DQA 2

Chapter 3 (Question 1 - 5)

Chapter 4 (Question 6 - 10) 
SHORT ANSWER.  Write the word or phrase that best completes each statement or answers the question. 

1) 


Define and discuss the theory of cognitive dissonance.  

2) 


Discuss the three components of an attitude.  

3) 


What are the major causes of job satisfaction?  

ESSAY.  Write your answer in the space provided or on a separate sheet of paper. 

4) 


Discuss whether employee satisfaction is related to positive customer outcomes.  

5) 


Discuss cognitive dissonance theory. How do individuals seek consistency among their attitudes, and between their attitudes and their behavior?  

6) 


Describe what is meant by the terms "person-job fit" and "person-organization fit."  

7) 


Discuss the five value dimensions of national culture described by Hofstede. Explain where the United States ranks on each of the five dimensions.  

SHORT ANSWER.  Write the word or phrase that best completes each statement or answers the question. 

8) 


Identify and briefly describe the five key traits in the Big Five personality model.  

9) 


Discuss the importance of values.  

10) 


What is the Myers-Briggs Type Indicator (MBTI) and how might it be used by managers?  

1) 


Cognitive dissonance was proposed in the late 1950s by Leon Festinger. This theory sought to explain the linkage between attitudes and behavior. Dissonance means an inconsistency. Cognitive dissonance refers to any incompatibility that an individual might perceive between the two or more of his or her attitudes, or between his or her behavior and attitudes. Individuals will seek a stable state where there is a minimum of dissonance.  

2) 


The three components of an attitude are cognition, affect, and behavior. 

1)  The cognitive component is a value statement. 

2)  Affect is the emotional or feeling segment of an attitude. 

3)  The behavioral component of an attitude refers to an intention to behave in a certain way toward someone or something.  

3) 


The major job satisfaction facets are the work itself, pay, advancement opportunities, supervision, and coworkers. Enjoying the work itself is almost always the facet most strongly correlated with high levels of overall job satisfaction. Most people prefer work that is challenging and stimulating over work that is predictable and routine. For people who are poor or who live in poor countries, pay does correlate with job satisfaction and with overall happiness. But, once an individual reaches a level of comfortable living the relationship virtually disappears. Personality also plays a role in job satisfaction. Research has shown that people who have a negative personality (for example, those who tend to be grumpy, critical, and negative) are usually less satisfied with their jobs.  

4) 


The evidence indicates that satisfied employees increase customer satisfaction and loyalty. In service organizations, customer retention and defection are highly dependent on how front-line employees deal with customers. Satisfied employees are more likely to be friendly, upbeat, and responsive  which customers appreciate. And because satisfied employees are less prone to turnover, customers are more likely to encounter familiar faces and receive experienced service. These qualities build customer satisfaction and loyalty. Dissatisfied customers can increase an employee's job dissatisfaction. Employees who have regular contact with customers report that rude, thoughtless, or unreasonably demanding customers adversely effect the employees' job satisfaction.  

5) 


Cognitive dissonance refers to any incompatibility an individual might perceive between two or more attitudes, or between behavior and attitudes. Festinger argued that any form of inconsistency is uncomfortable, and that individuals will attempt to reduce the dissonance and, hence, the discomfort. They will seek a stable state, in which there is a minimum of dissonance.

Research has generally concluded that people seek consistency among their attitudes, and between their attitudes and their behavior. They do this by altering either the attitudes or the behavior, or by developing a rationalization for the discrepancy. They can deny that any clear causation between the attitude and the behavior has been established. They can brainwash themselves by continually articulating the benefits of the attitude or the behavior. They can acknowledge the negative consequences of the attitude or behavior but rationalize it. They can accept the research evidence and begin actively working to better the conditions. Or they can quit the attitude or the behavior because the dissonance is too great.  

6) 


The person-job fit theory was developed by John Holland. It is based on the notion of fit between an individual's personality characteristics and his or her occupational environment. The theory argues that satisfaction is highest and turnover lowest when personality and occupation are in agreement. The key points of this model are: (1) there do appear to be intrinsic differences in personality among individuals, (2) there are different types of jobs, and (3) people in job environments congruent with their personality types should be more satisfied and less likely to voluntarily resign than should people in incongruent jobs. 

The person-organization fit essentially argues that people are attracted to and selected by organizations that match their values, and leave organizations that are not compatible with their personalities. People with high extraversion, for example, fit better with aggressive and team-oriented cultures, while people with high agreeableness will match up better with a supportive organizational climate. Research on person-organization fit has also looked at people's values and whether they match the organization's culture. The fit of employees' values with the culture of their organization predicts job satisfaction, commitment to the organization, and low turnover.  

7) 


Geert Hofstede's framework analyzes variations among cultures. He found that managers and employees vary on five value dimensions of national culture. They are power distance, individualism/collectivism, masculinity/femininity, uncertainty avoidance, and long-term/short-term orientation. 

a)
Power distance is the degree to which people in a country accept that power in institutions and organizations is distributed unequally. 

b)
Individualism is the degree to which people in a county prefer to act as individuals rather than as members of groups. Collectivism is the equivalent of low individualism. 

c)
Masculinity/femininity is the degree to which the culture favors traditional masculine roles such as achievement, power, and control versus a culture that views men and women as equals. 

d)
The degree to which people in a country prefer structured over unstructured situations is uncertainty avoidance. 

e)
People in cultures with long-term orientations look to the future and value thrift and persistence. A short-term orientation values the past and present, and emphasizes respect for tradition and fulfilling social obligations. 

The United States scored low on power distance and uncertainty avoidance. The U.S. also ranks low in long-term orientation. The U.S. is in the middle ranks for masculinity/femininity. The U.S. is ranked highest on individualism.  

8) 


The five key traits in the Big Five personality model are extroversion, agreeableness, conscientiousness, emotional stability, and openness to experience. 

a)
Extroversion captures one's comfort level with relationships. 

b)
Agreeableness refers to an individual's propensity to defer to others. 

c)
Conscientiousness is a measure of reliability. 

d)
Emotional stability taps a person's ability to withstand stress. 

e)
Openness to experience addresses one's range of interests and fascination with novelty.  

9) 


Values are important to the study of organizational behavior because they lay the foundation for the understanding of attitudes and motivation and because they influence our perceptions. Individuals enter an organization with preconceived notions of what "ought" and what "ought not" to be. These notions are not value-free. They contain interpretations of right and wrong. Values cloud objectivity and rationality. Values generally influence attitudes and behavior.  

10) 


The Myers-Briggs Type Indicator (MBTI) is one of the most widely used personality frameworks. It is essentially a 100-question personality test that asks people how they usually feel or act in particular situations. On the basis of the answers individuals give to the test, they are classified as extroverted or introverted (E or I), sensing or intuitive (S or N), thinking or feeling (T or F), and perceiving or judging (P or J). These classifications are then combined into sixteen personality types. The MBTI has a place in training and development, since it can help employees to better understand themselves. It can also provide aid to teams by helping members better understand each other. 

