
 

MANAGEMENT &

ORGANISATIONAL 

BEHAVIOUR
NINTH EDITION

LAURIE J. MULLINS

With Gill Christy

Principal Lecturer in the Department of Human Resource and Marketing 

Management at the University of Portsmouth Business School



 

vii

Contents in detail ix

Management in the news and case studies xv

About this book xix

Guided tour of the book xxii

Guided tour of MyManagementLab xxv

In acknowledgement and appreciation xxvii

Publisher’s acknowledgements xxviii

Part 1 THE ORGANISATIONAL SETTING 1

Chapter 1 The Nature of Organisational Behaviour 2

Chapter 2 Approaches to Organisation and Management 41

Chapter 3 The Nature and Context of Organisations 77

Part 2 THE INDIVIDUAL 127

Chapter 4 Individual Differences and Diversity 128

Chapter 5 The Nature of Learning 171

Chapter 6 Perception and Communication 208

Chapter 7 Work Motivation and Job Satisfaction 252

Part 3 GROUPS, TEAMS AND LEADERSHIP 305

Chapter 8 The Nature of Work Groups and Teams 306

Chapter 9 Working in Groups and Teams 341

Chapter 10 The Nature of Leadership 372

Part 4 THE NATURE OF MANAGEMENT 423

Chapter 11 The Role of the Manager 424

Chapter 12 Managerial Behaviour and Effectiveness 456

Chapter 13 Human Resource Management 493

Part 5 STRUCTURES OF ORGANISATION 541

Chapter 14 Organisation Strategy and Structure 542

Chapter 15 Patterns of Structure and Work Organisation 585

Chapter 16 Technology and Organisations 621

Part 6 ORGANISATION MANAGEMENT 663

Chapter 17 Organisational Control and Power 664

Chapter 18 Corporate Responsibility and Ethics 704

Chapter 19 Organisation Culture and Change 736

Chapter 20 Organisational Performance and Effectiveness 775

Conclusion 819

Glossary 822

Index 835

CONTENTS IN BRIEF



 

ix

CONTENTS IN DETAIL

Management in the news and case studies xv

About this book xix

Guided tour of the book xxii

Guided tour of MyManagementLab xxv

In acknowledgement and appreciation xxvii

Publisher’s acknowledgements xxviii

Part 1

THE ORGANISATIONAL SETTING

1 The Nature of Organisational Behaviour 2

The meaning of organisational behaviour 3

The study of organisational behaviour 3

A framework of study 4

Influences on behaviour 6

A multidisciplinary approach 8

Organisational metaphors 9

Orientations to work and the work ethic 10

Management as an integrating activity 12

The psychological contract 14

Organisational practices 18

The Peter Principle 18

Parkinson’s Law 19

The changing world of work organisations 20

Globalisation and the international context 22

A cross-cultural approach to management 24

Is organisational behaviour culture-bound? 26

Five dimensions of culture: the contribution of Hofstede 27

Cultural diversity: the contribution of Trompenaars 28

Emerging frameworks for understanding culture 31

Convergence or culture-specific organisational 

behaviour 31

The importance of organisational behaviour 32

Synopsis 32

Review and discussion questions 33

Management in the news: A melting pot for forging

success 34

Assignments 1 and 2 35

Personal awareness and skills exercise 35

Case study: Virgin Atlantic and Ryanair 36

Notes and references 39

2 Approaches to Organisation and

Management 41

Theory of management 42

Developments in management and organisational

behaviour 42

The classical approach 43

Scientific management 45

Relevance of scientific management 47

Bureaucracy 49

Criticisms of bureaucracy 50

Evaluation of bureaucracy 51

Structuralism 53

The human relations approach 53

Evaluation of the human relations approach 55

Neo-human relations 56

The systems approach 57

The contingency approach 59

Other approaches to the study of organisations 59

The decision-making approach 59

Social action 61

A number of approaches 62

Postmodernism 64

Relevance to management and organisational 

behaviour 65

Towards a scientific value approach? 67

Benefits to the manager 67

Synopsis 68

Review and discussion questions 69

Management in the news: The story of the 

middleman 70

Assignment 71

Personal awareness and skills exercise 72

Case study: Dell Computers: the world at your 

fingertips 72

Notes and references 74

3 The Nature and Context of 

Organisations 77

Perspectives of the organisation 78

The formal organisation 79

Basic components of an organisation 80

Private and public sector organisations 82

Social enterprise organisations 83

Production and service organisations 84

Types of authority and organisations 86

The classification of organisations 86

The organisation as an open system 88

Interactions with the environment 90

The comparative study of organisations 92

The analysis of work organisations 92

Contingency models of organisation 94

The informal organisation 94

Organisational conflict 96



 

CONTENTS IN DETAIL

x

Contrasting views of conflict 97

Positive and negative outcomes 98

The sources of conflict 99

Strategies for managing conflict 101

Organisational stress 103

Is stress necessarily to be avoided? 104

Causes of stress 105

Coping with stress 106

The work/life balance 109

The organisation of the future 111

Synopsis 113

Review and discussion questions 113

Management in the news: Watch out for 

an epidemic of petty fraud 114

Assignments 1 and 2 115

Personal awareness and skills exercise 116

Case study: Grameen Bank: a case of applied 

business ethics 117

Notes and references 119

Academic viewpoint 121

Part 1 Case study

Cadbury: organisation, culture and history 122

Part 2

THE INDIVIDUAL

4 Individual Differences and Diversity 128

The recognition of individuality 129

How do individuals differ? 129

Personality 130

Nomothetic and idiographic approaches 130

Nomothetic personality theories 133

Idiographic theoretical approaches 135

Complementary approaches 136

Applications within the work organisation 138

Emotions at work 139

Type A and Type B personalities 140

Ability 141

Emotional intelligence (EI) 144

Attitudes 145

Attitude change 148

Testing and assessment 149

Diversity management 151

The business case for diversity 153

Diversity training 157

Top performing organisations 158

Criticisms and limitations 160

Diversity, gender and organisations 161

Synopsis 162

Review and discussion questions 163

Management in the news: The Apprentice, 

week nine 163

Assignment 164

Personal awareness and skills exercise 165

Case study: B&Q: the business case for diversity 166

Notes and references 168

5 The Nature of Learning 171

The meaning and nature of learning 172

Organisations and the management of learning 175

How do people learn? 176

Behaviourism 177

Operant conditioning 178

Social learning 181

Limitations of the behavioural theories 181

Cognitive theories 182

Learning styles 182

Knowledge management 187

Emerging technologies and learning 190

Problems of managing knowledge 192

Creativity 193

Facilitating learning 196

Learning theory applied to study skills 198

Applications of learning theory to organisations 199

Synopsis 199

Review and discussion questions 200

Management in the news: UK follows Dutch 

example with site simulations 200

Assignments 1 and 2 201

Personal awareness and skills exercise 202

Case study: VSO 203

Notes and references 205

6 Perception and Communication 208

The perceptual process 209

Selectivity in attention and perception 209

Internal factors 212

Cultural differences 214

External factors 217

Organisation and arrangement of stimuli 218

Perceptual illusions 221

Selection and attention 222

Organisation and judgement 223

Connection of the conscious, unconscious and

physiology 225

Perceiving other people 226

Non-verbal communication and body language 230

Interpersonal communications 231

Neuro-linguistic programming (NLP) 234

Transactional analysis (TA) 235

Attribution theory 237

Perceptual distortions and errors 239

Stereotyping 239

The halo effect 240

Perceptual defence 241

Projection 241

Self-fulfilling prophecy 241

Understanding the organisational process 242

Synopsis 243

Review and discussion questions 244



 

CONTENTS IN DETAIL

xi

Management in the news: How to be happy in life: 

let out your anger 245

Assignments 1 and 2 246

Personal awareness and skills exercise 247

Case study: Behavioural economics 248

Notes and references 250

7 Work Motivation and Job Satisfaction 252

The meaning of motivation 253

Needs and expectations at work 254

Money as a motivator 255

Broader intrinsic motivation 256

Frustration-induced behaviour 257

Theories of motivation 259

Content theories of motivation 260

Maslow’s hierarchy of needs theory 260

Alderfer’s modified need hierarchy model 264

Herzberg’s two-factor theory 265

McClelland’s achievement motivation theory 267

Process theories of motivation 268

Vroom’s expectancy theory 269

The Porter and Lawler expectancy model 271

Lawler’s revised expectancy model 273

Implications for managers of expectancy theories 274

Equity theory of motivation 275

Goal theory 276

Attribution theory 278

Relevance today for the manager 278

Organisational behaviour modification 278

The motivation of knowledge workers 280

Cross-cultural dimensions of motivation 281

Job satisfaction 282

Alienation at work 285

A comprehensive model of job enrichment 285

Contextual factors in job design 289

Synopsis 289

Review and discussion questions 290

Management in the news: Top marks for the best

employee awards 291

Assignments 1 and 2 292

Personal awareness and skills exercise 292

Case study: Don’t get mad, get on-line! 293

Notes and references 296

Academic viewpoint 298

Part 2 Case study

Philanthropy: the resurgence of personal social

responsibility? 299

Part 3

GROUPS, TEAMS AND LEADERSHIP

8 The Nature of Work Groups and Teams 306

The meaning and importance of groups and teams 307

Differences between groups and teams 307

Group values and norms 309

Formal and informal groups 311

Reasons for formation of groups or teams 313

Group cohesiveness and performance 314

Membership 314

Work environment 316

Organisational 317

Group development and maturity 317

Social identity theory 319

Potential disadvantages of strong, cohesive 

groups 320

Characteristics of an effective work group 321

The effects of technology 321

Virtual teams 322

Role relationships 326

Role conflict 328

The importance of teamwork 331

Synopsis 333

Review and discussion questions 334

Management in the news: Dragon boat racing on 

the Thames 335

Assignments 1 and 2 336

Personal awareness and skills exercise 336

Case study: Mumbai’s dabbawalahs: a world-class

quality service 337

Notes and references 339

9 Working in Groups and Teams 341

Interactions among members 342

Belbin’s team roles 342

Patterns of communication 344

Analysis of individual behaviour 347

Sociometry 347

Interaction analysis 349

Frameworks of behavioural analysis 350

Balance between the team and the individual 351

Individual compared with group or team 

performance 353

Brainstorming 355

Quality circles 357

Group dynamics 358

Self-managed work groups 360

Building successful teams 361

Synopsis 364

Review and discussion questions 365

Management in the news: Falling down 366

Assignments 1 and 2 366

Personal awareness and skills exercise 367

Case study: Top Gear 368

Notes and references 370

10 The Nature of Leadership 372

The meaning of leadership 373

Leadership or management? 373

Approaches to leadership 375

The qualities or traits approach 375



 

CONTENTS IN DETAIL

xii

The functional (or group) approach 377

Action-centred leadership 378

Leadership as a behavioural category 379

Styles of leadership 380

Continuum of leadership behaviour 381

Contingency theories of leadership 383

Fiedler’s contingency model 384

Vroom and Yetton contingency model 386

The Vroom and Jago revised decision model 387

Path–goal theory 387

Readiness of the followers or group 389

Transformational leadership 391

Inspirational or visionary leadership 392

Leadership and innovation 396

The leadership relationship 397

Leadership effectiveness 399

Cross-cultural dimensions of leadership 401

Leadership development 402

No one best form of leadership 404

Leaders of the future 405

Synopsis 406

Review and discussion questions 407

Management in the news: Managing the mood 

is crucial 407

Assignments 1 and 2 408

Personal awareness and skills exercise 409

Case study: Being Apple: Steve Jobs 411

Notes and references 413

Academic viewpoint 416

Part 3 Case study

The Eden Project 417

Part 4

THE NATURE OF MANAGEMENT

11 The Role of the Manager 424

The meaning of management 425

The process of management 428

Principles of management 429

Management as a social process 431

The tasks and contribution of a manager 432

Essential nature of managerial work 433

Management in private enterprise and public 

sector organisations 435

The work of a manager 436

Managerial roles 437

Behaviour pattern of general managers 439

Determining what real managers do 440

Patterns of managerial work and behaviour 441

What great managers do 441

The attributes and qualities of a manager 442

The importance of management skills 443

The changing role of managers 446

Synopsis 448

Review and discussion questions 449

Management in the news: Science of managing 

monkeys 449

Assignments 1 and 2 450

Personal awareness and skills exercise 451

Case study: Stuck in the middle? 452

Notes and references 454

12 Managerial Behaviour and 

Effectiveness 456

The importance of managerial style 457

Theory X and Theory Y management 458

The Managerial/Leadership Grid® 461

Management systems 465

Management by objectives (MBO) 467

Managing with and through people 469

The nature of people at work 474

Managerial effectiveness 475

Measures of effectiveness 476

The Management Standards Centre 477

The 3-D model of managerial behaviour 478

The management of time 480

Synopsis 484

Review and discussion questions 485

Management in the news: When a packed diary 

betrays a busy fool 485

Assignment 486

Personal awareness and skills exercise 487

Case study: Effective management: a question 

of context? 488

Notes and references 491

13 Human Resource Management 493

The nature of human resource management 494

Human capital management 495

HRM policies, activities and functions 497

Organisation of the HRM function 498

Working in partnership with line managers 499

A strategic business partnering approach 501

The importance of HRM 502

Training and development 502

The management of training 504

E-learning 506

Investors in People 507

Talent management 509

Performance management (PM) 510

Methods of measurement and review 513

360° feedback and upward feedback 514

Benefits of performance management 515

Employee relations 519

Unitary and pluralistic perspectives 520

Regulating the employment contract 520

International dimensions of HRM 523

Effectiveness of the HRM function 525

Synopsis 527

Review and discussion questions 528



 

CONTENTS IN DETAIL

xiii

Management in the news: The carrot and stick 

approach 528

Assignment 529

Personal awareness and skills exercise 529

Case study: The changing role of HRM 531

Notes and references 533

Academic viewpoint 536

Part 4 Case study

Jamie Oliver: The Naked Manager? 537

Part 5

STRUCTURES OF ORGANISATION

14 Organisation Strategy and Structure 542

The importance of strategy 543

SWOT analysis 545

Organisational goals 546

Objectives and policy 549

Dimensions of organisation structure 551

The importance of good structure 552

Levels of organisation 553

Underlying features of organisation structure 555

Division of work 557

Centralisation and decentralisation 560

Principles of organisation 561

Span of control 562

The chain of command 563

The importance of the hierarchy 564

Formal organisational relationships 566

Project teams and matrix organisation 569

Effects of a deficient organisation structure 572

Organisation charts 573

Empowerment and control 574

Synopsis 576

Review and discussion questions 577

Management in the news: A taxing merger 577

Assignments 1 and 2 578

Personal awareness and skills exercise 579

Case study: Zara: a dedicated follower of fashion 580

Notes and references 582

15 Patterns of Structure and Work

Organisation 585

Variables influencing organisation structure 586

The contingency approach 586

Size of organisation 588

Technology 589

The Woodward study 589

Major dimensions of technology: the work 

of Perrow 593

Environment 594

The Burns and Stalker study 594

‘Mixed’ forms of organisation structure 595

The Lawrence and Lorsch study 597

Evaluation of the contingency approach 598

Contribution of contingency theory 600

Culture as a contingent factor 601

The changing face of the workplace 603

The demand for flexibility 605

The shamrock organisation 608

Structure and organisational behaviour 611

Synopsis 613

Review and discussion questions 614

Management in the news: Independents will 

always have their day 614

Assignments 1 and 2 615

Personal awareness and skills exercise 616

Case study: John Lewis, Waitrose and Ocado:

distinctively successful 616

Notes and references 619

16 Technology and Organisations 621

Peter Scott

Why study technology? 622

What do we mean by technology? 623

Approaches to technology and organisation 625

Decision-making processes 629

Involvement of HRM specialists and users of 

technology 632

Technology, work and organisational behaviour 634

Skill, work design and job quality 635

Centralisation versus decentralisation of control 636

Location of work 639

Nature of social interactions 642

The pace and intensity of work 643

The ‘digital divide’ and job security 644

Synopsis 645

Review and discussion questions 646

Management in the news: Should Twitter be 

confined to the marketing department? 647

Assignment 648

Personal awareness and skills exercise 648

Case study: Accessible technology: Tesco’s 

accessible website 649

Notes and references 651

Academic viewpoint 656

Part 5 Case study

Co-operatives 657

Part 6

ORGANISATION MANAGEMENT

17 Organisational Control and Power 664

The controversial nature of control 665

Expression of managerial behaviour 667

Elements of an organisational control system 668

Forms of control 669

Strategies of control in organisations 671



 

CONTENTS IN DETAIL

xiv

Characteristics of an effective control system 673

Power and management control 675

Perspectives of organisational power 676

Pluralistic approaches to power 678

The balance between order and flexibility 679

Behavioural factors in control systems 680

Financial and accounting systems of control 681

The concept of empowerment 683

The manager–subordinate relationship 684

Benefits of delegation 686

Reasons for lack of delegation 687

The art of delegation 688

A systematic approach to empowerment and 

delegation 689

Does empowerment deliver? 692

Synopsis 694

Review and discussion questions 695

Management in the news: The undercover boss 695

Assignment 697

Personal awareness and skills exercise 698

Case study: What you say is what you get . . .? 699

Notes and references 701

18 Corporate Responsibility and Ethics 704

Organisational ideologies and principles 705

Mission statements 707

The profit objective 709

The balanced scorecard 711

Corporate social responsibilities (CSRs) 712

Organisational stakeholders 714

The UN Global Compact 716

Values and ethics 717

Ethics and corporate social responsibility 718

Business ethics 721

Codes of business conduct (or ethics) 725

Synopsis 727

Review and discussion questions 728

Management in the news: Trade-offs in the 

moral maze 728

Assignments 1 and 2 729

Personal awareness and skills exercise 730

Case study: The Fairtrade Foundation 731

Notes and references 734

19 Organisation Culture and Change 736

Organisation development, culture and change 737

Organisational culture 739

Types of organisational culture 740

Influences on the development of culture 742

The cultural web 743

The importance of culture 744

Organisational climate 748

Employee commitment 749

The nature of organisational change 751

Planned organisational change 753

Resistance to change 756

The management of organisational change 759

Overcoming resistance to change 761

Synopsis 764

Review and discussion questions 765

Management in the news: The time is ripe for 

fresh ideas 765

Assignments 1 and 2 766

Personal awareness and skills exercise 769

Case study: Moving with the times 770

Notes and references 773

20 Organisational Performance and

Effectiveness 775

The nature of organisational effectiveness 776

The democratic enterprise 778

The learning organisation 779

Total quality management (TQM) 782

Business process re-engineering (BPR) 785

The importance of effective management 786

The meaning and nature of management 

development 787

Management development process 789

Continuing professional development (CPD) 791

The EFQM Excellence Model 792

Assessing organisational performance 794

A range of different criteria 796

Successful organisations and people 799

Employee engagement 800

The future of work and management 801

Synopsis 803

Review and discussion questions 804

Management in the news: How to manage 

the clever squad 804

Assignments 1 and 2 805

Personal awareness and skills exercise 807

Case study: Who says business is boring? 

M&S’s rollercoaster ride 808

Notes and references 811

Academic viewpoint 813

Part 6 Case study

Riverford Organic 814

Conclusion 819

Glossary 822

Index 835


