudging a colleague’s intentions).

e Enhances Communication: Understanding others’ perceptions improves clarity and reduces
misunderstandings in interactions.

o Builds Relationships: Positive perceptions of colleagues or managers foster trust, collaboration, and
team cohesion.

o Affects Organizational Culture: Shared perceptions define workplace norms, impacting morale,
productivity, and organizational identity.

¢ Influences Conflict Resolution: Perceptions of conflicts (e.g., as personal or professional) determine
how they are addressed.

o Drives Employee Engagement: Positive perceptions of organizational support enhance commitment
and reduce turnover.

Perceptual Process

The perceptual process transforms sensory input into meaningful interpretation through a series of stages.
Stage Description

Selection Filtering sensory stimuli based on attention, needs, interests, or expectations.
Selective attention prioritizes relevant stimuli (e.g., focusing on a manager’s
instructions during a meeting).

Organization Structuring selected stimuli into coherent patterns using principles like:
Figure-Ground: Distinguishing main objects from background (e.g., noticing a
speaker against a noisy room).

Grouping: Categorizing similar stimuli (e.g., grouping team members by roles).
Closure: Filling in missing information to form a complete image.

Interpretation Assigning meaning to organized stimuli based on experiences, beliefs, values, or
expectations, resulting in a subjective understanding.

Reaction/Behavior | Responding to the interpreted stimuli, which influences actions, attitudes, or
decisions (e.g., acting confidently after positive feedback).

10



Dynamic Interaction: The stages are interconnected, with feedback loops (e.g., interpretation
influencing future selection).

Example: An employee selects a manager’s tone, organizes it as friendly, interprets it as approval,
and reacts by increasing effort.

Factors Influencing Perception
Perception is shaped by three main categories of factors: perceiver, target, and situation.

Perceiver Characteristics

Needs and Motives: Current needs (e.g., hunger, career ambition) prioritize certain stimuli (e.g.,
noticing promotion opportunities).

Experience: Past experiences shape expectations (e.g., a previously criticized employee perceives
feedback negatively).

Values and Beliefs: Cultural or personal values influence interpretation (e.g., valuing teamwork leads
to positive perceptions of group tasks).

Personality: Traits like optimism or introversion affect perceptions (e.g., an optimist perceives
challenges as opportunities).

Attitudes: Positive or negative attitudes bias perceptions (e.g., a disengaged employee perceives
tasks as burdensome).

Expectations: Preconceived notions shape interpretations (e.g., expecting a strict manager leads to
negative perceptions).

Target Characteristics

Physical Appearance: Appearance influences perceptions (e.g., a well-dressed colleague is seen as
professional).

Verbal Communication: Word choice or tone shapes interpretations (e.g., a calm tone is perceived
as reassuring).

Non-Verbal Cues: Gestures, facial expressions, or body language affect perceptions (e.g., a smile is
seen as friendly).

Status or Role: Higher-status individuals (e.g., managers) are perceived differently than peers.
Novelty or Familiarity: Unique or familiar targets attract attention (e.g., a new policy stands out).
Contrast or Similarity: Targets that stand out or resemble known entities influence perceptions (e.g.,
a unique project draws focus).

Situational Characteristics

Physical Context: Workplace environment (e.g., office layout, noise) affects perceptions.

Social Context: Group dynamics or cultural norms shape interpretations (e.g., a supportive team
enhances positive perceptions).

Time: Timing of events influences perceptions (e.g., feedback during a crisis seems harsher).

Work Setting: Organizational culture or stress levels impact how stimuli are perceived (e.g., a high-
pressure setting amplifies negative perceptions).

Perceptual Errors or Distortion
Perceptual errors occur when inaccurate interpretations distort reality, leading to workplace
misunderstandings or biases.

Stereotyping: Judging individuals based on group characteristics, ignoring individual traits (e.g.,
assuming all engineers are analytical).

Halo Effect: Allowing one positive trait to influence overall perception (e.g., a punctual employee is
seen as highly competent in all areas).

Horn Effect: Opposite of halo effect, where one negative trait overshadows others (e.g., a single error
labels an employee as unreliable).

11



Selective Perception: Focusing only on stimuli that align with beliefs or interests, ignoring others
(e.g., noticing only positive feedback).

Projection: Attributing one’s own feelings or traits to others (e.g., an insecure manager assumes
employees doubt their leadership).

Contrast Effect: Comparing individuals to others, skewing perceptions (e.g., rating an average
employee poorly after a star performer).

Primacy Effect: Overemphasizing first impressions (e.g., a strong interview start overshadows later
weaknesses).

Recency Effect: Overemphasizing recent events (e.g., recent good performance overshadows past
inconsistencies).

Perceptual Defence: Subconsciously ignoring threatening stimuli to protect self-esteem (e.g.,
dismissing valid criticism).

Attribution Error: Misjudging the cause of behavior (e.g., assuming an employee’s tardiness is due
to laziness rather than external factors).

Managing Perception in Organizations
Effective perception management minimizes errors and fosters positive, accurate perceptions in the
workplace.

Clear and Transparent Communication: Provide accurate information to reduce misinterpretations
(e.g., clearly explaining policy changes).

Regular Feedback: Offer constructive feedback to correct misperceptions (e.g., addressing an
employee’s incorrect view of their performance).

Training and Awareness Programs: Educate employees on perceptual biases (e.g., workshops on
avoiding stereotyping or halo effect).

Diverse Interactions: Encourage cross-cultural or cross-departmental collaboration to broaden
perspectives and reduce biases.

Objective Evaluation Systems: Use standardized criteria for performance appraisals to minimize
errors like contrast or primacy effects.

Positive Work Environment: Foster trust, openness, and support to shape positive perceptions of
leadership and organizational practices.

Encourage Open Dialogue: Create platforms for employees to voice concerns, clarifying
misperceptions (e.g., town hall meetings).

Cultural Sensitivity: Promote awareness of cultural influences on perception to enhance inclusivity.
Example: A manager conducts perception-awareness training to reduce stereotyping, ensuring fair
treatment and aligning team perceptions with organizational goals.

Chapter 3
Learning: Meaning and components of learning process, learning theories and
principles of learning, contingencies and schedules of reinforcement.

LEARNING
Topics to be covered-

Learning

Meaning and components of learning process
Learning theories and principles of learning
Contingencies and schedules of reinforcement
Meaning and Definition of Learning

Learning is a relatively permanent change in behaviour, knowledge, skills, or attitudes resulting from
experience, practice, or training, enabling individuals to adapt to their environment.
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Definition: Learning is a dynamic cognitive and behavioural process where individuals acquire,

modify, or reinforce capabilities through direct experiences (e.g., training), observation, or

interaction with their environment. It involves processing information, storing it in memory, and
applying it in relevant contexts, leading to lasting changes.

Key Aspects:

o Change-Oriented: Learning manifests as observable changes (e.g., improved task performance)
or internal shifts (e.g., new perspectives), distinguishing it from temporary states like mood
swings.

o Experience-Driven: Requires interaction with stimuli, such as formal training, on-the-job practice,
or social observation, unlike innate behaviours.

o Relatively Permanent: Changes endure over time, supported by reinforcement, unlike fleeting
effects of fatigue or drugs.

o Individual and Organizational: Applies to employees (e.g., learning new skills) and organizations
(e.g., adopting new processes), fostering adaptability and growth.

o Purposeful: Often directed toward specific goals, such as mastering a job role or solving
workplace problems.

e Role in OB: Learning is foundational to organizational behaviour, enabling employees to acquire
skills, adapt to changes (e.g., technological advancements), and enhance performance. It
supports employee development, fosters innovation, and aligns individual capabilities with
organizational objectives, contributing to overall effectiveness.

Definitions by Scholars:

E.R. Hilgard: “Learning is a relatively permanent change in behaviour that occurs as a result of prior
experience.” (Emphasizes experiential basis and behavioural outcomes.)

Stephen Robbins: “Learning is any relatively permanent change in behaviour that occurs as a result
of experience.” (Highlights behavioural change in organizational contexts.)

Munn: “Learning is the process of modification of behaviour through experience.” (Focuses on
behaviour modification as a core outcome.)

B.F. Skinner: “Learning is a process of progressive behaviour adaptation.” (Stresses gradual
adaptation through environmental interaction.)

Nature/Characteristics of Learning
Learning is a multifaceted, dynamic process with distinct characteristics that shape its application in
organizations.

Change in Behaviour or Knowledge: Learning results in modified behaviours (e.g., improved
customer service skills) or enhanced knowledge (e.g., understanding company policies), reflecting
cognitive or practical growth.

Based on Experience: Requires direct experiences (e.g., hands-on training) or indirect ones (e.g.,
observing a colleague), distinguishing learning from innate reflexes.

Relatively Permanent: Learned changes are enduring, supported by practice or reinforcement,
unlike temporary states caused by external factors like stress.

Continuous Process: Learning is lifelong, occurring in formal (e.g., workshops) and informal (e.g.,
workplace interactions) settings, adapting to new challenges.

Universal Process: Applicable to all individuals, regardless of age, role, or context, and extends to
organizations through collective learning (e.g., process improvements).

Goal-Oriented: Directed toward specific objectives, such as skill acquisition, career advancement, or
organizational efficiency, aligning with employee and employer needs.
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Active or Passive: Can occur actively through deliberate effort (e.g., studying manuals) or passively
through exposure (e.g., absorbing team norms).

Influenced by Individual Differences: Varies due to personal factors like motivation, intelligence, or
prior knowledge, affecting learning pace and outcomes.

Cumulative: Builds on previous learning, creating a foundation for advanced skills or knowledge (e.g.,
basic computer skills enable learning complex software).

Importance of Learning

Learning is critical in organizational settings, driving individual growth, organizational adaptability, and
competitive advantage.

Skill Development: Equips employees with technical, interpersonal, or managerial skills (e.g.,
learning CRM software), enhancing job competence.

Adaptability to Change: Enables employees to navigate organizational changes, such as new
technologies, policies, or market demands, ensuring resilience.

Increased Productivity: Improved skills and knowledge lead to efficient task execution, reducing
errors and boosting output (e.g., faster order processing after training).

Employee Motivation and Engagement: Learning opportunities (e.g., professional development
programs) increase job satisfaction, morale, and commitment, reducing turnover.

Fosters Innovation and Creativity: Encourages employees to generate new ideas or solutions (e.g.,
process improvements), driving organizational competitiveness.

Career Growth and Development: Provides pathways for promotions or role transitions, aligning
individual aspirations with organizational needs.

Organizational Development: Aligns employee capabilities with strategic goals (e.g., training for
digital transformation), ensuring long-term success.

Error Reduction and Quality Improvement: Learned knowledge minimizes mistakes (e.g., proper
equipment handling), enhancing product or service quality.

Team Collaboration: Shared learning experiences (e.g., group training) strengthen team dynamics
and communication, fostering cohesion.

Cultural Alignment: Learning organizational values and norms shapes employee behaviour,
reinforcing a positive workplace culture.

Learning Process
The learning process is a structured sequence of steps through which individuals acquire and apply new
behaviours or knowledge.

Stage Description

Stimulus An external (e.g., training session) or internal (e.g., curiosity) trigger initiates
learning, capturing the learner’s attention.

Attention The learner focuses on the stimulus, filtering out irrelevant information (e.g.,
concentrating on a trainer’s instructions).

Perception The stimulus is interpreted based on prior knowledge, experiences, or expectations,
forming a mental representation (e.g., understanding a new process).

Motivation Internal drives (e.g., career goals) or external incentives (e.g., bonuses)

encourage engagement with the learning task.

Learning/Acquisition

The learner acquires new knowledge or skills through practice, repetition, or
instruction (e.g., mastering a software tool).

Retention

Learned information is stored in memory for future use, strengthened by
reinforcement or repetition.
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Recall The learner retrieves stored knowledge or skills when needed (e.g., applying

training during a task).

Generalisation Learned behaviour is applied to similar but new situations (e.g., using problem-

solving skills across projects).

Performance The learner demonstrates the learned behaviour or knowledge, reflecting the

learning outcome (e.g., improved task efficiency).

Feedback Responses from the environment (e.g., manager’s feedback, task outcomes)

reinforce, correct, or refine the learned behaviour.

Dynamic and Cyclical: The stages interact continuously, with feedback influencing future stimuli and
learning cycles, ensuring ongoing improvement.

Example: An employee attends a customer service training (stimulus), focuses on key techniques
(attention), interprets them as relevant (perception), is motivated by career advancement, acquires
skills through role-plays (acquisition), retains techniques, recalls them during customer interactions,
applies them to new scenarios (generalisation), performs effectively, and adjusts based on customer
feedback.

Factors Influencing Learning
Learning effectiveness is shaped by factors related to the learner, environment, and learning material,
each requiring careful consideration in organizational settings.

Learner-Related Factors

Motivation: Intrinsic (e.g., personal growth) or extrinsic (e.g., rewards) motivation drives
engagement and persistence in learning.

Intelligence and Cognitive Ability: Higher cognitive capacity enhances comprehension and retention
of complex material.

Previous Knowledge and Experience: Existing knowledge provides a foundation, facilitating faster
learning (e.g., prior Excel skills aid advanced spreadsheet training).

Interest and Attitude: Genuine interest or positive attitudes toward the subject increase
engagement and reduce resistance.

Physical and Mental Health: Good health supports concentration, memory, and stamina, while stress
or illness hinders learning.

Self-Confidence: Belief in one’s ability to learn encourages effort and resilience.

Learning Style: Preferences (e.g., visual, auditory, kinesthetic) affect how effectively material is absorbed.

Environmental Factors

Learning Environment: A conducive setting (e.g., quiet, well-lit training room) minimizes distractions
and enhances focus.

Trainer’s Effectiveness: Skilled instructors with clear communication and engaging methods improve
comprehension and motivation.

Organizational Culture: A culture valuing continuous learning encourages employees to embrace
training opportunities.

Feedback Mechanism: Timely, constructive feedback reinforces correct behaviours and corrects
errors, sustaining learning momentum.

Resources and Facilities: Access to tools (e.g., computers, training manuals) and infrastructure
supports effective learning.

Social Support: Encouragement from peers or supervisors fosters a collaborative learning
atmosphere.

15



Learning Material Factors

Relevance to Job Role: Content aligned with employees’ tasks (e.g., sales training for salespeople)
increases engagement and applicability.

Complexity and Clarity: Material should be appropriately challenging, avoiding oversimplification or
overwhelming difficulty, and clearly structured.

Presentation Method: Interactive, varied methods (e.g., videos, hands-on activities) enhance
understanding and retention.

Repetition and Practice Opportunities: Repeated exposure and practice (e.g., simulations)
strengthen memory and skill mastery.

Sequencing: Logical progression from simple to complex topics aids comprehension and builds
confidence.

Theories of Learning

Learning theories provide frameworks for understanding how individuals acquire knowledge and
behaviors, guiding organizational training strategies.

1. Classical Conditioning (lvan Pavlov):

o Concept: Learning through association, where a neutral stimulus becomes linked with an
unconditioned stimulus to elicit a conditioned response.
o Process:
* Unconditioned Stimulus (UCS): Naturally triggers a response (e.g., food causes salivation).
* Unconditioned Response (UCR): Natural reaction to UCS (e.g., salivation).
= Neutral Stimulus (NS): Initially neutral (e.g., bell), paired with UCS.
» Conditioned Stimulus (CS): NS becomes CS after association (e.g., bell triggers response).
= Conditioned Response (CR): Learned response to CS (e.g., salivation to bell).
o Key Features: Emphasizes automatic, involuntary responses and stimulus-response associations.
o Application in OB: Used to create positive workplace associations (e.g., associating a chime with
break time to reduce stress or linking praise with motivation).
o Example: Employees associate a manager’s encouraging tone (CS) with job satisfaction (CR) after
repeated pairing with rewards like bonuses (UCS).
Operant Conditioning (B.F. Skinner):
o Concept: Learning through consequences, where behaviours are shaped by rewards
(reinforcement) or punishments, emphasizing voluntary actions.
o Types of Consequences:
» Positive Reinforcement: Adding a reward to increase behaviour (e.g., bonus for meeting sales
targets strengthens performance).
» Negative Reinforcement: Removing an aversive stimulus to increase behaviour (e.g.,
reducing micromanagement after consistent performance).
* Positive Punishment: Adding an aversive stimulus to decrease behaviour (e.g., verbal warning
for tardiness).
= Negative Punishment: Removing a reward to decrease behaviour (e.g., withholding a
privilege for missing deadlines).
o Key Features: Focuses on consequences shaping behaviour, with reinforcement being more
effective than punishment for long-term change.
o Application in OB: Used to design incentive systems, performance management, and disciplinary
policies to encourage desired behaviours.
o Example: Offering a day off (positive reinforcement) for completing a project early increases
timely submissions, while a written warning (positive punishment) reduces tardiness.
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Cognitive Learning Theory (Edward Tolman):

o Concept: Learning occurs through mental processes, such as understanding relationships,
forming cognitive maps, or gaining insights, without immediate behavioural change.

o Key ldeas:
= Latent Learning: Learning occurs without immediate reward, revealed later (e.g., learning

office layouts through exploration).
* Insight Learning: Sudden understanding or problem-solving (e.g., realizing a new approach to
a task).

» Cognitive Maps: Mental representations of environments or processes guide behaviour.

o Key Features: Emphasizes internal processing, problem-solving, and understanding over external stimuli.

o Application in OB: Encourages critical thinking, problem-solving, and strategic training (e.g., case
studies for managerial decision-making).

o Example: An employee observes workflows (latent learning), later applying insights to streamline
a process during a project, demonstrating cognitive understanding.

Social Learning Theory (Albert Bandura):

o Concept: Learning occurs through observation, imitation, and modelling, without direct
experience, emphasizing social influences.

o Key Processes:
= Attention: Observing the model’s behaviour (e.g., watching a colleague’s presentation).
» Retention: Remembering the observed behaviour for later use.
= Reproduction: Replicating the behaviour when capable (e.g., mimicking presentation style).
= Motivation: Incentive to imitate, such as rewards, social approval, or observed success.

o Key Features: Highlights the role of role models, peer learning, and social context in shaping
behaviour.

o Application in OB: Used in mentorship programs, onboarding, and team training, where
employees learn by observing experienced colleagues.

o Example: A new employee observes a senior’s effective customer handling (attention),
remembers the techniques (retention), practices them (reproduction), and is motivated by praise
(motivation) to adopt the behaviour.

Types of Learning
Learning manifests in various forms, each with specific applications in organizational contexts.

Motor Learning: Acquiring physical skills through practice and repetition (e.g., operating machinery,
typing, or assembling products). Requires coordination and muscle memory.

Verbal Learning: Gaining knowledge through language, such as spoken or written communication
(e.g., learning company policies, technical terminology, or negotiation skills).

Concept Learning: Understanding abstract ideas or categories (e.g., grasping marketing strategies,
organizational values, or financial principles), enabling application in varied contexts.
Problem-Solving Learning: Developing solutions through reasoning, analysis, or trial-and-error (e.g.,
resolving customer complaints, optimizing workflows), fostering critical thinking.

Attitude Learning: Forming or modifying attitudes through experiences or persuasion (e.g., adopting
a customer-centric mindset or embracing diversity), influencing behaviour.

Perceptual Learning: Improving the ability to interpret sensory information accurately (e.g.,
recognizing subtle customer cues, identifying equipment malfunctions).

Social Learning: Acquiring behaviours, skills, or attitudes through observation and interaction (e.g.,
learning teamwork, leadership, or ethical conduct from colleagues).

Incidental Learning: Unintentional learning from unplanned experiences (e.g., learning negotiation
skills during an impromptu meeting or cultural norms through workplace interactions).
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