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FOREWORD

Since its establishment in 1976, Acharya Nagarjuna University has been
forging ahead in the path of progress and dynamism, offering a variety of courses
and research contributions. I am extremely happy that by gaining ‘A+’ grade from
the NAAC in the year 2024, Acharya Nagarjuna University is offering educational
opportunities at the UG, PG levels apart from research degrees to students from
over 221 affiliated colleges spread over the two districts of Guntur and Prakasam.

The University has also started the Centre for Distance Education in 2003-
04 with the aim of taking higher education to the door step of all the sectors of the
society. The centre will be a great help to those who cannot join in colleges, those
who cannot afford the exorbitant fees as regular students, and even to housewives
desirous of pursuing higher studies. Acharya Nagarjuna University has started
offering B.Sc., B.A., B.B.A., and B.Com courses at the Degree level and M.A.,
M.Com., M.Sc., M.B.A., and L.L.M., courses at the PG level from the academic
year 2003-2004 onwards.

To facilitate easier understanding by students studying through the distance
mode, these self-instruction materials have been prepared by eminent and
experienced teachers. The lessons have been drafted with great care and expertise
in the stipulated time by these teachers. Constructive ideas and scholarly
suggestions are welcome from students and teachers involved respectively. Such
ideas will be incorporated for the greater efficacy of this distance mode of
education. For clarification of doubts and feedback, weekly classes and contact

classes will be arranged at the UG and PG levels respectively.

It is my aim that students getting higher education through the Centre for
Distance Education should improve their qualification, have better employment
opportunities and in turn be part of country’s progress. It is my fond desire that in
the years to come, the Centre for Distance Education will go from strength to
strength in the form of new courses and by catering to larger number of people. My
congratulations to all the Directors, Academic Coordinators, Editors and Lesson-

writers of the Centre who have helped in these endeavors.

Prof. K. Gangadhara Rao
M.Tech., Ph.D.,
Vice-Chancellor I/'c
Acharya Nagarjuna University.




206TT26: BRGANISATIONAL BEHAVIOUR IN TOURISM
OBJECTIVES:

a. To Familiarize the students with the concepts of organizational behavior
b. To understand the students about the dynamics of O.B.
c. To enable the students to acquire managerial competencies and capabilities

Unit -1
INTRODUCTION TO ORGANIZATIONAL BEHAVIOR: Meaning, nature, and scope -
Key elements in O.B. - Challenges and opportunities for O.B in tourism - Contributing
disciplines to O.B. - 0.B. Model - Foundations of Individual behavior in Organization-
Values - Learning - Personality - Determinants of Personality - Perception - Implications of
Perception.
Learning outcome:

» Understand the basic concepts of OB and Personality Development

Unit - II
GLOBALIZATION: The impact of culture on Global Organizational behavior. Cultural
variations in tourism - Diversity - The Nature of Diversity - Reasons for the emergence of
Diversity - Managing Diversity - Approaches to Managing Diversity — Role of Media and
Technology in tourism Diversity — Creating and maintaining organizational culture.
Learning outcome:

» Aware of the culture and dynamics of global culture, and its impact on an

organization.

Unit - I1I
CONCEPT OF MOTIVATION: Theories of Motivation - Assumptions of human behavior.
MC Gregors Theory X and Theory Y. Maslow's hierarchy of needs theory - Herzberg's two-
factor theory. McClelland’s need theory - Vroom's and Porter and Lawler's expectancy
theory, motivation across the cultures in the tourism industry.
Learning outcome:

» Get theoretical knowledge on staff motivation.

Unit - IV
INTERPERSONAL BEHAVIOR: Transactional Analysis. Developing Interpersonal Skills
in Tourism &
Hospitality. Interactive & Interpersonal skills -The Johari Window. Group Dynamics -
Formation and Development of Groups - Group cohesiveness.
Learning outcome:

# Understand the transactional analysis in the case of interpersonal and group dynamics.

Unit -V
MANAGEMENT OF CHANGE: Nature of change — types of change- forces for change in
the organization- the change process- strategies to cope with the change- change management
in Tourism & Hospitality Industry.
Learning outcome:
» Know the nature of change, dynamics of change, and change management in an
organization.
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LESSON-1

INTRODUCTION TO ORGANIZATIONAL
BEHAVIOR

OBJECTIVES:
After studying this lesson, the learner will be able to:

Explain the concept and scope of Organigggional Behaviour

Analyse the relevance of Organizational Behaviour in tourism organisations
Distinguish individual, group, and organisational behaviour

Apply behavioural concepts to managerial practices in tourism

Evaluate the role of Organizational Behaviour in organisational effectiveness

1.1 INTRODUCTION TO ORGANIZATIONAL BEHAVIOR:

What is Organizational Behavior?

Meaning: Organizational Behavior (OB) is the study of how individuals, groups, and
structures impact behavior within an organization. It focuses on understanding and
improving workplace interactions, productivity, and job satisfaction. OB combines
knowledge from psychology, sociology, management, and other disciplines to analyze
human behavior in professional settings.

or

Organizational Behavior (OB) is a field of study that investigates the impact that
individuals, groups, and structures have on behavior within organizations. The goal of
OB is to apply this knowledge to improve organizational effectiveness. It is an
interdisciplinary field that draws from psychology, sociology, anthropology,
economics, and other disciplines to understand and predict human behavior in
organizational settings.

Key Concepts or Elements in Organizational Behavior:

l.Individuals in Organizations: Understanding employee motivation, attitudes, and
personality traits through below concepts .

» Personality and Individual Differences: Understanding how personal traits
influence behavior and performance.
Perception and Attribution: How individuals interpret their environment and
the behavior of others.
Motivation: The drives and forces that lead individuals to achieve goals.
Learning and Reinforcement: How individuals acquire new behaviors and
how reinforcement affects behavior.
2.Group Dynamics: Examining team dynamics, communication, and conflict
resolution Through below aspects.
Teamwork and Collaboration: The dynamics of working in groups and teams.
Communication: The process of sharing information and its impact on group
behavior.
Leadership: The influence of leaders on group behavior and organizational outcomes.

v

v v
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Power and Politics: The role of power and political behavior in organizational
decision-making.
3.0rganizational Structure and Culture: Analyzing how hierarchy, policies, and
company culture influence behavior through below aspects.
Organizational Design: How organizations structure their resources and activities.
Culture: The shared wvalues, beliefs, and norms that influence behavior in
organizations.
4.0rganizational Processes:  Studying leadership styles, decision-making, and
managerial effectiveness.
. Decision Making: The processes by which individuals and groups
fEhke choices.
2. Conflict and Negotiation: The management of conflict and the
negotiation process within @anizations.
3. Stress and Well-being: The impact of work-related stress on
individuals and how organizations can promote well-being.
4. Change and Innovation — Addressing how organizations adapt to
change and encourage innovation.

Importance of Organizational Behavior:
Understanding OB is crucial for managers, employees, and organizations as a whole.
It helps in:
« Improves Job Satisfaction: By understanding what motivates employees,
organizations can create environments that enhance job satisfaction.
« Enhances Performance: OB helps in designing jobs and work environments
that improve employee performance.
« Facilitates Change: Understanding how individuals and groups react to
change can help in managing transitions more effectively.
« Promotes Leadership Development: OB provides insights into effective
leadership practices that can be developed within the organization.
+ Encourages Teamwork: By understanding group dynamics, organizations
can foster better teamwork and collaboration.
« Applications of Organizational Behavior: The scope of OB extends to
practical applications in areas such as:
« Human Resource Management: Recruitment,  selection,  training,
performance evaluation and development of employees.
« Organizational Development: Initiatives aimed at improving organizational
effectiveness and health.
« Performance Management: Systems and processes to manage and improve
employee performance.
« Employee Relations: Managing relationships between employees and the
organization.
« Leadership Development: Enhancing leadership skills and styles.
« Employee Engagement: Improving job satisfaction and retention.
« Organizational Change: Managing transitions and transformations.
« Conflict Resolution: Addressing disputes and fostering collaboration.
« Workplace Diversity: Promoting inclusivity and managing multicultural
teams.

Key Areas of Study in OB:
« Motivation: What drives employees to perform?
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« Leadership: How do leaders influence others?

» Communication: How do information and ideas flow within an organization?
« Organizational Culture: What values and norms shape behavior?

« Change Management: How do organizations adapt to change?

« Conflict Resolution: How are disputes managed effectively?

Conclusion:
Organizational Behavior plays a vital role in improving workplace environments and
business outcomes and Organizational Behavior is ffital field of study for anyone
looking to understand and improve the functioning of organizations. By focusing on
the behavior of individuals and groups within organizations, OB provides valuable
insights that can lead to more effective management practices, better employee
relations, and improved organizational performance. By understanding human
behavior in professional settings, organizations can foster a positive culture, enhance
productivity, and achieve long-term success. Whether you are a manager, an
ployee, or a student of business, understanding the principles of OB can help you
navigate the complexities of organizational life and contribute to the success of your
organization.

20
1.2 Nature of Organisational Behaviour

Organisational Behaviour (OB) is the study of human behaviour in organisational
settings, the interaction between people and the organisation, and the organisation
itself. It is a multidisciplinary field that combines psychology, sociology,
management, and other related fields to understand and improve workplace dynamics.
Or

Organizational Behavior (OB) is an interdisciplinary field that examines the behavior
of individuals, groups, and structures within an organization. Its nature is multifaceted
and can be understood through the following key aspects:

1. Interdisciplinary or Multidisciplinary Approach: OB draws from various
disciplines such as psychology, sociology, anthropology, economics, Political Science
and management to understand human behavior in organizational settings.

For example,

Psychology: psychology contributes insights into individual behavior or
Understanding individual behavior.

Sociology: Studying group dynamics and social structures.

Anthropology: Exploring organizational culture and human behavior in different
contexts.

Political Science: Understanding power and politics in organizations.

Economics: Analyzing decision-making and resource allocation.

Management: Managing the all things in organization

2. Focus on Human Behavior or Human Centric: OB primarily studies how
individuals and groups interact within an organization. It focuses on understanding
human behaviour, motivation, and attitudes to enhance productivity and job
satisfaction. Ex. It explores topics like motivation, leadership, communication,
decision-making, and teamwork.
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3. Goal-Oriented: The purpose of OB aims is to improve organizational effectiveness
by enhancing employee performance, and employee well-being, satisfaction, and
commitment. It aims to enhance productivity, job satisfaction, and organizational
culture.
4. Dynamic and Evolving: OB is not static; Organisations and their environments are
constantly changing, so OB adapts or evolves with changes in the workplace, such as
technological advancements, new trends, globalization, challenges.and shifting
workforce demographics. Ex: remote work and digital communication tools have
introduced new dynamics in organizational behavior.
5. Focus on Three Levels of Analysis with Group Behaviour
» Individual Level: Focuses on personal attitudes, perceptions, and behaviors
(e.g., personality, motivation).
e Group Level: Examines team dynamics, leadership, and communication
within groups.
» Organizational Level: Looks at broader structures, culture, and policies that
influence behavior.

6. Applied Science or Systematic Study : OB is practical and application-oriented.
OB relies on scientific research and empirical data rather than assumptions to
understand workplace behaviour. OB relies on scientific methods to study behavior,
including observation, surveys, and experiments. It seeks to establish evidence-based
practices for managing people and organizations and It provides tools and frameworks
to solve real-world organizational problems. Ex; it helps managers design effective
incentive systems or resolve conflicts.
E)

7. Contirfggncy Perspective: OB recognizes that there is no "one-size-fits-all"
solution. The effectiveness of practices depends on the specific context and situation.
For instance, leadership styles may vary depending on the organizational culture or the
nature of the task.

8. Ethical Considerations: OB emphasizes the importance of ethical behavior and
decision-making in organizations. It addresses issues like fairness, diversity, and
corporate social responsibility.

9. Cultural Sensitivity: With globalization, OB acknowledges the impact of cultural
differences on behavior and management practices. It explores how cross-cultural
communication and diversity influence organizational success.

10. Impact of Organisational Culture

Culture, values, and ethics significantly influence employee behaviour and
organisational success.

11. Application-Oriented

OB principles are used to solve workplace issues like conflict resolution, employee
engagement, and organisational change management.

Key Areas of Study in OB:
« Motivation: What drives employees to perform?
« Leadership: How do leaders influence others?
« Communication: How do information and ideas flow within an organization?
« Organizational Culture: What values and norms shape behavior?
« Change Management: How do organizations adapt to change?
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« Conflict Resolution: How are disputes managed effectively?

In summary, Organisational Behaviour helps businesses and managers create a
productive and positive work environment by understanding and managing human
behaviour effectively.the nature of organizational behavior is dynamic,
interdisciplinary, and focused on understanding and improving human behavior in
organizations to achieve both individual and organizational goals.

1.2 Scope of Organizational Behavior (OB)

Organizational Behavior (OB) is a multidisciplinary field that studies how individuals,
groups, and structures impact behavior within organizations. The scope of @) is broad
and covers various aspects of human behavior in a work setting. It aims to improve
organizational effectiveness and employee well-being. It can be categorized into three
main levels:

Activity 1: Reflective Analysis Task
Task

Identify a tourism organisation (hotel, travel agency, airline, or tour operator) and
describe two behavioural issues faced by its employees.

Expected Learning Outcome

« Ability to relate OB concepts to real tourism organisations
+ Improved understanding of behavioural challenges in practice

1. Individual Level

This level focuses on how individual differences, perceptions, and motivations
influence workplace behavior. Focuses on understanding individual behavior
within an organization. Key areas include:

Key areas include:

Personality and Attitudes: Understanding How individual traits and attitudes affect
work behavior and emotions affect performance.

Perception and Decision Making: How individuals interpret and respond to their
environment and How individuals interpret information and make choices.
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Moggjation: What drives employees to perform and how to enhance their motivation,
Ex: Theories like Maslow’s Hierarchy of Needs, Herzberg’s Two-Factor Theory, and
Expectancy Theory.

Learning and Development: How employees acquire new skill , knowledge and
adapt to changes.

Emotions and Stress: Managing emotions and stress in the workplace.

Job Satisfaction and Employee Engagement : Factors influencing employee
happiness and engagement.

Decision-Making: How individuals make choices and solve problems.

2. Group/Team Level

This level examines how individuals interact in teams and how group dynamics
influence behavior and Examines the dynamics of groups and teams within an
organization.

Key areas include:

Group Formation and Development: How teams are formed and evolve over time.
Teamwork and Collaboration: Effective team building and group behavior through
improve Communication and do collaboration work, and conflict within teams.
Leadership: The role of leader§#A influencing group behavior and performance, Ex.
Leadership styles, theories (e.g., Transformational and Transactional leadership).
Power and Politics: How power dynamics and organizational politics affect behavior.
Ex: Influence, authority, and workplace politics.

Communication: Formal and informal communication patterns within an
organization effectiveness of communication

Conflict Management: Resolving disputes and fostering cooperation.

Negotiation — Handling disputes and fostering a positive work environment

3. Organizational Level
This level focuses on the broader organizational overall structure, culture, and
processes that shape organizational behavior.

Key areas include:

Organizational Culture: The shared values, beliefs, and norms that shape behavior.
Organizational Structure and Design — How the design of the organization
hierarchies, job roles, and reporting relationships with affect efficiency impacts
behavior.

Change Management: How organizations adapt to change and manage resistance
and Strategies to implement and manage organizational change.

Work Environment : The role of ethical behavior, corporate social responsibility,
and workplace diversity and Physical and psychological factors affecting employee
behavior.

Diversity and Inclusion: Managing a diverse workforce and promoting inclusivity.
Organizational Development : Strategies for improving organizational effectiveness.

Technology and Innovation — The impact of digital transformation on employee
behavior and productivity.
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In summary, the scope of Organizational Behavior is vast and covers the study of
human behavior at individual, group, and organizational levels, with the ultimate goal
of improving organizational performance and employee well-being.

{3 Key elements of OB.

Organizational behavior (OB) is the study of how individuals, groups, and structures
interact within an or@Bization to influence behavior and performance. Understanding
the key elements of organizational behavior is crucial for effective management and
leadership. Here are the primary elements:

1. Individuals in Organizations: Understanding employee motivation, attitudes, and
personality traits through below aspects.

Personality and Individual Differences: Understanding how personal traits
influence behavior and performance.

Perception and Attribution: How individuals interpret their environment and the
behavior of others.

Motivation: The drives and forces that lead individuals to achieve goals.

Learning and Reinforcement: How individuals acquire new behaviors and how
reinforcement affects behavior.

2.Group Dynamics: Examining team dynamics, communication, and conflict
resolution through below aspecsts.

Teamwork and Collaboration: The dynamics of working in groups and teams.
Group Dynamics: The interactions and processes within groups, including
communication, leadership, and conflict resolution, shape team performance.
Communication: The process of sharing information and its impact on group
behavior.

Leadership: The influgfire of leaders on group behavior and organizational outcomes.
Power and Politics: The role of power and political behavior in organizational
decision-making.

Roles and Norms: Defined roles and shared norms within groups help maintain
structure and guide behavior.

3. Organizational Structure and Culture: Analyzing how hierarchy, policies, and
company culture influence behavior through below aspects.

Organizational Hierarchy Design: How organizations structure their resources and
activities. The formal structure of an organization (e.g., centralized vs. decentralized)
affects communication, decision-making, and ggorkflow.

Culture: Organizational culture, including shared values, beliefs, and practices,
influences employee behavior and alignment with organizational goals.

Change Management: How organizations plan, implement, and manage change.
Policies and Procedures: Formal rules and guidelines shape how work is conducted
and how employees interact.

4.0rganizational Processes:  Studying leadership styles, decision-making, and
managerial effectiveness.

Decision Making: The processes by which individuals and groups make choices.
Conflict and Negotiation: The management of conflict and the negotiation process
within organizations.

Stress and Well-being: The impact of work-related stress on individuals and how
organizations can promote well-being.
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5. Leadership and Magfigement

Leadership Styles: Different leadership approaches (e.g., transformational,
transactional, servant leadership) impact employee motivation and organizational
outcomes.

Power and Influence: The distribution of power and the ability to influence others
play a critical role in achieving organizational objectives.

Change Management: Leaders must effectively manage change to ensure
adaptability and resilience in the face of challenges.

5. Communication

Formal and Informal Channels: Effective communication through formal (e.g.,
meetings, emails) and informal (e.g., social interactions) channels is wvital for
coordination and collaboration.

Feedback and Listening: Providing constructive feedback and actively listening to
employees fosters trust and continuous improvement.

6. Work Environment

Physical and Psychological Safety: A safe and supportive work environment
EMances employee well-being and productivity.

Diversity and Inclusion: Embracing diversity and fostering inclusion leads to
innovation and a more engaged workforce.

Work-Life Balance: Supporting employees in balancing work and personal life
improves job satisfaction and reduces burnout.

7. Performance and Productivity

Goal Setting and Alignment: Clear, aligned goals help employees understand their
roles and contribute to organizational success.

Rewards and Recognition: Fair and meaningful rewards systems motivate
employees and reinforce desired behaviors.

Performance Management: Regular evaluation and feedback ensure continuous
improvement and accountability.

8. External Environment

Market and Industry Trends: External factors such as competition, technology, and
economic conditions influence organizational behavior and strategy.

Stakeholder Expectations: Meecting the needs of stakeholders (e.g., customers,
investors, regulators) is critical for long-term success.

By understanding and managing these elements, organizations can create a positive
work environment, enhance employee satisfaction, and achieve their strategic
objectives.

7

1.5 challenges and opportunities for O.B. in the tourism and hospitality
industry:

The tourism and hospitality industry is highly dynamic and people-centric, making
Organizational Behavior (0.B.) a critical area of focus. Effective management of
human resources, organizational culture, and customer interactions is essential for
success in this sector. Below are the key challenges and opportunities for O.B. in the
tourism and hospitality industry:

Challenges
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1. High Employee Turnover: The industry often faces high turnover rates due to
seasonal work, long hours, and demanding customer service roles. Retaining skilled
employees and maintaining morale is a persistent challenge.

2. Diverse Workforce: The workforce is often multicultural and multilingual, which
can lead to communication barriers and cultural misunderstandings. Managing
diversity and fostering inclusivity requires effective O.B. strategies.

3. Workplace Stress and Burnout: Employees often face high levels of stress due to
long working hours, irregular shifts, and dealing with difficult customers. Addressing
mental health and well-being is crucial to maintaining productivity and job
satisfaction.

4. Customer-Centric Pressure: The industry relies heavily on customer satisfaction,
which can create pressure on employees to deliver exceptional service consistently
and Balancing employee needs with customer expectations is a delicate task.

5. Seasonal Fluctuations: Many tourism and hospitality businesses experience
seasonal peaks and troughs, leading to workforce instability. Managing temporary
and part-time employees while maintaining service quality is challenging.

6. Skill Gaps and Training Needs: Rapid changes in technology and customer
preferences require continuous upskilling of employees. Ensuring consistent training
and development programs can be resource-intensive.

7. Leadership and Management Issues: Ineffective leadership or lack of managerial
skills can lead to poor employee engagement and low productivity and Developing
strong leaders who can motivate and inspire teams is critical.

Opportunities

1. Enhanced Employee Engagement: Implen§Zjting O.B. practices like recognition
programs, career development opportunities, and work-life balance initiatives can
improve employee satisfaction and retention. Engaged employees are more likely to
deliver exceptional customer service.

2. Leveraging Technology: Adopting digital tools for training, communicati@ and
performance management can streamline operations and improve efficiency.Virtual
reality (VR) and augmented reality (AR) can be used for immersive employee
training.

3. Cultural Intelligence and Diversity Management: Embracing diversity can lead
to innovative ideas and improved customer service, especially in a globalized industry
and Training programs on cultural intelligence can enhance teamwork and customer
interactions.

4. Sustainable Practices: Incorporating sustainability into organizational culture can
attract environmentally conscious employees and customers. O.B. can play a role in
promoting eco-friendly practices and ethical decision-making.

5. Personalized Customer Experiences: By understanding employee behavior and
motivation, organizations can empower staff to deliver personalized and memorable
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customer experiences. Happy employees are more likely to create positive customer
interactions.

6. Flexible Work Arrangements: Offering flexible schedules, remote work options
(where applicable), and job-sharing can improve employee satisfaction and reduce
turnover. This is particularly relevant in the post-pandemic era, where flexibility is
highly valued.

7. Leadership Development: Investing in leadership training and mentorship
programs can create a pipeline of skilled managers who can drive organizational
success and Strong leaders can foster a positive organizational culture and improve
team performance.

8. Data-Driven Decision Making: Using data analytics to understand employee
behavior, customer preferences, and operational inefficiencies can lead to better
decision-making and O.B. principles can guide the interpretation and application of
this data.

9. Crisis Management and Resilience: The COVID-19 pandemic highlighted the
need for resilience in the tourism and hospitality industry and O.B. can help
organizations develop crisis management strategies and build resilient teams.

10. Employee Empowerigint: Empowering employees to make decisions and take
ownership of their roles can lead to higher job satisfaction and improved service
delivery. This also fosters a sense of belonging and loyalty to the organization.

Conclusion

The tourism and hospitality industry presents unique challenges for Organizatiofg)
Behavior, but it also offers significant opportunities for innovation and growth. By
focusing on employee well-being, diversity, leadership development, and technology
integration, organizations can create a positive work environment that translates into
exceptional customer experiences. Effective O.B. practices are essential for navigating
the complexities of this industry and achieving long-term success.
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Case Study

Introductory Case Study:

Behavioural Challenges at Taj Hotels during Post-Pandemic Recovery
Background of the Organisation and Sector

The Indian tourism and hospitality industry is one of the fastest-growing sectors of the
economy, contributing significantly to employment and GDP. Among the leading
hospitality brands, Taj Hotels, a flagship brand of the Indian Hotels Company Limited
(IHCL), has long been recognised for its service excellence, employee-centric culture,
and strong organisational values. The organisation employs thousands of staff across
hotels, resorts, and tourism services, representing diverse cultural, educational, and
professional backgrounds.

The COVID-19 pandemic severely disrupted the tourism industry. Travel restrictions,
declining occupancy rates, and financial pressures forced many hotels to restructure
operations, reduce staff strength, and redesign service processes. As the industry
began to recover, Taj Hotels faced the complex challenge of rebuilding employee
morale, restoring service quality, and managing behavioural issues arising from
uncertainty and stress.

Contextual Trigger or Problem Situation

During the post-pandemic recovery phase, management observed a noticeable decline
in employee engagement and teamwork in several properties. Frontline staff exhibited
reduced motivation, inter-departmental conflicts increased, and customer complaints
about service delays began to rise. Employees expressed anxiety about job security,
workload imbalance, and communication gaps between management and staff.

Stakeholders Involved

+ Hotel management and senior leadership

+ Frontline employees (housekeeping, front office, food and beverage staff)
+ Middle-level managers and supervisors

+ Customers and travel partners

+ Human resource department

Behavioural and Managerial Issues

The organisation faced multiple behavioural challenges:

+ Declining motivation and job satisfaction among employees

* Weak communication between management and staff

+ Reduced trust and psychological safety in teams

« Conflicts arising from role ambiguity and workload pressure

« Difficulty in aligning individual goals with organisational objectives

Importance of the Case for the Lesson
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This case highlights how organisational performance in tourism is deeply influenced
by human behaviour. Technical competence alone could not restore service quality;
understanding employee attitudes, perceptions, motivation, and group dynamics
became critical.

Linkage to Lesson Concepts

The situation at Taj Hotels illustrates the core ideas of Organizational Behaviour:
+ Individual behaviour (motivation, perception, attitudes)

+ Group behaviour (teamwork, conflict, communication)

+ Organisational behaviour (culture, leadership, systems)

+ The role of managers in influencing behaviour

Thus, the case demonstrates why the study of Organizational Behaviour is essential
for tourism managers.

1.6 Contributing disciplines to Organizational behavior

Organizational Behavior (OB) is an interdisciplpfry field that draws on several
disciplines to understand, explain, and improve human behavior in organizational
settings. The primary contributing disciplines to Organizational Behavior include:

1. Psychology

Focus: Individual behavior, motivation, perception, learning, personality, emotions,
and attitudes.

Contributions: Psychological principles help explain how individuals behave in
organizations, how they can be motivated, and how their attitudes and perceptions
influence their work performance.

2. Sociology
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3. Social Psychology

Focus: The interaction between individuals and groups, including topics like
communication, leadership, and group decision-making.

Contributions: Social psychology helps understand how individuals influence and are
influenced by others in organizational settings, including issues like conformity,
persuasion, and group dynamics.

4. Anthropology

Focus: Cultural influences on behavior, including values, beliefs, and customs.
Contributions: Anthropology helps explain how organizational culture and
subcultures develop and how they affect behavior within organizations.

5. Political Science

Focus: Power dynamics, conflict, and the distribution of resources within
organizations.

Contributions: Political science provides insights into how power and politics
influence decision-making, resource allocation, and conflict resolution in
organizations.

6. Economics

Focus: Decision-making, resource allocation, and the impact of economic incentives
on behavior.

Contributions: Economics helps understand how individuals and organizations make
decisions, particularly in terms of maximizing utility and responding to incentives.

7. Management Science

Focus: The application of quantitative techniques to solve organizational problems.
Contributions: Management science provides tools and techniques for optimizing
processes, improving efficiency, and making data-driven decisions.

8. Communication Studies

Focus: The process of information exchange, including verbal and non-verbal
communication.

Contributions: Communication studies help understand how effective
communication can improve organizational performance, reduce misunderstandings,
and enhance teamwork.

9. Ethigr)

Focus: Moral principles and values that guide behavior in organizations.
Contributions: Ethics provides a framework for understanding and addressing ethical
dilemmas, corporate social responsibility, and the impact of organizational behavior
on society.

10. Engineering (particularly Industrial/Organizational Engineering)

Focus: The design and optimization of systems and processes.

Contributions: Engineering principles help improve organizational -efficiency,
workflow design, and the integration of technology in the workplace.
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11. Human Resource Management (HRM)

Focus: The management of people within organizations, including recruitment,
training, and performance management.

Contributions: HRM provides practical tools and strategies for managing human
capital, aligning individual goals with organizational objectives, and fostering
employee development.

12. Cognitive Science
Focus: The mental processes involved in perception, memory, judgment, and
decision-making.

Contributions: Cognitive science helps understand how employees process
information, make decisions, and solve problems in organizational contexts.

13. Ergonomics/Human Factors

Focus: The interaction between humans and systems, tools, and environments.
Contributions: Ergonomics helps design work environments that enhance
productivity, safety, and employee well-being.

14. Law

Focus: Legal frameworks and regulations that govern organizational behavior.
Contributions: Law provides the legal context within which organizations operate,
including labor laws, employment regulations, and corporate governance.

15. Inf@rnation Systems

Focus: The role of technology and information systems in organizational behavior.
Contributions: Information systems help understand how technology influences
communication, decision-making, and collaboration within organizations.

16. Philosophy

Focus: Fundamental questions about human nature, ethics, and the purpose of
organizations.

Contributions: Philosophy provides a deeper understanding of the ethical and
existential questions that underpin organizational behavior and decision-making.

17. Education

Focus: Learning and development within organizations.

Contributions: Education helps design training programs, foster continuous learning,
and support employee development.

18. Health Sciences

Focus: The physical and mental well-being of emplgfgees.

Contributions: Health sciences help understand the impact of work on employee
health and well-being, and design interventions to promote a healthy work
environment.

19. Cultural Studies

Focus: The role of culture in shaping organizational behavior.

Contributions: Cultural studies help understand how cultural differences influence
behavior in global organizations and how to manage cross-cultural teams effectively.
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20. Neuroscience

Focus: The biological basis of behavior, including brain function and neurochemistry.
Contributions: Neuroscience provides insights into how brain processes influence
decision-making, stress, and emotional regulation in the workplace.

Conclusion:

Organizational Behavior is inherently interdisciplinaryffhtegrating insights from
various fields to provide a comprehensive understanding of how individuals, groups,
and structures interact within organizations. This multidisciplinary approach allows
for a more holistic view of organizational dynamics and helps in developing effective
strategies for managing and improving organizational performance.

1.7 Organizational behavior (OB) models

@rganizational behavior (OB) models are frameworks that help explain and predict
how individuals, groups, and structures within an organization interact and influence
behavior. These models are essential for understanding and improving organizational
effectiveness. Below are some of the key organizational behavior models:

1. Autocratic Model
Focus: Power control and authority.
Key Features:
- Management has full control over employees.
- Employees are dependent on the boss for decisions.
- Motivation is based on fear and punishment.
-Leadership is directive and centralized.
- Employees are expected to obey orders.
-Motivation comes from fear or discipline.
Example: Military organizations or traditional manufacturing firms.
QOutcome: Low employee morale, high turnover, and minimal creativity.

2. Custodial Model

Focus: Employee welfare of Economic resources and job security.
Key Features:

- Employees are motivated by financial rewards and benefits.

- Organizations provide job security and welfare programs.

- Employees become dependent on the organization.

-Organizations provide financial security, benefits, and perks.

-Employees feel dependent on the organization.

-Motivation comes from economic rewards rather than job satisfaction.
Example: Companies offering high salaries, pensions, and health benefits.
QOutcome: Passive cooperation from employees, but limited innovation.

3. Supportive Model
Focus: Leadership , Motivation and employee support.
Key Features:
- Managers provide a supportive environment.
- Employees are motivated by recognition and encouragement.
- Emphasis on teamwork and collaboration.
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- Managers guide and support employees rather than control them.
- Employees are motivated by recognition and self-worth.
-Emphasis on job satisfaction and personal development.

Example: Organizations with strong leadership and employee engagement programs.
Outcome: Higher employee satisfaction and performance.

4. Collegial Model
Focus: collaboration Partnership and teamwork.
Key Features:
- Employees and managers work together as colleagues.

- Decision-making is participative.

- Employees are self-disciplined and responsible.
-Employees and managers work as partners.
-There is a sense of shared responsibility.

-Motivation comes from self-discipline and teamwork.

Example: Startups and tech companies with open communication cultures.
Outcome: High employee commitment and creativity.

5. System Model

Focus: Holistic and relationship-based.
Key Features:

- Focuses on the organization as a system of interrelated parts.
- Emphasizes trust, openness, and employee well-being.

- Aligns organizational goals with employee needs.
-Organizations focus on continuous growth and innovation.
-Employees are empowered and encouraged to contribute.

-Motivation comes from meaning§fjjwork and personal fulfillment.
development

Example: Companies with a strong emphasis on work-life balance and employee

Outcome: Strong organizational culture and long-term sustainability.
6. Contingency Model

Focus: Adaptability and situational factors.
Key Features:
- No single best way to manage; it depends on the situation.
- Managers adapt their style based on the environment, task, and people.
Qutcome: Flexibility and improved problem-solving.
7. Human Relations Model
Focus: Social and emotional needs of employees.
Key Features:
- Emphasizes the importance of social interactions and group dynamics.

- Managers focus on employee satisfaction and morale.
Qutcome: Improved teamwork and communication.

8. Bureaucratic Model
Focus: Rules, hierarchy, and formal processes.
Key Features:

- Clear division of labor and authority.
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- Strict adherence to rules and procedures.
Outcome: Efficiency and consistency, but can lead to rigidity and resistance to
change.

9. Transformational Model
Focus: Vision and change.
Kef[¥eatures:
- Leaders inspire and motivate employees to achieve a shared vision.
- Focus on innovation and organizational change.
QOutcome: High levels of employee engagement and organizational growth.

10. Transactional Model
Focus: Rewards and punishments.
Key Features:
- Managers use rewards and penalties to motivate employees.
- Focus on short-term goals and performance.
Outcome: Predictable performance, but limited long-term growth.
Application of Organizational Behavior Models: These models help managers
understand employee behavior and design strategies to improve productivity, job
satisfaction, and organizational culture. The choice of model depends on the
organization's goals, culture, and external environment.
In summary, These models have evolved over time, reflecting changes in
management styles and workplace expectations. Many modern organizations use a
combination of these models to create a balanced and effective work environment.

1.8 Foundations of Individual Behavior in Organizations

Understanding individual behavior in organizations is essential for effective
management and a productive work environment. Several factors influence how
individuals behave in the workplace, shaping their performance, motivation, and
interactions with colleagues. These factors can be categorized into **personal
characteristics, environmental influences, and organizational factors**.

1. Personal Characteristics

a. Personality

Personality refers to an individual’s unique set of characteristics, ingfijding their
thoughts, emotions, and behaviors. Personality traits such as extroversion,
agreeableness, conscientiousness, emotional stability, and openness to experience
affect how employees interact and perform in the workplace. The **Big Five
Personality Traits** model is widely used to understand workplace behavior.

b. Attitudes and Beliefs

Attitudes reflect how individuals feel about different aspects of their job, such as their
work, colleagues, and the organization. Positive attitudes often lead to job satisfaction
and motivation, whereas negative attitudes can result in low morale and
disengagement.

¢. Perception
Perception is how individuals interpret and make sense of information around them.
Employees may perceive the same situation differently based on their experiences,
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values, and expectations. Misperceptions can lead to misunderstandings and conflicts
in the workplace.

d. Values and Ethics

Personal values influence decision-making and behavior. Ethical behavior in an
organization is driven by individual morals as well as the organizational culture.
Employees with strong ethical values contribute positively to the organization’s
reputation and performance.

e. Motivation
Motivation determines the level of effort an individual puts into their work. Theories
like **Maslow’s Hierarchy of Needs, Herzberg’s Two-Factor Theory, and
MecGregor’s Theory X and Theory Y** help explain how motivation impacts
individual behavior in an organization.

2. Environmental Influences

a. Culture and Social Factors

Cultural background and social influences shape an individual’s work ethic,
communication style, and expectations. Organizations with diverse workforces must
recognize and accommodate different cultural values to maintain inclusivity and
productivity.

b. Family and Personal Life

An individual’s family responsibilities and personal life can impact their workplace
behavior. Work-life balance is essential for maintaining productivity and reducing
stress-related issues.

¢. Economic Conditions

Job security, salary, and economic stability influence employee motivation and
engagement. In times of economic uncertainty, employees may feel stressed, which
can affect their performance and behavior.

3. Organizational Factors

a. Leadership and Management Style

The way managers and leaders interact with employees significantly impacts
individual behavior. Transformational leaders inspire and motivate employees,
while autocratic leaders may create a rigid work environment.

b. Organizational Culture

A strong organizational culture promotes shared values, ethics, and behavior
expectations. A positive culture enhances teamwork and employee commitment,
whereas a toxic culture can lead to dissatisfaction and high turnover rates.

c. Job Design and Work Environment

The nature of an employee’s job, workload, and work environment affect their
behavior. A supportive and engaging workplace improves productivity, while a
stressful or monotonous job can lead to burnout.

d. Group Dynamics and Teamwork
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The behavior of an individual is influenced by their team and colleagues. Effective
teamwork, communication, and collaboration contribute to a positive and productive
work environment.

Conclusion

Individual behavior in organizations is influenced by a combination of personal,
environmental, and organizational fact@3 Understanding these influences helps
managers and leaders create strategies to enhance employee engagement, satisfaction,
and performance. By fostering a supportive culture, providing motivation, and
designing effective work environments, organizations can ensure the success and well-
being of their employees.

1.9 Values under organizational behavior.

Organizational behavior (OB) is a field of study that examines the impact of
individuals, groups, and structures on behavior within organizations. It aims to apply
this knowledge to improve organizational effectiveness. Values in organizational
behavior areffihdamental beliefs or principles that guide the behavior of individuals
and groups within an organization. These values can significantly influence the
culture, decision-making processes, and overall success of the organization. Here are
some key values often emphasized in organizational behavior:

1. Integrity: Acting with honesty and strong moral principles. Organizations that

value integrity foster trust and ethical behavior among employees.

Respect: Treating all in¢f§iduals with dignity and valuing their contributions.
This includes respecting diversity and promoting an inclusive environment.

3. Accountability: Taking responsibility for one's actions and decisions. This
value encourages transparency and reliability within the organization.

4. Teamwork: Collaborating effectively with others to achieve common goals.
Teamwork is essential for fostering a cooperative and supportive work
environment.

5. Innovation: Encouraging creativity and the pursuit of new ideas.
Organizations that value innovation are often more adaptable and competitive.

6. Excellence: Striving for the highest standards in all aspects of work. This

ue drives continuous improvement and high performance.

7. Customer Focus: Prioritizing the needs and satisfaction of customers. This
value ensures that the organization remains responsive to market demands.

8. Fairness: Ensuring justice and equity in treatment and opportunities. Fairness
(AJrucial for maintaining employee morale and reducing conflicts.

9. Sustainability: Committing to environmentally and socially responsible
practices. This value reflects a long-term perspective on organizational impact.

10. Empowerment: Encouraging employees to take initiative and make decisions.
Empowerment can lead to higher job satisfaction and engagement.

These values are often embedded in the organization's mission statement, code of
conduct, and everyday practices. They help shape the organizational culture and guide
behavior at all levels, ultimately contributing to the organization's success and
sustainability.
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1.10 Learning under Organizational Behavior (OB)

Learning in Organizational Behavior

Learning in organizational behavior refers to the process through which individuals
acquire knowledge, skills, attitudes, and behaviors that help them perform effectively
within an organization. It plays a crucial role in employee development, productivity,
and overall organizational success.

. How to Learn Organizational Behavior

« Formal Education: Enroll in courses or programs in OB, management, or
psychology.

» Case Studies: Analyze real-world examples of organizational behavior.

« Workshops and Training: Participate in leadership and team-building
workshops.

« Reading: Study books and research articles on OB topics.

« Practical Experience: Apply OB concepts in real-world work settings.

Types of Learning in Organizations

1. Experiential Learning — Learning through direct experience, including hands-
on training, job rotations, and simulations.

2. Social Learning — Learning by observing and interacting with others, such as
mentorship, teamwork, and role modeling.

3. Cognitive Learning — Gaining knowledge through reading, training programs,
and formal education.

4. Behavioral Learning — Learning through reinforcement, such as rewards,
recognition, and feedback.

Key Theories of Learning in Organizational Behavior

1. Classical Conditioning (Pavlov's Theory)
) Learning occurs through associations.
) Example: Employees associate punctuality with rewards.
2. Operant Conditioning (Skinner’s Theory)
o Behavior is influenced by consequences (rewards or punishments).
) Example: Employees increase productivity when rewarded with
bonuses.
3. Social Learning Theory (Bandura)
o Learning occurs through observation and imitation.
o Example: Employees adopt leadership styles by watching senior
managers.
4. Kolb’s Experiential Learning Model
o Learning is a cycle of experience, reflection, conceptualization, and
experimentation.
o Example: A new employee learns by doing, reflecting, and improving
performance.

Importance of Learning in Organizations
« Improves employee skills and adaptability.
« Enhances problem-solving and decision-making.
« Encourages innovation and continuous improvement.
« Increases job satisfaction and employee engagement.
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« Strengthens organizational culture and teamwork.

+ Helps magfgers and employees understand workplace dynamics.
« Improves decision-making and problem-solving skills.

« Enhances teamwork and collaboration.

« Contributes to a positive organizational culture.

Methods of Learning in Organizations
« On-the-job Training — Learning while performing tasks.
«  Workshops & Seminars — Formal training sessions.
« E-Learning & Online Courses — Digital learning platforms.
« Coaching & Mentoring — Guidance from experienced professionals.
« Job Rotation & Cross-training — Learning different roles within the
company.

Conclusion

Learning in organizational behavior is essential for individual and organizational
growth. Organizations that invest in continuous learning foster a skilled, motivated,
and adaptable workforce, leading to long-term success.

Activity 2: Mini Application Exercise
Task

Assume you are a manager in a travel company. Suggest three ways to improve
employee motivation and teamwork.

Expected Learning Outcome

« Application of OB concepts in managerial decision-making
+ Development of problem-solving skills

1.11 Personality in Organizational Behavior

1. Introduction to Personality

Personality refers to the unique and stable set of characteristics, traits, and behaviors
that define an individual. It influences how a person thinks, feels, and interacts with
others in a workplace setting.
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mportance of Personality in Organizations
Personality plays a crucial role in:
Work performance — Determines how employees approach tasks and challenges.
Teamwork — Affects communication and collaboration with colleagues.
Leadership style — Impacts decision-making and motivation of teams.
Conflict resolution — Influences how individuals handle disagreements.

5. Impact of Personality on Work Behavior

Job Satisfaction — Positive personality traits lead to job happiness.

Work Motivation — Self-disciplined individuals perform better.

Leadership Effectiveness — Charismatic and confident personalities succeed in
leadership rofgy.

Personality plays a crucial role in shaping organizational behavior, influencing
everything from individual performance to team dynamics and overall workplace
culture. Understanding personality traits helps organizations make better hiring
decisions, develop effective leadership strategies, and build cohesive teams.

Conscienticousness

The Big Five Personality Traits (OCEAN Model)

The Big Five Personality Traits

The moggyvidely accepted framework for understanding personality in organizational
settings is the Big Five model, also known as OCEAN

. Each trait represents a spectrum of characteristics that influence workplace behavior:

1. Openness to Experience
. Characteristics: Creative, imaginative, open-minded
. Workplace impact: Adapts well to change, innovative problem-solving
. Best suited for: Roles requiring creativity and adaptability
2. Conscientiousness
. Characteristics: Organized, responsible, goal-oriented
. Workplace impact: Highest predictor of job performance
. Best suited for: Leadership positions and structured environments
3. Extroversion

. Characteristics: Social, assertive, outgoing
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. Workplace impact: Strong leadership potential, effective networking
. Best suited for: Customer-facing roles and team leadership
4. Agreeableness
. Characteristics: Cooperative, empathetic, supportive
. Workplace impact: Promotes positive team dynamics
. Best suited for: Collaborative team environments
5. Neuroticism
. Characteristics: Emotional stability, stress tolerance
. Workplace impact: Influences burnout risk and stress management
. Best suited for: High-pressure roles requiring emotional resilience

Impact on Organizational Behavior
Let's visualize how personality traits influence workplace outcomes:
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Big Five Personality Organizational Impact
Traits
Adaptability—————,
Performance
Openness

Reliability—/
Innovatiol
Conscientiousness n_\

\Organization—b Leadership

Social Skills-"/'

Extroversion

omunication———\_‘
ooperation—‘-”'/.

Teamwork

armony——————

Job Satisfaction

Burnout Risk

The relationships shown in the diagram are supported by findings mentioned in
regarding conscientiousness's link to job performance, and

regarding the connections between traits and various organizational outcomes.
Thoughts

Looking at the diagram, I should:

1. Explain the color coding and line styles (solid vs dotted)

2. Clarify what the arrows represent

3. Provide context for interpreting the relationships shown This will help users better
understand the visualization before moving on to the detailed explanations of
workplace applications.

In the diagram above:
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« Solid arrows show positive influences

« Dotted arrows indicate negative impacts

« Colors differentiate each personality trait for clarity

« Arrows demonstrate direct relationships between traits and organizational
outcomes
Workplace Applications

1. Leadership Development
. Extroverted individuals tend to excel in leadership roles
. Conscientious leaders demonstrate stronger organizational skills
. Open individuals foster innovation and creative problem-solving
2. Team Dynamics
. Agreeable personalities enhance collaboration and reduce conflicts
. Conscientious team members promote reliability and accountability
. Mix of traits creates balanced and diverse teams
3. Job Satisfaction and Performance
. Higher conscientiousness correlates with better job performance
. Emotional stability (low neuroticism) leads to higher satisfaction
. Personality-job fit significantly impacts success and engagement
Practical Implementation Strategies
1. Leadership Approach
. Understand individual personality patterns
. Tailor management styles to team member preferences
. Recognize and utilize strengths effectively
2. Team Building
. Balance complementary personality traits
. Consider diversity in personality when forming teams
. Develop strategies for managing conflicting traits
3. Development Programs
. Design training programs considering personality types
. Provide opportunities matching individual strengths
. Focus on developing complementary skills
Best Practices for Organizations
1. Selection and Placement
. Match personality traits with job requirements
. Consider team dynamics in hiring decisions
. Assess cultural fit beyond technical skills
2. Performance Management
. Set goals aligned with personality strengths
. Provide feedback tailored to individual preferences
. Monitor stress levels and burnout risk
3. Culture Development
. Foster an environment valuing diversity in personality
. Create opportunities for different personalities to contribute
. Support both introverted and extroverted communication styles
Conclusion:

While personality traits influence behavior, they don't predetermine success.
Organizations should focus on creating environments where diverse personalities can
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thrive while developing strategies to address potential challenges that arise from
personality differences.

1.12 Personality Development in Organization behaviour

Personality development plays a crucial role in organizational behavior, serving as a
foundation for individual and organizational success. Understanding and developing
personality traits effectively enhances workplace dynamics and organizational
performance

Definition and Framew

Personality encompasses a stable set of characteristics and tendencies that determine
psychological behavior patterns across time. These traits influence workplace
interactions, decision-making processes, and overall job performance

The components and impacts shown in the diagram are derived from the discussion of
personality development's role in organizations found in

and the organizational aspects discussed in

Core Components of Personality Development

I. Communication Skills

. Effective verbal and written expression

. Active listening abilities

. Clear articulation of ideas and feedback

. Professional interaction with colleagues and clients
2. Professional Behavior

. Maintaining positive attitude despite challenges

. Demonstrating reliability and responsibility

. Showing adaptability in changing situations

. Exhibiting leadership qualities when needed

Organizational Impact

1. Enhanced Performance
. Increased efficiency in task completion
. Improved decision-making capabilities
. Better problem-solving approaches
. Enhanced collaboration among team members
2. Improved Organizational Culture
. Creation of positive work environment
. Reduction in workplace conflicts
. Development of mature professional attitudes
. Strengthened team dynamics

Determinants of Personality Development
Several factors influence personality development in organizational settings:
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I. Physiological Factors
. Health and wellness
. Physical attributes
. Energy levels
. Overall physical condition
2. Cultural Influences
. Organizational culture
. Social norms
. Workplace values
. Team dynamics
3. Family and Social Group Factors
. Background influences
. Peer relationships
. Social learning experiences
. Group interactions

Implementation Strategies

I. Structured Development Programs
. Regular training sessions
. Workshops and seminars
. Coaching and mentoring
. Feedback mechanisms
2. Continuous Learning Opportunities
. Skill enhancement programs
. Cross-functional training
. Leadership development initiatives
. Professional certification support
Best Practices for Organizations
I. Management Support
. Active leadership involvement
. Resource allocation
. Clear communication of expectations
. Recognition of achievements
2. Employee Engagement
. Regular feedback collection
. Participation encouragement
. Clear goal setting
. Progress monitoring

Measuring Success
Organizations can assess personality development effectiveness through:

. Performance metrics improvement
. Enhanced team collaboration
. Increased client satisfaction

. Reduced conflict rates
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. Improved employee retention.

By implementing these strategies and maintaining focus on continuous improvement,
organizations can foster an environment where personality development contributes
significantly to overall success and growth. Regular assessment and adaptation of
development programs ensures alignment with changing organizational needs and
evolving challenges.

1.13 Persorffjty Development
Personality plays a crucial role in shaping the career and leadership potential of MBA
students. A well-rounded personality helps in networking, communication, decision-
making, and overall professional success. Below are some key aspects of personality
development:
1. Communication Skills
« Develop strong verbal and written communication.
« Practice public speaking and business presentations.
« Enhance listening skills and emotional intelligence.
2. Leadership and Teamwork
o Cultivate leadership qualities such as vision, decision-making, and confidence.
e Learn how to work effectively in teams and lead diverse groups.
¢ Improve conflict resolution and negotiation skills.
3. Emotional Intelligence (EQ)
e Understand and manage emotions effectively.
e Build empathy and strong interpersonal relationships.
e Develop self-awareness and self-regulation.
4. Professionalism and Business Etiquette
e Maintain a professional demeanor in business settings.
e Develop networking skills and build a strong personal brand.
e Learn corporate etiquette, including email and meeting manners.
5. Adaptability and Resilience
¢ Be open to change and innovation in the dynamic business world.
e Develop a problem-solving mindset.
e Cultivate resilience to handle failures and setbacks.
6. Confidence and Positive Attitude
e Build self-confidence through continuous learning and experience.
¢ Maintain a positive attitude towards challenges and opportunities.
e Practice self-motivation and goal setting.
7. Critical Thinking and Decision Making
e Develop analytical thinking and problem-solving abilities.
e Learn to make data-driven and strategic decisions.
e Stay informed about global business trends.
8. Time Management and Productivity
e Prioritize tasks effectively using tools like the Eisenhower Matrix.
* Develop discipline and avoid procrastination.
* Balance academic, professional, and personal life.
9. Networking and Relationship Building
* Engage with industry professionals, mentors, and alumni.
¢ Build strong relationships with classmates and faculty.




Organizational Behaviour in Tourism 1.29 Introduction to Organizational...

* Participate in conferences, workshops, and business events.
10. Ethical and Social Responsibility

* Develop integrity and ethical decision-making.

e Understand corporate social responsibility (CSR).

e Promote diversity, equity, and inclusion in business practices.
1.14 Determinants of Personality

Personality refers to an individual's unique patterns of thoughts, emotions, and
behaviors that define how they interact with the world. It is influenced by several
factors, which can be broadly categorized into the following:

1. Biological Determinants

These factors are inherited and influengggpersonality from birth.

* Genetics: Certain personality fraits are passed down from parents to children
through genes. Studies on twins suggest a strong genetic component in
personality development.

e Neurobiology: Brain structure and neurotransmitter levels affect traits like
extroversion, anxiety, and aggression.

* Physical Attributes: Height, body type, and physical health can also shape
personality by influencing self-esteem and social interactions.

2. Environmental PEferminants
External influences play a significant role in shaping personality.

e Family and Upbringing: Parenting styles, home environment, and family
values contribute to the development of personality traits.

e Culture and Society: Social norms, traditions, and cultural values influence
how individuals behave and express themselves.

s Education: Schooling and exposure to different learning experiences shape
cognitive and social skills.

* Peer Influence: Friends and social groups help shape attitudes, habits, and
behavioral patterns.

3. Psychological Determinants
These include individual thoughts, emotions, and experiences.

e Cognitive Development: The way a person processes information, solves
problems, and makes decisions affects their personality.

+ Emotional Experiences: Positive or negative life events shape personality by
influencing self-perception and resilience.

* Unconscious Mind: According to Freud, hidden desires and past experiences
stored in the unconscious mind play a crucial role in personality development.

4. Situational Determinants
Specific circumstances and life events can temporarily or permanently alter
personality traits.

e Stress and Trauma: Major life events, such as loss, illness, or financial crises,
can impact personality development.

e Career and Professional Environment: Workplace culture, job roles, and
responsibilities can shape personality traits like leadership, teamwork, and
discipline.
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Conclusion

Understanding personality in organizational behavior helps managers hire the right
employees, improve teamwork, and enhance workplace performance. Personality is a
complex and dynamic aspect of human life, shaped by biological, environmental,
psychological, and situational factors. While genetics lay the foundation, experiences
and surroundings continuously shape and refine an individual's personality throughout
life.

1.15 Perception
Introduction
Perception plays a crucial role in organizational behavior as it influences how
individuals interpret and react to their work environment. It affects decision-making,
communication, and overall workplace dynamics. Understanding perception helps
organizations manage diversity, improve leadership effectiveness, and enhance
teamwork. Perception —Perception is the way we interpret aff§ understand the world
around us through our senses, thoughts, and experiences. It 1s influenced by various
factors, including past experiences, cultural background, emotions, and cognitive
biases.
What is Perception?
Perception is the process by which individuals interpret sensory information to give
meaning to their environment. It is influenced by personal experiences, cultural
background, emotions, and cognitive biases.
There are different types of perception:
I. Sensory Perception — How we process information through sight, sound,
touch, taste, and smell.
2. Cognitive Perception — How we interpret and make sense of information,
including pattern recognition and problem-solving.
3. Social Perception — How we perceive others, including body language, tone
of voice, and facial expressions.
4. Self-Perception — How we view ourselves, including self-esteem and self-
identity.
5. Perception is not always accurate. Optical illusions, biases, EHd
misunderstandings can distort how we perceive reality. This means that
different people may see the same situation in different ways.

(e Perceptual Process
The process of perception consists of the following steps:
1. Stimulus Reception — Information is received from the environment through
Sensory organs.
2. Attention & Selection — The brain filters relevant information and ignores
unnecessary detailfg)
3. Organization — The selected information is arranged into patterns and
categories.
4. Interpretation — Meaning is assigned based on past experiences, expectations,
and biases.
5. Response — A decision or action is taken based on the interpretation.
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Factors Influencing Perception in Organizations

I.

Personal Factors — Age, gender, personality, past experiences, and emotions
influence perception.

Situational Factors — Work environment, time constraints, and social
interactions affect perception.

Organizational Factors — Culture, policies, leadership style, and hierarchy
shape employee perception.

Perceptual Errors in Organizations

I.

Selective Perception — Employees focus only on aspects of a situation that
align with their beliefs.

Halo Effect — One positive trait influences the overall perception of a person
or situation.

Stereotyping — Assigning generalized attributes to individuals based on group
membership.

Projection — Assuming others have similar thoughts and attitudes as oneself.
First Impressions — Judging individuals based on initial encounters, which
may not be accurate.

Impact of Perception on Organizational Behavior

L.

2.

Employee Motivation — Employees' perceptions of fairness, rewards, and
leadership affect motivation.

Job Satisfaction - How employees perceive their work environment
influences job satisfaction.

Decision-Making — Managers' perceptions impact strategic decisions and
problem-solving approaches.

Workplace Relationships — Misperceptions can lead to conflicts, while
accurate perceptions foster teamwork.

Performance Evaluation — Perceptions affect how managers assess and
provide feedback to employees.

Improving Perception in Organizations

I.

Encourage Open Communication - Clear communication reduces
misunderstandings and biases.

2. Diversity Training — Helps employees understand and appreciate different
perspectives.

3. Feedback Mechanisms — Constructive feedback helps employees align
perceptions with reality.

4. Awareness of Biases — Training managers and employees to recognize and
reduce biases.

5. Fair HR Policies — Ensuring transparency in promotions, rewards, and
evaluations.

Conclusion

Perception significantly influences offnizational behavior. By understanding and
managing perception effectively, organizations can foster a positive work
environment, improve leadership, and enhance employee productivity.
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1.16 Implications of Perception

Perception plays a fundamental role in shaping our gfjderstanding of the world,
influencing our beliefs, behaviors, and interactions. It is the process through which
individuals interpret sensory information, forming subjective realities that may or may
not align with objective truth. The implications of perception span various aspects of
human life, including psychology, communication, decision-making, and social
dynamics.

1. Subjectivity and Reality
Perception is inherently subjective, meaning that different individuals can interpret the
same situation in vastly different ways. This subjectivity can lead to
misunderstandings, biases, and conflicts but also fosters diversity of thought and
creativity. It highlights the gap between objective reality and personal experience,
emphasizing the role of cognitive and emotional filters in shaping one’s worldview.

2. Influence on Decision-Making

Perception significantly impacts decision-making processes. The way individuals
perceive risks, opportunities, and social cues affects their choices. For instance, a
person who perceives a business opportunity as highly risky may avoid investment,
while another who sees it as a chance for growth may take bold steps. Cognitive
biases, such as confirmation bias or the availability heuristic, often distort perception
and lead to irrational decisions.

3. Communication and Misinterpretation

Effective communication relies on shared perception, yet differences in cultural
background, language, and personal experiences often lead to misinterpretations. A
message intended as constructive criticism might be perceived as an insult, altering the
outcome of an interaction. Understanding perceptual differences is crucial for
improving communication, reducing conflicts, and fostering mutual respect.

4. Social and Cultural Influence

Societal norms and cultural values shape perception, influencing what individuals
consider right or wrong, beautiful or unattractive, and acceptable or unacceptable.
Media, propaganda, and social institutions mold collective perceptions, sometimes
reinforcing stereotypes or perpetuating misinformation. Being aware of these
influences helps individuals critically assess the information they receive and form
independent perspectives.

5. Psychological and Emotional Impact

Perception plays a vital role in mental health and emotional well-being. Negative self-
perception, for example, can lead to low self-esteem and anxiety, while a positive self-
image fosters confidence and resilience. The way individuals perceive challenges—
whether as obstacles or opportunities—affects their ability to cope with adversity and
maintain motivation.

6. Ethical and Moral Considerations
Perception affects moral and ethical judgments. People’s views on justice, fairness,
and responsibility are shaped by their perceptions of right and wrong. This is
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particularly evident in legal systems, where eyewitness testimony, media portrayals,
and personal biases can influence verdicts and public opinion.

Conclusion

Perception is a powerful force that shapes human experience and society.
Understanding its implications allows individuals to navigate life more effectively,
enhance communication, make informed decisions, and foster empathy. By
recognizing the limitations and biases of perception, people can strive for greater
objectivity, open-mindedness, and deeper connections with others.

Activity 3: Observation-Based Task
Task

Observe employee behaviour in a hotel or tourism service organisation and write a
short note on communication patterns and teamwork.

Expected Learning Outcome

« Enhanced observational and analytical skills
« Ability to connect theory with real-world organisational behaviour

Case Study for Self-Assessment

Behavioural Dynamics at MakeMyTrip: Managing Growth and Workforce
Diversity

Background of the Organisation

MakeMyTrip, one of India’s leading online travel companies, has transformed the
tourism industry through digital platforms offering flight bookings, hotel reservations,
holiday packages, and travel services. With rapid expansion and technological
innovation, the organisation employs a large workforce comprising IT professionals,
customer service executives, marketing specialists, and tourism experts.

The organisation operates in a highly competitive and dynamic environment, where
customer expectations, technological change, and market volatility continuously
influence organisational strategies.
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Emerging Challenges

As MakeMyTrip expanded its operations, several behavioural and managerial issues
began to surface. Employees from diverse educational, cultural, and professional
backgrounds had to work together in cross-functional teams. Differences in work
styles, communication patterns, and expectations led to misunderstandings and
conflicts.

At the same time, the organisation introduced aggressive performance targets and
digital transformation initiatives. While some employees adapted quickly, others
struggled with change, leading to resistance, stress, and reduced productivity.
Managers found it difficult to balance organisational goals with employee well-being.

Behavioural Issues Identified

* Variations in individual attitudes and motivation levels

« Communication gaps across departments

* Resistance to organisational change

» Conflicts between traditional tourism professionals and technology-driven teams
» Challenges in building a unified organisational culture

Managerial Response

The management initiated several interventions, including leadership training, team-
building programmes, performance management systems, and employee engagement
initiatives. However, the effectiveness of these measures depended largely on
managers’ understanding of organisational behaviour concepts.

Relevance to the Lesson

This case reflects the fundamental dimensions of Organizational Behaviour:
» Individual behaviour in organisations

* Group dynamics and teamwork

* Organisational culture and leadership

» Managerial role in shaping behaviour

It demonstrates that understanding human behaviour is crucial for achieving
organisational effectiveness in tourism enterprises.

Analytical Questions

I.  Analyse the individual and group behavioural issues faced by MakeMyTrip.

2. Explain how organisational culture influences employee behaviour in tourism
organisations.

3. Discuss the role of managers in addressing resistance to change.

4. Apply Organizational Behaviour concepts to suggest strategies for improving
employee engagement.

5. Evaluate the importance of behavioural understanding for sustainable growth
in tourism organisations.
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Improvements in Self-Assessment Questions

1. Short-Answer Questions (with Answers)

I.

Define Organizational Behaviour.

Answer: Organizational Behaviour is the study of individual, group, and
organisational processes that influence behaviour in organisations.
State two objectives of Organizational Behaviour.

Answer: Understanding human behaviour and improving organisational
effectiveness.

Mention any two factors influencing individual behaviour.

Answer: Personality and motivation.

What is the scope of Organizational Behaviour?

Answer: It includes individual behaviour, group dynamics, leadership,
communication, and organisational culture.

Explain the role of managers in Organizational Behaviour.

Answer: Managers influence employee behaviour through leadership,
motivation, communication, and decision-making.

2. Essay-Type Questions (with Hints)

I.

Explain the nature and importance of Organizational Behaviour in tourism
organisations.

Hints: Concept, characteristics, relevance to tourism, service quality, employee
performance.

Discuss the scope of Organizational Behaviour with suitable examples from
tourism industry.

Hints: Individual, group, organisational levels; practical illustrations.

Analyse the relationship between management and Organizational Behaviour.
Hints: Managerial functions, behavioural influence, leadership, motivation.
Describe the factors influencing organisational behaviour in tourism
enterprises.

Hints: Internal and external factors, organisational culture, environment.
Evaluate the significance of studying Organizational Behaviour for modern
managers.

Hints: Decision-making, conflict management, change management,
organisational success.

3. Multiple Choice Questions (Analytical MCQs)

L.

Organizational Behaviour primarily focuses on:

A. Financial management

B. Human behaviour in organisations

C. Marketing strategies

D. Production systems

Correct Answer: B

The study of individual, group, and organisational processes belongs to:
A. Economics

B. Sociology

C. Organizational Behaviour




(gentre for Distance Education 136 Acharya Nagarjuna University

D. Accounting
Correct Answer: C
3. Intourism organisations, service quality is closely linked to:
A. Employee behaviour
B. Office infrastructure
C. Government policies
D. Advertising expenditure
Correct Answer: A
4. Which of the following best explains the role of managers in OB?
A. Controlling machines
B. Influencing human behaviour
C. Reducing costs only
D. Eliminating communication
Correct Answer: B
5. Organisational culture mainly refers to:
A. Legal rules
B. Shared values and beliefs
C. Financial policies
D. Market conditions

Correct Answer: B
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LESSON-2
GLOBALIZATION: DEFINITION AND
MEANING

OBJECTIVES:

After studying this lesson, the learner will be able to:

* Explain the concept and meaning of globalization
Analyse the dimensions and drivers of globalization
Distinguish economic, cultural, and organisational aspects of globalization
Apply globalization concepts to tourism and organisational behaviour
Evaluate the impact of globalization on organisations and employees

Globalization: Definition and Meaning

Globalization refers to the process by which businesses, cultures, and societies become
interconnected and interdependent across international borders. It involves the increased
movement of goods, services, technology, information, and people between different
countries and regions.

Historical Evolution

The journey toward today's globalized world spans thousands of years, with several key
milestones marking its development:

Historical Development of Globalization

- - _ -

5ilk Road Trade Afr Travel & Information Age
Routes Internet

58 BCE - 250 CE _ 18285 Late 18895 Hid-1988s 1990-2018

Early global Large-scale Rapid expansion Global Rapid
exchange network globalization of connectivity communication accelerati
revalution globaliz

_— begins

The timeline diagram is clear and self~explanatory, showing the major eras and developments
in chronological order. Each entry has a specific date range and brief description. Let me
continue with the main content, focusing next on the different types of globalization and their
relationships, which would benefit from a second Mermaid diagram showing their
interconnected nature.
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Activity 1: Concept Application Task
Task

Identify one global tourism organisation and analyse how globalization has influenced its
management practices and employee behaviour.

Expected Learning Outcome

* Understanding the practical implications of globalization
+ Ability to relate theory with organisational practices

Key Features of Globalization
1. Economic Integration
o Expansion of international trade and investment.
o Growth of multinational corporations.
o Global supply chains and outsourcing.
2. Technological Advancement
o Rapid spread of new technologies across countries.
o Use of the internet and digital communication worldwide.
3. Cultural Exchange
o Sharing of ideas, values, and traditions among different cultures.
o Influence of international media, music, food, and fashion.
4. Mobility of People
o Increase in international migration for work, education, and tourism.
o Exchange programs and global talent mobility.
5. Political Collaboration
o International cooperation through organizations like the United Nations,
WTO, and WHO.
o Global efforts to address climate change, terrorism, and pandemics.

Bl Globalization [
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The relationship diagram clearly shows how the different types of globalization branch out
from the central concept, with specific examples under each category. The hierarchical
structure and color coding make it easy to understand. Let me continue with the key drivers
and mechanisms of globalization, followed by its impacts and implications.
Advantages of Globalization

+ Economic Growth: Boosts trade and creates jobs.

+ Access to Goods and Services: Greater variety and lower prices for consumers.

« Innovation and Knowledge Sharing: Encourages collaboration and faster progress.

« Cultural Understanding: Promotes tolerance and diversity.
Disadvantages of Globalization

« Job Displacement: Jobs may move to countries with cheaper labor.

« Environmental Concerns: Increased industrial activity can harm the environment.

« Cultural Erosion: Local traditions may be overshadowed by global trends.

« Economic Inequality: Wealth may concentrate in certain regions or companies.
Examples of Globalization

« A smartphone designed in the USA, assembled in China, and sold worldwide.

« Indian students studying in the UK or Australia.

« American fast-food chains like McDonald's operating in more than 100 countries.
Impacts and Implications
Globalization has brought about significant changes in modern society:
Positive Effects:

« Increased economic growth opportunities

« Enhanced cross-cultural understanding

s Improved international cooperation

« Access to global markets and resources

Challenges:

« Environmental concerns and resource depletion

s Income inequality within and between nations

« Cultural homogenization risks

« Disproportionate growth patterns
Current State and Future Outlook
Today's globalization continues to evolve rapidly, driven by technological innovation and
changing global dynamics. While facing various challenges, it remains a fundamental force
shaping our interconnected world. As noted by experts, "We live in an age of globalization,"
where national economies are more tightly connected than ever before

7
2.2 The Impact of Culture on Global Organizational Behavior
Introduction
In today’s globalized world, organizations operate across multiple countries, each with its
unique culture. Culture refers to the shared values, beliefs, norms, and customs that
influence how people think, feel, and behave. When organizations expand globally,
understanding cultural differences becomes essential to managing people effectively, building
teams, and achieving organizational goals.

1. Definition of Organizational Behavior
Organizational Behavior (OB) is the study of how individuals and groups act within
organizations. It includes topics such as motivation, leadership, communication, teamwork,
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and decision-making. When applied in a global context, cultural differences can significantly
influence these behaviors.

2. Key Cultural Dimensions (Hofstede’s Cultural Framework)
Geert Hofstede identified six dimensions of culture that help in comparing different national
cultures:
1. Power Distance — Acceptance of unequal power distribution.

o High: Employees expect clear instructions (e.g., Malaysia).

o Low: Employees prefer equality and open communication (e.g., Sweden).

2. Individualism vs. Collectivism

o Individualistic: Emphasis on personal goals (e.g., USA).

o Collectivist: Focus on group harmony (e.g., Japan, India).
3. Uncertainty Avoidance

o High: Preference for rules and stability (e.g., Greece).

o Low: More comfortable with ambiguity (e.g., Singapore).

4. Masculinity vs. Femininity

o Masculine: Competitive and achievement-ori@d (e.g., Germany).

o Feminine: Caring and quality of life focused (e.g., Netherlands).
5. Long-Term vs. Short-Term Orientation

o Long-term: Focus on future and perseverance (e.g., China).

o Short-term: Respect for tradition, focus on present (e.g., USA).
6. Indulgence vs. Restraint

o Indulgent: Allow gratification of desires (e.g., Mexico).

o Restrained: Strict social norms (e.g., Russia).

3. Cultural Impact on Key Organizational Areas
a. Communication
o [Erect vs. Indirect communication styles.
« In high-context cultures (e.g., Japan), communication is subtle and based on context.
« Inlow-context cultures (e.g., USA), communication is explicit and straightforward.
b. Leadership and Management Styles
« Leadership is hierarchical in high power distance cultures.
« Participative leadership is more accepted in egalitarian cultures.
c. Teamwork
+ Incollectivist cultures, teams work closely and value harmony.
« Inindividualist cultures, team members may prioritize personal achievement.
d. Decision-Making
« Group consensus is important in some Asian cultures.
« In Western cultures, decisions may be made by individuals or top management.
e. Motivation and Rewards
« Financial rewards motivate in individualistic cultures.
« Group rewards or recognition may work better in collectivist settings.
4. Challenges in Managing Cultural Diversity
« Miscommunication: Language barriers and different interpretations.
« Conflicts: Cultural misunderstandings may lead to team friction.
« Bias and Stereotyping: Prejudices affect workplace harmony and fairness.
« Resistance to Change: Employees may resist global policies that clash with local
culture.
5. Strategies for Managing Cultural Differences in Global Organizations
+ Cross-Cultural Training: Helps employees understand other cultures.
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« Diverse Leadership Teams: Bring various perspectives to decision-making.

« Localized HR Practices: Adapting policies to suit local customs.

« Effective Global Communication: Use of clear, inclusive language and tools.
« Cultural Intelligence (CQ): Encourage empathy, awareness, and adaptability.

Conclusion
Culture plays a vital role in shaping organizational behavior in global settings. Successful
multinational companies understand, respect, and adapt to these cultural differences to foster
productivity, innovation, and harmony among diverse teams. Managers must develop cultural
intelligence and implement culturally sensitive strategies to lead effectively in a globalized
workplace.

2.3 Cultural Variations in Tourism

Introduction

Tourism is not just about traveling to new pla@gy; it also involves interaction between people
of different cultures. Cultural variations play a significant role in shaping tourists’
behaviors, expectations, preferences, and experiences. Understanding cultural differences is
essential for tourism professionals to provide respectful, satisfying, and personalized services
to travelers from around the world.

1. What Are Cultural Variations?

Cultural variations refer to the differences in beliefs, customs, language, values, behaviors,
and traditions among different societies or regions. These differences influence how people
perceive the world and interact with others—including how they travel and what they seek
during their travels.

2. Areas Where Culture Affects Tourism
a. Travel Motivations
« Western tourists may seek adventure, independence, or cultural enrichment.
« Asian tourists may prioritize family bonding, shopping, or sightseeing of iconic
landmarks.
« Some cultures prefer spiritual or religious journeys (e.g., pilgrimages in India or
Mecca).

b. Travel Behavior
« Group vs. Individual Travel: Chinese and Japanese tourists often prefer group tours,
while Europeans may prefer independent travel.
« Spending Patterns: Some cultures are price-conscious; others may spend more on
luxury services or experiences.
« Time Management: Some cultures value punctuality and schedules (e.g., Germans),
while others are more flexible (e.g., Latin Americans).

c. Food Preferences
« Tourists often expect food that suits their cultural or religious practices:
« Vegetarian or vegan meals (India).
« Halal food (Middle Eastern tourists).
+ Familiar fast food (American or Asian tourists in unfamiliar destinations).
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d. Language and Communication
« Language barriers can create discijfort.
« Body language and gestures may have different meanings in different cultures.
« For example, direct eye contact may be seen as respectful in Western cultures but
rude in some Asian cultures.
e. Cultural Etiquette and Dress
« Dress codes and public behavior are culturally sensitive areas.
« Tourists from conservative cultures may feel uncomfortable with revealing clothing or
public displays of affection.
« In some cultures, taking photos at religious sites or pointing with fingers is considered
disrespectful.

3. Cultural Sensitivity in Tourism Services
Tourism professionals must be culturally aware and adapt services to meet diverse
expectations:
« Multilingual Staff and Guides to assist international tourists.
« Customized Itineraries respecting cultural values (e.g., no alcohol for Muslim
travelers).
+ Respectful Marketing that doesn’t stereotype or offend cultural groups.

4. Benefits of Cultural Diversity in Tourism
« Rich Experiences: Tourists are exposed to new ways of life, cuisines, festivals, and
traditions.
« Economic Opportunities: Diverse tourists bring business to various sectors like
hotels, food, transport, and crafts.
« Cultural Exchange: Encourages tolerance, peace, and global understanding.

5. Challenges Due to Cultural Variations
« Miscommunication and misunderstandings.
« Unintentional Offense due to ignorance of customs.
« Service Gaps if tourism providers don’t understand tourist needs.
« Conflicts between host communities and tourists with differing values.

6. Examples of Cultural Tourism Practices
« Japan: Emphasis on respect, politeness, and quiet public behavior.
« India: Hosts must understand religious customs, vegetarianism, and modesty.
« France: Tourists may expect high-quality cuisine and fine arts.
« Middle East: Sensitivity to Islamic traditions, especially during Ramadan.

Conclusion

Cultural variations in tourism highlight the importance of mutual respect and understanding
between hosts and tourists. Tourism professionals must embrace cultural diversity, develop
cultural competence, and adapt their services accordingly to offer meaningful and respectful
travel experiences. By doing so, tourism becomes a powerful tool for global harmony and
cultural appreciation.

2.4 Relevance of Diversity in Organizational Behavior (OB)

Introduction

Diversity refers to the presence of differences among people in an organization. These
differences may be based on age, gender, race, ethnicity, religion, culture, education, physical
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ability, sexual orientation, or work experience. In the context of Organizational Behavior
(OB), diversity plays a vital role in shaping how individuals interact, perform, and contribute
to organizational goals.

l.ehat is Organizational Behavior (OB)?

Organizational Behavior is the study of human behavior in workplace settings. It focuses on
understanding, predicting, and influencing employees' actions to improve organizational
effectiveness and employee satisfaction.

2. Dimgggions of Workplace Diversity
« Surface-Level Diversity: Observable traits (e.g., gender, age, race).
« Deep-Level Diversity: Psychological and non-visible traits (e.g., values, attitudes,
personality, thinking styles).

3. Importance of Diversity in OB
a. Enhances Creativity and Innovation
« Diverse teams bring different perspectives and ideas.
+ Problem-solving becomes more dynamic and innovative.
b. Improves Decision-Making
« Varied experiences lead to better analysis and more balanced decisions.
« Prevents “groupthink” by encouraging alternative viewpoints.
¢. Increases Employee Engagement
« Inclusive workplaces make employees feel valued and respected.
« Higher engagement leads to better productivity and job satisfaction.
d. Reflects Global Customer Base
« A diverse workforce can better understand and meet the needs of diverse clients.
« Increases market reach and customer loyalty.
e. Strengthens Team Performance
« Diversity contributes to well-rounded team skills and broader knowledge.
« Enhances team collaboration when managed effectively.

4. Challenges of Diversity in OB
a. Communication Barriers
« Differences in language, tone, or expression may cause misunderstandings.
b. Conflict and Misunderstanding
« Cultural values or work habits may lead to friction among team members.
¢. Resistance to Change
« Some employees may resist working with people who are “different.”
d. Discrimination and Bias
« Unconscious bias or stereotyping can lead to unfair treatment or exclusion.
5. Managing Diversity Effectively
To benefit from diversity, organizations must actively manage it through:
« Diversity Training Programs to raise awareness and sensitivity.
« Inclusive Policies and Practices in hiring, promotion, and teamwork.
+ Leadership Commitment to diversity and equity.
+ Employee Resource Groups (ERGs) to support underrepresented communities.
+ Open Communication Channels to encourage dialogue and feedback.
6. Real-World Examples of Diversity in OB
« Google: Actively promotes diversity in hiring and supports inclusive work
environments.
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« Infosys: Encourages gender equality, cultural inclusion, and opportunities for people
with disabilities.
« Tata Group: Champions workforce diversity in its global operations.

Conclusion

Diversity is highly relevant to Organizational Behavior as it shapes workplace dynamics,
influences individual and group behavior, and impacts organizational outcomes. When
managed well, diversity becomes a powerful asset—driving innovation, engagement, and
competitive advantage. Organizations that embrace diversity and inclusion are more likely to
succeed in today’s global and multicultural business environment.

Case Study

Introductory Case Study

Global Expansion of Marriott International and Workforce Transformation
Background of the Organisation and Sector

The global tourism and hospitality industry has experienced unprecedented growth over the
last three decades, largely driven by liberalisation of trade, technological advancements, and
cross-border mobility of people. Marriott International, one of the world’s largest hotel
chains, operates in more than 130 countries with thousands of properties and a highly diverse
workforce.

As Marriott expanded into emerging markets such as India, Southeast Asia, and Africa, it
encountered complex challenges related to managing culturally diverse employees, aligning
global corporate standards with local practices, and maintaining service quality across
geographically dispersed locations.

Contextual Trigger or Problem Situation

During its expansion into India, Marriott faced difficulties in integrating global operational
policies with local organisational cultures. Employees expressed concerns about rigid global
standards, communication gaps with international management teams, and limited
opportunities for local innovation. Differences in work values, leadership styles, and
expectations created behavioural tensions within teams.

Stakeholders Involved

+ Global corporate leadership of Marriott

* Local hotel management teams

« Employees from diverse cultural backgrounds

+ Customers from multiple nationalities

+ Local business partners and regulatory authorities

Behavioural and Managerial Issues

+ Cultural misunderstandings and communication barriers
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+ Conflicts between global policies and local practices

+ Challenges in managing multicultural teams

« Employee resistance to global organisational changes

+ Balancing standardisation and localisation in management practices

Importance of the Case for the Lesson

This case illustrates how globalization influences organisational behaviour by reshaping
workforce composition, management practices, and organisational culture. It demonstrates
that globalization is not merely an economic phenomenon but also a behavioural and
managerial process.

Linkage to Lesson Concepts

The case reflects key aspects of globalization:

* Meaning and dimensions of globalization

+ Global integration of organisations

« Impact on organisational behaviour and management
+ Cultural diversity and behavioural adaptation

Activity 2: Comparative Analysis Exercise
Task

Compare the organisational behaviour of a local tourism company and a multinational
tourism company.

Expected Learning Outcome

« Ability to distinguish local and global organisational practices
+ Development of analytical thinking

2.5 The Nature of Diversity

Introduction

Diversity refers to the variety of differences among people in an organization, society, or
group. These differences can be based on visible characteristics such as race, gender, or age,
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as well as invisible ones like values, beliefs, educational background, and experiences.
Understanding the nature of diversity helps organizations and societies create inclusive
environments that respect and benefit from these differences.

1. Meaning of Diversity

Diversity means “difference”—it recognizes that people are unique and brings attention to
the wide range of characteristics that shape who they are. Diversity is not just about
demographics; it's also about ideas, perspectives, and experiences.

2. Types of Diversity
a. Surface-Level Diversity
These are observable differences, such as:

o ERe
« Gender

+« Race

« Ethnicity

« Physical abilities
b. Deep-Level Diversity
These are non-visible characteristics, including:
« Personality traits
« Attitudes
« Beliefs
« Cultural values
«  Work styles
« Educational background
3. Dimensions of Diversity
Diversity includes several dimensions, such as:
« Cultural Diversity: Differences in language, customs, traditions, and worldviews.
« Demographic Diversity: Age, gender, and ethnicity variations.
« Cognitive Diversity: Differences in thought processes, problem-solving, and learning
styles.
« Functional Diversity: Differences in skills, expertise, and professional backgrounds.
4. Characteristics of Diversity
« Universal: Diversity exists in every society and organization.
+ Dynamic: It evolves with globalization, migration, and technological change.
« Complex: Involves multiple layers of identity and experience.
« Contextual: Its importance and effects vary depending on the social or organizational
setting.
5. Importance of Understanding the Nature of Diversity
« Promotes Inclusion: Helps build respectful environments where all individuals feel
valued.
« Encourages Innovation: Different viewpoints lead to creative solutions.
« Improves Team Performance: Diverse teams can handle complex problems more
effectively.
« Reflects Society: Organizations benefit when their workforce reflects the diversity of
their customer base.
« Reduces Discrimination: Understanding diversity helps prevent bias, stereotypes,
and exclusion.
6. Challenges Related to Diversity
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« Communication Barriers: Language or cultural differences may cause
misunderstandings.

« Bias and Prejudice: Preconceived notions can lead to unfair treatment.

« Resistance to Change: Some may struggle to accept or adapt to differences.

« Group Conflicts: Diversity may lead to disagreements if not managed respectfully.
7. Managing Diversity
To manage diversity effectively, organizations must:

« Promote equal opportunities and fairness.

« Provide diversity training and awareness.

« Encourage open communication and dialogue.

« Support inclusive leadership and policies.

Conclusion

The nature of diversity is broad, multi-dimensional, and essential in today's interconnected
world. Recognizing and respecting individual differences enhances organizational success,
promotes social harmony, and encourages personal growth. Embracing diversity is not just a
responsibility—it is a strength.

2.6 Reasons for the Emergence of Diversity

Introduction

Diversity has become a central focus in modern organizations and societies. It refers to the
presence of differences among individuals in terms of race, gender, age, culture, education,
abilities, experiences, and perspectives. The emergence of diversity in workplaces and
communities is driven by several key factors linked to globalization, social change, and
economic development.

1. Globalization
« Increased International Business: Organizations operate across countries and hire
people from different nationalities and cultures.
« Global Workforce Mobility: Migration and international employment opportunities
bring together people from varied backgrounds.
« Cultural Exchange: Exposure to global trends and values leads to greater cultural
blending and interaction.
2. TeclgF3logical Advancements
« Digital Communication: Tools like email, video conferencing, and social media
allow diverse teams to collaborate across borders.
« Remote Work: Enables hiring talent from various geographical locations, increasing
workforce diversity.
« Access to Information: People learn about other cultures and ideas, promoting
acceptance and inclusion.
3. Social Movements and Equality Laws
« Civil Rights and Gender Equality Movements: Advocacy for equal rights has led to
greater representation of women, minorities, and underrepresented groups.
« Anti-Discrimination Laws: Legal frameworks (e.g., Equal Employment Opportunity
laws) support workplace diversity and prevent bias.
+« LGBTQ+ Inclusion: Increasing recognition of sexual orientation and gender identity
in policies and hiring practices.
4. Changing Demographics
« Aging Populations: More older adults continue to work, leading to multigenerational
workplaces.
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« Youth Workforce: New generations bring different values, expectations, and tech-
savvy skills.
« Population Diversity: Multicultural societies are becoming the norm in many
countries due to immigration and urbanization.
5. Educational Expansion
+ Access to Education: More people from diverse social and economic backgrounds
are gaining education and entering the workforce.
« International Students: Educational institutions attract students globally, promoting
cultural understanding and diversity of thought.
6. Organizational Needs and Business Benefits
« Innovation and Creativity: Diverse teams contribute varied perspectives, leading to
[fiter problem-solving and innovation.
« Market Reach: A diverse workforce understands and serves a diverse customer base
more effectively.
« Talent Acquisition: Companies compete for global talent and recognize the value of
inclusive hiring.
7. Ethical and Corporate Social Responsibility (CSR)
« Fairness and Inclusion: Ethical organizations promote diversity as part of their core
values.
« CSR Commitments: Companies commit to social goals, including gender equality,
disability inclusion, and racial justice.
8. Urbanization and Migration
+ Mixed Communities: Cities are melting pots of cultures, languages, and traditions.
+«  Workplace Diversity: Migration introduces new cultural norms and work styles into
organizations.

Conclusion

The emergence of diversity is a result of global, social, economic, and technological
transformations. Understanding these reasons helps individuals and organizations adapt to the
changing landscape, promote inclusion, and leverage the strengths of a diverse environment.
Embracing diversity is not just a trend—it is essential for growth, innovation, and social
progress.

2.7 Managing Diversity
Introduction
Managing diversity refers to the strategic process of recognizing, respecting, and valuing
individual differences in the workplace and ensuring that these differences contribute to
organizational success. It involves creating an inclusive environment where everyone,
regardless of their background, feels valued, respected, and empowered to contribute fully.
1. What is Diversity Management?
Diversity management is the proactive approach organizations take to:
« Embrace workforce differences.
« Eliminate discrimination or bias.
« Promote fairness, inclusion, and equality.
« Enhance team performance and innovation.
It goes beyond legal compliance and aims to create a positive work culture for all.
2. Objectives of Managing Diversity
« To promote inclusivity and respect for all employees.
« To maximize the potential of a diverse workforce.
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« To improve communication, teamwork, and collaboration.
+ To reduce workplace conflict and bias.
« To support organizational goals through innovation and adaptability.
3. Key Strategies for Managing Diversity
a. Leadership Commitment
« Top management must lead by example and promote diversity as a core value.
« Establish diversity and inclusion (D&I) goals and policies.
b. Diversity Training Programs
« Educate employees about unconscious bias, cultural sensitivity, and respectful
behavior.
« Provide ongoing workshops on teamwork, equity, and communication.
¢. Inclusive Recruitment and Hiring Practices
« Attract diverse candidates through inclusive job postings.
« Use structured interviews to reduce bias.
« Ensure fair and equal opportunity in promotions and appraisals.
d. Employee Resource Groups (ERGs)
« Support groups for women, LGBTQ+, disabled staff, or ethnic minorities.
« Provide a space for networking, mentorship, and professional development.
e. Clear Anti-Discrimination Policies
« Enforce zero tolerance for harassment or discrimination.
« Provide channels for grievance redressal and safe reporting.
J- Flexible Work Policies
« Offer remote work, job sharing, or flexible hours to accommodate diverse needs.
« Provide maternity/paternity leave, prayer rooms, or disability access.
&. Open Communication
« Encourage feedback from all employees.
« Create safe spaces where opinions and concerns can be shared without fear.
4. Bengfifs of Managing Diversity Effectively
« Enhanced Creativity and Innovation: Diverse teams bring fresh ideas and
solutions.
« Better Decision-Making: Different perspectives improve problem-solving.
« Employee Satisfaction: Inclusive workplaces have higher morale and retention.
« Stronger Reputation: Diverse companies are seen as fair, progressive, and

responsible.

« Access to a Broader Talent Pool: Aftracts skilled individuals from various
backgrounds.

« Improved Customer Relations: Diverse employees understand the needs of diverse
clients.

5. Challenges in Managing Diversity
« Cultural Misunderstandings: Can lead to miscommunication and conflict.
+ Resistance to Change: Some employees may feel uncomfortable or threatened.
« Tokenism: Superficial inclusion without real empowerment or engagement.
« Unconscious Bias: Deep-rooted stereotypes may affect decisions unknowingly.
6. Role of HR in Managing Diversity
« Design and implement diversity policies.
+ Monitor workplace practices and diversity metrics.
« Offer support systems like counseling, mentorship, and grievance handling.
+ Promote a culture of learning and inclusion.
Conclusion
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Managing diversity is not just about numbers or compliance—it is about creating a
respectful, inclusive, and high-performing organizational culture. When diversity is
effectively managed, it becomes a powerful asset that drives innova{§}, collaboration, and
growth. Organizations that embrace diversity are better equipped to thrive in a global,
dynamic, and competitive environment.

2.8 Approaches to Managing Diversity

Introduction

As workplaces become increasingly global and diverse, organizations must adopt effective
approaches to manage diversity. These approaches are strategies and frameworks used to
promote inclusion, reduce discrimination, and ensure that people from different backgrounds
can work together productively and harmoniously.

*#]. Ethical Approach
« Definition: Based on the moral responsibility to treat all individuals with dignity and
respect, regardless of their differences.
« Focus: Promotes fairness, justice, and equal treatment for all.
« Practices:
« Anti-discrimination policies
« Respect for individual rights
« Culturally sensitive behavior

*%2. Legal Approach
« Definition: Focuses on compliance with national and international laws related to
equality and diversity.
« Focus: Avoids legal risks such as lawsuits, penalties, or reputational damage.
« Practices:
o Adherence to laws like Equal Employment Opportunity (EEO), Affirmative
Action, Disability Acts, etc.
o Ensuring non-discriminatory hiring and promotion practices
*%3, Business Case Approach
« Definition: Views diversity as a business advantage that contributes to innovation,
better decision-making, and access to global markets.
« Focus: Links diversity to improved performance and profitability.
« Practices:
o Diverse customer service teams
o Inclusive marketing strategies
o Cross-cultural product development
**4, Strategic Approach
« Definition: Integrates diversity management into the organization’s long-term goals
and overall strategy.
« Focus: Aligns diversity with the organization’s vision, mission, and values.
« Practices:
o Diversity embedded in recruitment, training, leadership development
o Measurable diversity goals and KPIs
o Diversity in leadership positions and decision-making processes
*%5. Managerial Approach
« Definition: Focuses on how managers and team leaders can effectively handle and
lead diverse teams.
« Focus: Day-to-day operational and interpersonal management of diversity.
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« Practices:
o Culturally aware leadership
o Conflict resolution techniques
o Team-building across diverse groups
*%6. Human Resource Approach
« Definition: HR takes active responsibility in designing systems that support
workforce diversity and inclusion.
« Focus: Inclusive HR practices to attract, retain, and develop a diverse workforce.
« Practices:
o Inclusive recruitment and onboarding
o Training programs on diversity and inclusion
o Performance appraisal free of bias
*%7. Education and Training Approach
« Definition: Uses awareness and skill-building programs to foster an inclusive
mindset.
« Focus: Educates employees about unconscious bias, intercultural competence, and
respect.
« Practices:
o Diversity awareness workshops
o Sensitivity training
o Intercultural communication sessions
*%8. Affirmative Action Approach
« Definition: Focuses on actively increasing opportunities for historically marginalized
groups.
« Focus: Balances representation and reduces inequality.
« Practices:
o Setting diversity quotas
o Targeted hiring or scholarships
o Mentorship programs for underrepresented employees

B@nclusion

There is no one-size-fits-all approach to managing diversity. Effective diversity management
involves a combination of ethical, legal, strategic, and practical measures. Organizations
must choose or combine approaches bas§fi) on their values, workforce composition, and
business objectives. Ultimately, the goal is to create a workplace that is inclusive, respectful,
and productive for everyone.

7
2.9 gole of Media and Technology in Tourism Diversity
Introduction
In today’s globalized world, media and technology play a powerful role in shaping the
tourism industry. They not only promote destinations but also influence cultural awareness,
representation, and inclusion, helping travelers explore diverse experiences. These tools
have expanded access to tourism and have encouraged people from all backgrounds to
participate in and appreciate global diversity.

1. What is Tourism Diversity?
Tourism diversity refers to the variety of tourists, destinations, cultures, travel preferences,
and experiences that exist within the tourism industry. It includes:
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« Diverse traveler demographics (age, gender, culture, disability, LGBTQ+, etc.)
« Multicultural tourism experiences
« Inclusion of underrepresented communities in tourism marketing and planning

2. Role of Media in Promoting Tourism Diversity
a. Representation and Awareness
« Media showcases diverse cultures, traditions, festivals, and local lifestyles through
TV, films, documentaries, travel shows, and social media.
« Helps people discover new destinations beyond popular tourist spots.
« Increases visibility of minority cultures and lesser-known regions.

b. Cultural Education and Sensitization
« Travel bloggers, YouTubers, and influencers educate audiences about respecting local
customs and ethics.
« Promotes responsible tourism and intercultural understanding.
¢. Breaking Stereotypes
« Positive media portrayals challenge myths and promote accurate images of different
cultures.
+ Encourages acceptance of diverse identities, such as LGBTQ+ travelers, solo female
tourists, or elderly travelers.
d. Marketing Inclusion
« Travel companies use media to create inclusive campaigns targeting people with
different interests, backgrounds, and needs.
« Visual media helps people see themselves represented in tourism ads, increasing
participation.

3. Role of Technology in Supporting Tourism Diversity
a. Accessibility and Inclusive Travel
« Apps and websites provide information tailored to travelers with disabilities, dietary
restrictions, or cultural preferences.
« Examples: Wheelmap (for wheelchair-accessible places), TripAdvisor filters,
translation apps.
b. Virtual Tourism
« Virtual Reality (VR) and 360° video tours allow people to experience different
cultures and places from home.
« Encourages future travel planning by diverse groups, including those with limited
mobility.
¢. Customized Travel Planning
« Technology enables personalized itineraries that reflect diverse interests—religious
tourism, adventure, eco-tourism, etc.
« Platforms like Airbnb Experiences allow travelers to connect with local hosts and
explore unique cultural activities.
d. Communication and Language Support
« Translation tools (e.g., Google Translate) help break language barriers.
« Multilingual websites and chatbots make travel planning inclusive for non-English
speakers.
e. Social Media as a Diversity Platform
« Instagram, Facebook, and TikTok serve as platforms for travelers to share authentic
experiences and stories.
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« Promotes visibility of diverse traveler communities and supports representation in
tou .
4. Benefits of Media and Technology in Tourism Diversity
« Promotes cultural appreciation and inclusion.
« Encourages responsible and respectful tourism.
« Expands market reach to diverse audiences.
+« Empowers marginalized communities through storytelling and visibility.
« Enhances tourist satisfaction by meeting individual needs.
5. Challenges to Address
« Misrepresentation or stereotyping of cultures in media.
« Digital divide: Not all communities have access to technology or digital promotion.
« Privacy concerns with traveler data collected by tech platforms.
+ Over-commercialization can damage cultural authenticity if not handled sensitively.

Conclusion
Media and technology are essential tools in promoting and managing tourism diversity. They
help break down barriers, foster inclusion, and encourage people from all walks of life to
explore, respect, and celebrate cultural differences. By leveraging these tools responsibly, the
tourism industry can create richer, more inclusive, and globally connected travel experiences.
2.10 Creating and Maintaining Organizational Culture
Introduction
Organizational culture refers to the shared values, beliefs, behaviors, norms, and practices
that shape the way people work and interact wigin an organization. It defines the work
environment and influences everything from decision-making to communication and
employee engagement.
Creating and maintaining a strong organizational culture is essential for ensuring consistency,
alignment with goals, and long-term success.
1. What is Organizational Culture?
Organizational culture is often described as “the way things are done around here.” It
includes:

« Core values

« Leadership styles

« Communication methods

«  Work ethics

« Attitudes towards change, innovation, and teamwork
2. Creating Organizational Culture
Creating a positive and effective culture requires deliberate effort and leadership
commitment. It typically involves the following steps:
a. Defining Core Values and Vision

« [Establish the mission, vision, and values that reflect what the organization stands for.

« These guide employees in their actions and decisions.
b. Leadership Role Modeling

+ Leaders must demonstrate behavi@j that align with the desired culture.

+ Leadership behavior sets the tone for the rest of the organization.
¢. Hiring the Right People

« Recruit individuals who share similar values and attitudes.

« Use cultural fit assessments during the hiring process.
d. Onboarding and Training

« Use orientation programs to introduce new hires to the organizational culture.
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« Provide training on core values, communication, and expected behavior.
e. Setting Norms and Expectations
« Establish formal policies and informal norms that reinforce the culture.
« Encourage behaviors that align with organizational goals.
3. Maintaining Organizational Culture
After a culture is created, it needs continuous reinforcement to remain effective and relevant.
a. Consistent Communication
« Use internal newsletters, meetings, and digital platforms to reinforce values and
behaviors.
« Celebrate success stories that reflect the culture.
b. Recognition and Reward Systems
+ Reward behaviors that align with the culture through promotions, awards, and praise.
« Align performance evaluations with cultural values.
¢. Employee Engagement
« Involve employees in decision-making and encourage open communication.
« Create forums for feedback and suggestions.
d. Addressing Misalignment
« Correct behaviors or practices that deviate from the desired culture.
« Provide coaching or disciplinary action when needed.
e. Adapting to Change
« A healthy culture is flexible and can evolve with market changes, technology, and
workforce expectations.
« Encourage innovation and learning without losing the core identity.
4. Importance of Organizgional Culture
« Guides Behavior: Helps employees understand what is expected of them.
« Boosts Performance: Increases productivity, morale, and collaboration.
« Enhances Identity: Builds a sense of belonging and loyalty.
« Attracts Talent: A strong culture draws like-minded professionals.
« Improves Adaptability: Promotes resilience during change or crisis.
5. Examples of Organizational Culture
« Google: Innovation-driven, open communication, employee empowerment.
« Zappos: Customer service-centered, fun and quirky work environment.
« Tata Group: Integrity, social responsibility, and long-term thinking.

Conclusion

Creating and maintaining organizational culture is a continuous process that requires strong
leadership, clear communication, and alignment between values and actions. A strong,
positive culture supports strategic goals, inspires employees, and drives long-term
organizational success. When nurtured properly, it becomes a powerful asset that shapes
behavior, attracts talent, and builds a lasting legacy.

Activity 3: Reflective Writing Task
Task

Write a short note on how globalization has changed employee expectations in tourism
organisations.
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Expected Learning Outcome

» Enhanced critical thinking and reflective skills
* Deeper understanding of behavioural impacts of globalization

Case Study for Self-Assessment
Globalization and Organisational Behaviour at Indigo Airlines
Background of the Organisation

IndiGo Airlines, India’s largest low-cost carrier, has increasingly integrated its operations
with global aviation networks through international routes, partnerships with foreign airlines,
global supply chains, and adoption of international safety and service standards. The
organisation employs thousands of employees, including pilots, cabin crew, engineers, and
ground staff from diverse professional and cultural backgrounds.

With the expansion of international operations, IndiGo faced the challenge of aligning global
aviation standards with local organisational practices while maintaining operational
efficiency and employee satisfaction.

Emerging Challenges

The introduction of global operational protocols and digital technologies transformed work
processes within the organisation. Employees had to adapt to international service standards,
multicultural customer interactions, and technologically advanced systems. While some
employees welcomed these changes, others experienced stress, uncertainty, and resistance.

Differences in communication styles between Indian and international partners, increased
performance pressures, and competition from global airlines further intensified behavioural
challenges.

Behavioural Issues Identified

« Cultural diversity and communication barriers

* Resistance to global organisational changes

» Increased work pressure and stress

» Conflicts between global standards and local work culture

» Challenges in maintaining employee motivation and engagement
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Managerial Response

IndiGo introduced cross-cultural training programmes, leadership development initiatives,
and performance management systems aligned with global best practices. However, the
effectiveness of these interventions depended on managers’ understanding of globalization
and organisational behaviour.

Relevance to the Lesson

This case demonstrates how globalization reshapes organisational structures, managerial
practices, and employee behaviour in tourism and aviation sectors. It highlights the
interrelationship between globalization and organisational behaviour.

Analytical Questions

I.

vk

Analyse the impact of globalization on employee behaviour in IndiGo Airlines.
Explain how cultural diversity influences organisational behaviour in globalised
organisations.

Discuss the challenges of balancing global standards with local practices.

Apply globalization concepts to suggest strategies for managing multicultural teams.
Evaluate the role of managers in addressing behavioural issues arising from
globalization.

Improvements in Self-Assessment Questions

1. Short-Answer Questions (with Answers)

L.

Define globalization.

Answer: Globalization is the process of increasing economic, technological, cultural,
and organisational integration across national boundaries.

Mention two drivers of globalization.

Answer: Technological advancement and liberalisation of trade.

State two impacts of globalization on organisations.

Answer: Increased competition and workforce diversity.

Distinguish between globalisation and localisation.

Answer: Globalisation refers to worldwide integration, whereas localisation refers to
adaptation to local conditions.

Explain the relationship between globalization and organisational behaviour.
Answer: Globalization influences employee behaviour through cultural diversity,
organisational change, and global management practices.

2. Essay-Type Questions (with Hints)

I.

2.

Explain the meaning, nature, and characteristics of globalization.

Hints: Definition, features, historical evolution, dimensions.

Analyse the impact of globalization on tourism organisations.

Hints: Market expansion, technology, workforce diversity, service quality.
Discuss the relationship between globalization and organisational behaviour.
Hints: Cultural differences, leadership, motivation, communication.
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4. Evaluate the advantages and challenges of globalization for organisations.
Hints: Opportunities, risks, behavioural implications.

5. Explain the concept of glocalisation with suitable examples.
Hints: Global integration, local adaptation, tourism examples.

3. Multiple Choice Questions (Analytical MCQs)

1. Globalization primarily refers to:
A. Isolation of economies
B. Integration of economies and cultures
C. Reduction of technology
D. Local mggdget dominance
Correct Answer: B
2. Which of the following is a behavioural impact of globalization?
A. Increase in tariffs
B. Workforce cultural diversity
C. Reduction in exports
D. Decline in technology
Correct Answer: B
3. The concept of glocalisation implies:
A. Complete global standardisation
B. Complete local independence
C. Integration of global and local practices
D. Elimination of local culture
Correct Answer: C
4. In tourism organisations, globalization leads to:
A. Reduced customer expectations
B. Standardised service quality across countries
C. Elimination of competition
D. Decreased workforce diversity
Correct Answer: B
5. Globalization influences organisational behaviour mainly through:
A. Legal rules only
B. Cultural and technological changes
C. Weather conditions
D. Physical infrastructure
Correct Answer: B
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CONCEPT OF MOTIVATION

28
OBJECTIVES:

After studying this lesson, the learner will be able to:

Explain the concept and nature of motivation

Analyse major theories of motivation

Distinguish intrinsic and extrinsic motivation in organisations
Apply motivational concepts in tourism organisations
Evaluate the role of motivation in organisational performance

Motivation

Motivation means a process of stimulating people to accomplish desired goals. Motivation
comes from motives which are the expression of human needs by a human being. The need can
be defined as feeling of lackness for something and human being tries to get lackness removed
(satisfaction). So, motivation is the way in which urges, drives, desires, aspirations, striving,
needs, directly explain the behaviour of human beings.

Motivation has few characteristics:
a) Motivation is an internal feeling; Motivation is a psychological phenomenon which
generates within an individual.
b) Person in totality, not in part, is motivated. Each individual in the organization is a self-
contained and inseparable unit and all his needs are inter-related.
¢) Motivation is the product of anticipated values from an action and the perceived
probability that these values will be achieved by the action.

Key aspects of motivation in organizational behaviour

« Goal-directed behavior: Motivation pushes individuals to work towards specific
objectives, leading to higher efficiency and effectiveness.

« Internal and external factors: It encompasses both internal drives, such as a desire
for achievement, and exffihal rewards like bonuses or recognition.

« Two types: Motivation can be positive (e.g., rewards, recognition) or negative (e.g.,
punishment, threats).

« Link to performance: Motivated employees are more likely to be satisfied, engaged,
and innovative.

« Managerial tool: Organizations use motivation to harness the potential of their human
resources, improve employee performance, and achieve objectives.

Assumptions of Human Behavior

The assumptions of human behavior in organizational behavior (OB) include that behavior
is caused, and individuals are unique and bring their whole selvesto work.
Additionally, behavior is often linked to motivation, which is seen as a continuous process of
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fulfilling needs, and all individuals are considered worthy of dignity and respect. Motivation
is also influenced by a variety of factors beyond just rewards.

Activity 1: Reflective Analysis Task
Task

Identify motivational factors influencing employees in a tourism organisation (hotel, airline,
travel agency).

Expected Learning Outcome

¢ Ability to relate motivation theories to real organisational contexts
» Improved analytical skills

Assumptions about human behavior

« Individual differences: No two individuals are exactly alike in terms of their attitudes,
personalities, or needs. This means that motivational techniques must be tailored to
individual differences.

« The whole person: Employees are not just a set of skills, but a complete person with
their own social background, personal interests, and emotional life that influences their
work behavior.

« Caused behavior: Behavior is not random; it is caused by specific needs and
motivations. Understanding these underlying causes is key to influencing behavior.

« Human dignity: Every individual has inherent worth and must be treated with respect
and fairness.

« Motivated behavior: People are motivated by a desire to satisfy their needs, and
motivation is a continuous, dynamic process. When one need is met, another emerges.

« Selective perception: Individuals perceive situations based on their own background
and beliefs, which can lead to different interpretations of the same event.

« Desire for involvement: People generally want to be involved in the decisions that
affect their work, as this can provide a sense of ownership and satisfaction.
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Theory X and Theory Y

Theory X and Theory Y were first explained by McGregor in his book, "The Human
Side of Enterprise," and they refer to two styles of management - authoritarian (Theory X) and
participative (Theory Y).

If you believe that your team members dislike their work and have little motivation,
then, according to McGregor, you'll likely use an authoritarian style of management. This
approach is very hands-on and usually involves micro-managing people's work to ensure that
it gets done properly. McGregor called this Theory X.

On the other hand, if you believe that your people take pride in their work and see it as
a challenge then you'll more likely adopt a participative management style. Managers who use
this approach their people to take ownership of their work and do it effectively by themselves.
McGregor called this Theory Y.

The approach that you take will have a significant impact on your ability to motivate your team
members. So, it's important to understand how your perceptions of what motivates them can
shape your management style.

Theory X

Theory X managers tend to take a pessimistic view of their people, and assume that
they are naturally unmotivated and dislike work. As a result, they think that team members
need to be prompted, rewarded or punished constantly to make sure that they complete their
tasks.

Work in organizations that are managed like this can be repetitive, and people are often
motivated with a "carrot and stick" approach. Performance appraisals and remuneration are
usually based on tangible results, such as sales figures or product output, and are used to control
staff and keep tabs on them.

This style of management assumes that workers:

e Dislike their work.

* Avoid responsibility and need constant direction.

* Have to be controlled, forced and threatened to deliver work.

Need to be supervised at every step.

Have no incentive to work or ambition, and therefore need to be enticed by rewards to
achieve goals.

According to McGregor, organizations with a Theory X approach tend to have several tiers of
managers and supervisors to oversee and direct workers. Authority is rarely delegated, and
control remains firmly centralized. Managers are more authoritarian and actively intervene to
get things done.

Although Theory X management has largely fallen out of fashion in recent times, big
organizations may find that adopting it is unavoidable due to the sheer number of people that
they employ and the tight deadlines that they have to meet.

Theory Y
Theory Y managers have an optimistic, positive opinion of their people, and they use a

decentralized, participative management style. This encourages a more collaborative, trust-
based relationship between managers and their team members. People have greater
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responsibility, and managers encourage them to develop their skills and suggest improvements.
Appraisals are regular but, unlike in Theory X organizations, they are used to encourage open
communication rather than control staff. Theory Y organizations also give employees frequent
opportunities for promotion.

This style of management assumes that workers are:

Happy to work on their own initiative.

More involved in decision making.

Self-motivated to complete their tasks.

Enjoy taking ownership of their work.

Seek and accept responsibility, and need little direction.
View work as fulfilling and challenging.

Solve problems creatively and imaginatively.

Theory Y has become more popular among organizations. This reflects workers' increasing
desire for more meaningful careers that provide them with more than just money.

It's also viewed by McGregor as superior to Theory X, which, he says, reduces workers to
"cogs in a machine," and likely demotivates people in the long term.

Maslow’s Need Hierarchy

The behaviour of an individual at a particular moment is usually determined by his strongest
need. As the more basic needs are satisfied, an individual seeks to satisfy the higher needs. It
forms a hierarchy like:

Self-
actualization

Esteem
Social belonging
Safety needs

Physiological needs

12

(1) Physiological Needs: The physiological needs are Eown at the top of the hierarchy
because they tend to have the highest strength until they are reasonably satisfied. Until
these needs are satisfied to the degree needed for the efficient operation of the body, the
majority of a person's activities will probably be at this level, and the other levels will
provide him with little motivation.

(2) Safety needs: Once the physiological needs are satisfied to a reasonable level - it is not
necessary that they are fully satisfied, and degree of reasonableness is subjective - other
levels of needs become important. In this hierarchy comes the needs for safety, that is
need for being free of physical danger or self-preservation. In the industrial society,
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safety needs may take considerable impfEjance in the context of the dependent
relationship of employees to employers. Organization can influence these security
needs either positively - through pension plan, insurance plan etc. or negatively by
arousing fears @gbeing fired or laid off, demoted.

(3) Social needs: Since man is a social being, he has a need to belong and to be accepted
by various groups. When social needs become dominant, a person will strive for
meaningful relations with others.

(4) Esteem needs: The esteem needs are concerned with self-respect, self-confidence, a
feeling of personal worth, feeling of being unique and recognition. Satisfying these
needs produces feelings of self-confidence, prestige, power and control.

(5) Self-actualization needs: Self-actualization is the need to maximize one's potential,
whatever it may be. This is related with the development of ifinsic capabilities which
lead people to seek situations that can utilize their potential. This includes competence
which implies control over environmental factors, both physical and social, and
achievement.

Herzberg's Motivation - Hygiene Theory

This theory characterizes the types of behaviour. It is directed towards achieving certain
des{ffble positive goals or avoiding other undesirable consequences. The findings of this theory
are that there are some job conditions which operate primarily to dissatisfy employees when
the conditions are absent, their presence does not motivate them in a strong way. Another set
of job conditions operates primarily to build strong motivation and high job satisfaction, but
their absence rarely proves strongly dissatisfying. The first set of job conditions is known as
maintenance or hygiene factors and second set of job conditions is known as motivational
factors.

Case study

Introductory Case Study

Motivating Frontline Employees at IndiGo Airlines
Background of the Organisation and Sector

The aviation and tourism industry is characterisedff} intense competition, high customer
expectations, and continuous operational pressures. IndiGo Airlines, India’s largest low-cost
carrier, has built its brand on punctuality, cost efficiency, and customer-centric service. The
organisation employs thousands of frontline employees, including cabin crew, ground staff,
customer service executives, and technical personnel, whose motivation directly influences
service quality and customer satisfaction.

With the rapid expansion of domestic and international routes, IndiGo faced increasing
challenges in sustaining employee motivation while maintaining operational efficiency. The
demanding nature of work schedules, performance targets, and customer interactions placed
significant psychological and physical pressure on employees.

Contextual Trigger or Problem Situation

Inrecent years, management observed rising employee turnover and declining morale among
frontline staff. Employee feedback indicated dissatisfaction with work-life balance, limited
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career growth opportunities, and perceived inequities in reward systems. Although the
organisation offered competitive salaries, many employees felt emotionally disengaged from
their work.

Stakeholders Involved

« Top management and HR leadership

« Frontline employees (cabin crew, ground staff, customer service teams)
» Middle-level supervisors and managers

» Customers and travel partners

Behavioural and Managerial Issues

* Declining intrinsic motivation among employees

* High stress and burnout due to demanding schedules

* Perceived inequity in rewards and recognition

* Weak alignment between individual goals and organisational objectives
» Challenges in sustaining long-term employee commitment

Importance of the Case for the Lesson

This case highlights that motivation is not limited to financial incentives but involves
psychological, social, and organisational factors. It demonstrates the relevance of motivation
theories in understanding employee behaviour in tourism organisations.

Linkage to Lesson Concepts

The case reflects key motivational concepts:

* Needs and drives

» Intrinsic and extrinsic motivation

= Content and process theories of motivation

» Managerial strategies for enhancing motivation

Activity 2: Application Exercise
Task

Assume you are an HR manager in a hotel. Design a motivational programme for frontline
employees.

Expected Learning Outcome
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« Application of theoretical concepts to practical situations
* Development of managerial thinking

Hygiene Factors: According to Herzberg, there are ten maintenance or hygiene factors. These
are

Company policy and administration
Technical supervision

Interpersonal relationship with supervisors
Interpersonal relationship with peers
Interpersonal relationship with subordinates
Salary

Job security

Personal life

Working conditions, and

Status.

These are not intrinsic parts of a job, but they are related to conditions under which a job is
performed. They produce no growth in a worker's output; they only prevent losses in workers’
performance due to work restrictions. These maintenance factors are necessary to maintain a
reasonable level of satisfaction in employees. Any increase beyond this level will not provide
any satisfaction to the employees; however, any cut below this level will dissatisfy them. As
such, these are also called as dissatisfiers. Since any increase in these factors will not affect
employee's level of satisfaction, these are of no use for motivating them.

Motivational Factors: These factors are capable of having a positive effect on job satisfaction
often resulting in an increase in one's total output. Herzberg includes six factors that motivate
employees. These are

Achievement
Recognition
Advancement
Work itself
Possibility of growth, and

e Responsibility.
Most of these factors are related with job contents. An increase in these factors will satisfy the
employees, however, any decrease will not affect their level of satisfaction. Since these increase
the level of satisfaction in the employees, these can be used in motivating them for higher
output.
29
MecClelland's Needs Theory
McClelland has identified three types of basic motivating needs. He classified these as need
for power, need for affiliation and need for achievement. Considerable research work was done
by McClelland aﬁi his associates in this respect particularly on achievement motive.

14

Power Motive: The ability to induce or influence behaviour is power. Power motive has been
formally recognized and studied for a relatively long time. The leading advocate of the power
motive was Alfred Adler. Adler developed the concepts of inferiority complex and
compensation, Accordingly, the individual's life style is characterized by striving to
compensate for the feelings of inferiority which are combined with the innate drive for power.
McClelland and his associates have found that people with a high power need have a great
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concern for exgjcising influence and control. Such individuals are generally secking positions
of leadership, they are forceful, outspoken, hard beaded, and demanding.

Affiliation Motive: Since people are social animals, most individuals like to interact and be
with others in situations where they feel they belong and are accepted. Sometimes affiliation is
equated with social motives.

However, the affiliation motive is not so broad. Affiliation plays a very complex but
vital role in human behaviour. The study of affiliation is complicated by the fact that some
behavioral scientists believe that it is an unlearned motive. However, the fact is partly true.
McClelland has suggested that people with high need for affiliation usually derive pleasure
from being loved and tend to avoid the pain of being rejected. They are concerned with
maintaining pleasant social relationships, enjoying a sense of intimacy and understanding, and
enjoy consoling and helping others in trouble.

Achievement Motive: Over the years, behavioral scientists have observed that some people
have an intense desire to achieve McClelland's research has led him to believe that the need for
achievement is a distinct human motive that can be distinguished from other needs. It can also
be isolated and assessed in any group. McClelland has identified four basic characteristics of
high achievers.

e Moderate risks: Taking moderate risks is probably the simple most descriptive
characteristic of the person possessing high achievement need. This is against the
commonsense that a high achiever would take high risks.

e Immediate feedback. Person with high achievement motive desires activities which
provide immediate and precise feedback information on how he is progressing toward
a goal.

e Accomplishment: Person with high achievement motive finds accomplishing a task
intrinsically satisfying in and of itself, or he does not expect or necessarily want the
accompanying material rewards. Though he likes to earn a lot of money but not for the
usual reason of wanting money for its own sake or for the material benefits that it can
buy.

e Preoccupation with the tasks: Once a high achiever selects a goal, he tends to be
totally preoccupied with the task until it is successfully completed. He will not feel
satisfied unless he has put his maximum effort in completing the task. This type of
dedicated commitment often reflects on his outward personality, which frequently has

@ a negative effect on those who come in contact with him.
17

Vroom's Valence Expectancy Theory

Vroom has presented a theory, which is based on motivation process. Various theories which
are based on motivation process are more concerned with the cognitive antecedents that go into
motivation or effort and the way they relate to each other:

17
Motivation (force) = Valence x Expectancy x Instrumentality

Valence is the strength of an individual's preference to a particular outcome.
Expectancy is the probability that a particular action will lead to the outcome.

Valence: According to Vroom, valence means the strength of an individual's preference to a
particular outcome. Other terms equivalent to valence used in various theories of motivation
are incentive, attitude, and expected utility. In order for the valence to be positive for individual,
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he must prefer attending the outcome to not attending it: a valence of zero occurs when the
individual is indifferent toward the outcome, and the valence is negative when the individual
prefers not attaining the outcome to attaining it. Another major input into the valence is the
instrumentality of the first level outcome in obtaining a derived second outcome.

Expectancy: Another factor in determining the motivation is expectancy, that is, the
probability thagfy particular action will lead to the outcome. Expectancy differs from
instrumentality in that it relates efforts to first-level outcomes whereas instrumentality relates
first and second-level outcomes to each other. Thus, expectancy is the probability that a
particular action will lead to a particular first-level outcome. The strength of motivation to
perform a certain act will depend on the sum of the products of the values for the outcomes
times the expectancies.

Porter and Iggwler Model of Motivation

This model explains the complex relationship that exists between job attitudes and job
performance This is based on the assumption that @ere is positive relationship between
satisfaction and performance. The various elements of this model are:

i.  Effort: Effort refers to the amount of energy exerted by an employee on a given task.
Perceived-reward probability refers to the individual's perception of the probability that
differential rewards depend upon differential amounts of effort. These two factors-value
of reward and perception of effort-reward probability-determine the amount of effort
that the employee will put in

ii.  Performance: Effort leads to performance but both of these may not be equal, rather,
performance is determined by the amount of effort and the ability and role perception
of the individual. Thus, if an individual has little ability and/or inaccurate role
perception, his performance may be ineffective in spite of his putting great efforts.

iii.  Rewards: Performance is seen as leading to intrinsic rewards (such as a sense of
accomplishment and actualization) and extrinsic rewards (such as working conditions
and status). However, the intrinsic rewards are much more likely to produce attitudes
about satisfaction that are related to performance. In addition, the perceived equitable
rewards vitally affect the performance-satisfaction relationship. They reflect the fair
level of rewards that the individual feels should be given for a given level of
performance.

iv.  Satisfaction: Satisfaction is derived from the extent to which actual rewards fall short,
meet or exceed the individual's perceived level of equitable rewards. If actual rewards
meet or exceed perceived equitable rewards, the individual will feel satisfied; if these
are less than equitable rewards, he will be dissatisfied. Thus, this provides two
implications. First, satisfaction is only in part determined by actual rewards. Second,
satisfaction is more dependent on performance than performance is on satisfaction.
Only through the less direct feedback loops will satisfaction affect performance. This
is a marked departure from the traditional analysis of the satisfaction-performance
relationship.
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Porter-Lawler Motivation Model

Activity 3: Observation-Based Task
Task

Observe employee behaviour in a tourism organisation and identify signs of high or low
motivation.

Expected Learning Outcome

* Enhanced observational skills
* Deeper understanding of motivation in practice

Case Study for Self-Assessment

Motivation and Performance at OYO Hotels: Balancing Growth and Employee
Engagement

Background of the Organisation
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OYO Hotels and Homes, one of India’s largest hospitality platforms, operates a network of
budget hotels across multiple countries. The organisation relies heavily on young managers,
franchise partners, and frontline staff to deliver consistent service quality across geographically
dispersed properties.

As OYO expanded rapidly, the organisation implemented aggressive growth strategies,
performance targets, and digital monitoring systems. While these strategies enhanced
operational efficiency, they also created new motivational challenges for employees.

Emerging Challenges

Employees experienced increasing workload pressures, frequent organisational changes, and
uncertainty about job security. Many frontline employees felt that performance expectations
were unrealistic, while recognition and career development opportunities remained limited.
Differences in motivational levels among employees led to variations in service quality across
properties.

Behavioural Issues Identified

* Declining job satisfaction among frontline employees
* Reduced intrinsic motivation due to repetitive tasks

* Perceived inequity in rewards and promotions

* Resistance to organisational changes

» Weak organisational commitment

Managerial Response
OYO introduced incentive-based reward systems, leadership development programmes, and
employee engagement initiatives. However, the effectiveness of these interventions varied
across locations, highlighting the need for a systematic understanding of motivation theories.
Relevance to the Lesson
This case illustrates how motivation influences employee behaviour, organisational
performance, and service quality in tourism organisations. It demonstrates the practical
application of motivational theories in managerial decision-making.
Analytical Questions

1. Analyse the motivational problems faced by OYO Hotels employees.

Explain how intrinsic and extrinsic motivation influence employee performance in
tourism organisations.

3. Apply any two motivation theories to interpret the case situation.
4. Suggest managerial strategies to improve employee motivation and engagement.
5. Evaluate the relationship between motivation and organisational effectiveness in

tourism enterprises.
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Improvements in Self-Assessment Questions

1. Short-Answer Questions (with Answers)

L.

Define motivation.

Answer: Motivation is the process of stimulating individuals to act in order to achieve
organisational and personal goals.

Mention two types of motivation.

Answer: Intrinsic motivation and extrinsic motivation.

State two objectives of motivation.

Answer: Improving performance and enhancing job satisfaction.

Name any two motivation theories.

Answer: Maslow’s Need Hierarchy Theory and Herzberg’s Two-Factor Theory.
Explain the relationship between motivation and performance.

Answer: Motivation influences effort, persistence, and productivity, thereby affecting
organisational performance.

2. Essay-Type Questions (with Hints)

L.

2.

Explain the concept, nature, and importance of motivation in organisations.
Hints: Definition, characteristics, role in management, tourism examples.
Discuss major content theories of motivation with suitable illustrations.
Hints: Maslow, Herzberg, McClelland.

Analyse process theories of motivation.

Hints: Expectancy theory, Equity theory, Goal-setting theory.

Examine motivational challenges in tourism organisations.

Hints: Service nature, workforce diversity, stress, turnover.

Evaluate the role of managers in motivating employees.

Hints: Leadership, rewards, communication, organisational culture.

3. Multiple Choice Questions (Analytical MCQs)

1.

Motivation is best described as:

A. A fixed personality trait

B. A process influencing behaviour
C. A financial reward system

D. A management control technique
Correct Answer: B

Intrinsic motivation arises from:
A. External rewards

B. Internal satisfaction

C. Punishment

D. Competition only

[10] Correct Answer: B

3.

Herzberg’s theory distinguishes between:
A. Needs and drives

B. Hygiene and motivator factors

C. Goals and performance

D. Rewards and punishments

Correct Answer: B
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4.

According to Expectancy Theory, motivation depends on:
A. Ability alone

B. Expectation of outcomes

C. Organisational size

D. Cultural background

Correct Answer: B

In tourism organisations, employee motivation directly affects:
A. Service quality and customer satisfaction

B. Weather conditions

C. Government policies

D. Physical infrastructure

Correct Answer: A
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LESSON-4
INTERPERSONAL BEHAVIOR

OBJECTIVES:

After studying this lesson, the learner will be able to:

Explain the concept and dimensions of interpersonal behaviour

Analyse interpersonal perception, communication, and attitudes

Distinguish constructive and dysfunctional interpersonal relationships

Apply interpersonal behaviour concepts in tourism organisations

Evaluate the impact of interpersonal behaviour on organisational effectiveness

Interpersonal behaviour in organizational behaviour refers to the ways and actions individuals
use to interact, communicate, and build relationships within a workplace, shaping teamwork,
trust, and productivity.

Interpersonal behaviour includes both verbal communication and nonverbal cues like
body language and facial expressions.

Effective interpersonal behaviour cultivates trust, respect, and understanding among
colleagues, which is essential for cooperation and collaboration.

Poor interpersonal interactions can lead to misunderstandings and conflicts, reducing
job satisfaction and overall organizational performance.

Key components of interpersonal behaviour

Communication: This includes verbal exchanges like joking or giving instructions, as
{31l as nonverbal cues like body language and facial expressions.

Emotional Intelligence: The ability to understand and manage one's own emotions and
recognize and influence the emotions of others is crucial for effective interpersonal
interactions.

Social Skills: These are the learned abilities to interact and communicate with others
effectively.

Relationships: The interaction between individuals, which can be cooperative or
conflicting, between a superior and subordinate, or between co-workers.

Key Interpersonal Skills in Organizations

Verbal and nonverbal communication: Clear sharing of information helps reduce
conflict and foster cooperation.

Listening and empathy: Understanding others’ perspectives builds a supportive work
environment.

Negotiation and problem-solving: These skills help resolve workplace issues
constructively.

Assertiveness: Balanced expression of ideas and concerns is critical for healthy
relationships.

Decision-making: Collaborative and inclusive approaches improve morale and
outcomes.
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Activity 1: Reflective Interpersonal Analysis
Task

Identify a situation in a tourism organisation where interpersonal conflict occurred and analyse
its causes.

Expected Learning Outcome

= Ability to diagnose interpersonal problems
» Enhanced understanding of behavioural factors

Models and Approaches
« Transactional Analysis: Helps understand social transactions and ego states (Parent,
Adult, Child), enabling employees to recognize and improve their own behaviour for
(EJter communication outcomes.
» Johari Window: A tool for increasing self-awareness and trust through feedback and
transparent communication, promoting openness in workplace relationships.

Impact on Organizational Effectiveness
« Strong interpersonal behaviour leads to improved teamwork, creativity, and employee
satisfaction.
« Cooperative behaviours, built on mutual trust and respect, help achieve organizational
goals and provide personal satisfaction.
e Organizations that actively develop interpersonal skills foster a positive culture,
enhance resilience, and prepare staff to handle workplace challerf§Fss.
Interpersonal behaviour is foundational to organizational behaviour and plays a crucial role in
effective functioning and the achievement of business objectives.
Transactional Analysis
Transactional Analysis (TA) is a theory of personality and communication by Eric Berne that
explains how people interact using three ego states — Parent, Adult ) Child - and how these
patterns affect relationships and effectiveness in organizations. It is developed by psychiatrist
Eric Berne in the 1950s, TA was designed to be a practical, easy-to-understand alternative to
traditional psychoanalysis.




Organizational Behaviour in Tourism 4.3 Interpersonal Behavior

Meaning of Transactional Analysis

Transactional Analysis studies the “transactions” (exchanges) between people to understand
why communication is smooth, tense, or breaks down. It assumes that each person shifts among
three ego states and that recognizing these states helps improve communication and reduce
conflict in organizations.

Three Ego States
« Parent ego state: Learned attitudes, rules, and values taken from parents/authority
figures; can be nurturing (supportive) or critical (judgmental).
« Adult ego state: Rational, objective, data-based thinking; analyzes facts, makes
balanced decisions, and is ideal for professional communication.
« Child ego state: Feelings, impulses, creativity, dependence and spontaneous reactions;
can be natural (playful) or adapted (submissive or rebellious).

Types of Transactions
« Complementary transactions: The response matches the stimulus (e.g., Adult —
Adult), so communication flows smoothly and work gets done with minimum friction.
« Crossed transactions: The response comes from an unexpected ego state (e.g., Adult
— Child reply to an Adult question), causing misunderstanding and conflict.
« Ulterior transactions: A message has two levels (social and hidden), often leading to
manipulation or “games” that damage trust over time.

Transactional Analysis in Organizational Behaviour
« [Encourages more Adult-Adult interactions between managers and employees, leading
to logical, respectful and problem-solving oriented conversations.
« Helps leaders identify when they are using a too-critical Parent tone or a
submissive/rebellious Child response and consciously shift to Adult.
« Supports conflict resolution by diagnosing which ego states are clashing and reframing
the dialogue into an Adult-Adult mode.

Key Transactional Analysis Concepts Used in OB
« Life positions: Typical outlooks such as “I'm OK, You’re OK” (healthy) versus “I’'m
OK, You're not OK” etc., which influence cooperation, trust and teamwork.
« Strokes: Units of recognition (praise, attention, feedback); positive strokes motivate
employees and negative or no strokes reduce morale.
« Games: Repetitive, hidden-pattern interactions that end in negative feelings (blame,
resentment); TA helps teams recognize and stop such games.

Benefits of Transactional Analysis in the Workplace
« Improves clarity and openness in communication, reducing misunderstandings between
supervisors, peers and subordinates.
« Develops emotionally intelligent leadership, better feedback practices, and healthier
power dynamics in teams.
« [Enhances self-awareness in employees, helping them manage their reactions, increase
collaboration, and contribute to a more positive organizational culture.

Developing Interpersonal Skills in Tourism and Hospitality
Developing interpersonal skills in tourism and hospitality is vital, as these skills directly affect
guest satisfaction, teamwork, and overall service quality.
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Key Interpersonal Skills for Tourism & Hospitality

« Communication: Clear speaking and attentive listening are essential for delivering
accurate information, handling guest needs, and coordinating with colleagues.

« Empathy and Emotional Intelligence: Understanding guest emotions and responding
appropriately can defuse conflicts and personalize service, creating memorable
experiences.

» Teamwork: Effective collaboration with colleagues ensures smooth operations and a
positive work environment, which is crucial for guest experiences.

» Adaptability: Responding to diverse guests and unexpected situations improves
satisfaction and service reliability.

« Conflict Resolution: Skillfully managing complaints and disputes helps maintain guest
loyalty and positive relationships.

Methods to Develop Interpersonal Skills

« Practical Training: Internships, industry placements, and real-world exposure help
students and professionals practice customer service, teamwork, and problem-solving
in authentic settings.

«  Workshops and Role-Play: Interactive activities like public speaking sessions, group
discussions, and role-plays build confidence and help participants refine
communication and service delivery.

» Feedback and Self-reflection: Regular self-assessment and feedback from mentors or
peers highlight areas for improvement, enabling growth in interpersonal abilities.

« Networking: Attending events and connecting with industry experts exposes
individuals to best practices and innovative solutions.

e Cultural Sensitivity Training: Understanding and respecting diverse backgrounds
enhances relationships with international guests and colleagues.

Impact of Interpersonal Skills
« [Enhances guest experiences through genuine connections and personalized service.
» Boosts teamwork and collaboration among staff, supporting a harmonious work culture.
« Improves problem-solving and conflict-management, leading to higher guest loyalty
and better workplace morale.

Interactive and interpersonal skills in Organizational Behaviour

Interactive and interpersonal skills in Organizational Behaviour (OB) are essential capabilities
that enable effective communication, collaboration, and relationship-building among
individuals and groups within an organization.

Definition and Importance

e Interactive skills refer to the ability to engage in meaningful two-way communication,
including listening, questioning, and responding appropriately to others.

» Interpersonal skills involve managing relationships through empathy, trust-building,
conflict resolution, and teamwork, enhancing cooperation and workplace harmony.

* Both types of skills are critical in OB as they facilitate collaboration, motivation,
leadership effectiveness, and organizational success by improving how people work
together.
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Components of Interactive and Interpersonal Skills in OB

e Communication Skills: Clear verbal and non-verbal messaging, active listening, and
gpdback give direction and foster transparency.

+ Emotional Intelligence: Recognizing and managing one’s own and others' emotions
to create positive interactions and reduce workplace stress.

+ Conflict Management: Negotiating and resolving disagreements constructively to
maintain team cohesion and productivity.

e Teamwork and Collaboration: Working efficiently with others, sharing
responsibilities, and contributing to collective goals.

e Adaptability and Problem Solving: Responding flexibly to changes and challenges
by engaging others in generating solutions.

Applications in Organizational Context

e These skills support leadership in motivating employees, sefting expectations, and
fostering a supportive culture.

s Effective interpersonal communication helps in managing diverse teams, improving job
satisfaction and retention.

e Interactive skills enable smooth information flow, enabling timely decisions and
coordinated actions among departments.

» Interactive and interpersonal skills are foundational to organizational behaviour, driving
employee engagement, organizational culture, and overall effectiveness by enhancing
how individuals relate and work together.

Case Study

Introductory Case Study

Interpersonal Conflicts at Thomas Cook India Limited
Background of the Organisation and Sector

Thomas Cook India Limited is one of the leading travel and tourism companies in India,
offering services such as foreign exchange, corporate travel, leisure travel, and tour
operations. The organisation operates through a network of branches and relies heavily on
teamwork among sales executives, tour coordinators, customer service staff, and managers
to deliver seamless travel experiences.

In the tourism sector, interpersonal relationships among employees play a crucial role in
ensuring service quality and customer satisfaction. Effective interpersonal behaviour enables
coordination, trust, and collaboration, while poor interpersonal relations can disrupt service
delivery.

Contextual Trigger or Problem Situation
At one of its regional offices, Thomas Cook observed frequent misunderstandings between

sales and operations teams. Sales executives accused operations staff of delays in tour
confirmations, while operations staff blamed sales teams for unrealistic commitments to
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customers. Communication between team members became strained, and employees began
avoiding collaborative discussions.

Stakeholders Involved

« Sales executives and operations staff

» Middle-level managers and supervisors
» Customers and travel partners

* Human resource department

Behavioural and Managerial Issues

* Breakdown of interpersonal communication

« Negative perceptions and stereotypes among team members
» Lack of trust and cooperation

« Emotional reactions and interpersonal conflicts

« Ineffective feedback and coordination mechanisms

Importance of the Case for the Lesson

This case demonstrates that interpersonal behaviour is a critical determinant of
organisational effectiveness in tourism organisations. It highlights the importance of
perception, communication, attitudes, and emotions in shaping interpersonal relationships.

Linkage to Lesson Concepts

The case reflects key aspects of interpersonal behaviour:
« Interpersonal perception and attribution

» Communication processes

* Attitudes and emotions

» Conflict and cooperation in interpersonal relations

Activity 2: Role-Based Application Exercise

Task

Assume you are a manager in a hotel. Design strategies to improve interpersonal
communication among employees.

Expected Learning Outcome
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« Application of interpersonal behaviour concepts
* Development of managerial skills
Johari Window

The ‘Johari’ window model is a convenient method used to achieve this task of
understanding and enhancing communication between the members in a group. American
psychologists Joseph Luft and Harry Ingham developed this model in 1955. The name
‘Johari’ came from joining their first two nafZs. This model is also denoted as
feedback/disclosure model of self-awarenesfgjThe idea was derived from the study of the
group dynamics in University of California. The Johari window model is basically used to
enhance the individual’s perception of others.

This model is based on two ideas- trust can be acquired by revealing information about you
to others and learning yourselves from their feedback. Each person is represented by the Johari
model through four quadrants or windowpane. Each four windowpanes signify personal
information, feelings, motivation and whether that information is known or unknown to
oneself or others in four viewpoints.

The Johari Window Model

Known to self Not known to self

Open area
or Arena

Blind spot

Known to Others

Hidden area
or facade

Not known
to Others

The method of conveying and accepting feedback is interpreted in this model. A Johari is
represented as a common window with four panes. Two of these panes represent self and
the other two represent the part unknown to self but to others. The information transfers
from one pane to the other as the result of mutual trust which can be achieved through
socializing and the feedback got from other members of the group.

I) Open/self-area or arena — Here the information about the person his attitudes,
behaviour, emotions, feelings, skills and views will be known by the person as well
as by others. This is mainly the area where all the communications occur and the larger
the arena becomes the more effectual and dynamic the relationship will be. ‘Feedback
solicitation’ is a process which occurs by understanding and listening to the feedback
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2)

3)

4)

from another person. Through this way the open area can be increased horizontally
decreasing the blind spot. The size of the arena can also be increased downwards and
thus by reducing the hidden and unknown areas through revealing one’s feelings to
other person.

Blind self or blind spot — Information about yourselves that others know in a group,
but you will be unaware of it. Others may interpret yourselves differently than you
expect. The blind spot is reduced for an efficient communication through seeking
feedback from others.

Hidden area or facade — Information that is known to you but will be kept unknown
from others. This can be any personal information which you feel reluctant to reveal.
This includes feelings, past experiences, fears, secrets etc. we keep some of our
feelings and information as private as it affects the relationships and thus the hidden
area must be reduced by moving the information to the open areas.

Unknown area — The Information which are unaware to yourselves as well as others.
This includes the information, feelings, capabilities, talents etc. This can be due to
traumatic past experiences or events which can be unknown for a lifetime. The person
will be unaware till he discovers his hidden qualities and capabilities or through
observation of others. Open communication is also an effective way to decrease the
unknown area and thus to communicate effectively.

Group dynamics in organizational behaviour

Group dynamics refers to the study of how people interact within and between groups,
influencing their behavior, communication, collaboration, and overall effectiveness. In an
organizational setting, understanding group dynamics is crucial for managers and leaders to
build high-performing teams, manage conflict, and foster a positive workplace culture.

Key aspects - Group dynamics in organizational behaviour

Group Formation and Structure: Groups can be formal (e.g., departments, project
teams) or informal (e.g., friendship groups, interest groups). The way groups are formed
and structured influences their dynamics, including roles, norms, and communication
patterns.

Interaction and Communication: Group dynamics involve the intricate patterns of
how members communicate, share ideas, and resolve conflicts. Open and effective
communication is vital for fostering trust, minimizing misunderstandings, and
enhancing decision-making processes within the group.

Influence and Power: Individuals within a group may hold varying levels of influence
and power based on their expertise, charisma, or position. These power dynamics
significantly impact decision- making, conformity, and how conflicts are addressed.
Norms and Values: Groups develop norms, which are unwritten rules that guide
behaviour and interactions. Shared values further shape the group's identity and
reinforce cohesion among members.

Cohesion and Commitment: Cohesion refers to the bond among group members and
their desire to remain part of the group. High cohesion and commitment are linked to




Organizational Behaviour in Tourism 4.9 Interpersonal Behavior

increased member satisfaction, motivation, and willingness to contribute to the group's
goals.

Stages of group development - Groups typically progress through a series of stages as they
evolve, as described by Tuckman's Model:

¢ Forming: Members get acquainted and establish roles and responsibilities.

e Storming: Conflicts and disagreements may emerge as members assert their ideas and
@'k through power dynamics.

e Norming: The group establishes norms, builds cohesion, and starts collaborating
effectively.

e Performing: The group functions efficiently, focuses on achieving objectives, and
demonstrates strong teamwork.

e Adjourning: The group disbands after completing its goals, often with a sense of
closure and reflection on the experience.

Importance of Group dynamics in organizations

e Enhanced Collaboration and Innovation: By bringing together diverse perspectives
and skills, groups can foster creativity and innovation, leading to better problem-solving
and decision-making.

¢ Improved Communication: Groups provide a platform for open communication and
information sharing, leading to better understanding and alignment with organizational
goals.

* Increased Motivation and Morale: Being part of a group can provide employees with
a sense of belonging and identity, boosting their motivation and job satisfaction.

* [Efficient Task Completion: Groups can divide tasks based on individual strengths,
leading to more efficient use of resources and improved productivity.

e Conflict Resolution: Group dynamics can be a valuable mechanism for resolving
conflicts constructively, which is essential for maintaining a harmonious and productive
team environment.

Challenges and mitigation - Groups can also face challenges such as:

e Lack of Trust: Trust is crucial for effective teamwork. Leaders can foster trust through
transparency, honesty, and promoting open communication.

* Communication Issues: Misunderstandings and ineffective communication can hinder
collaboration.

» Establishing clear communication protocols and encouraging active listening can help
overcome these issues.

* Role Confusion: Unclear roles and responsibilities can lead to inefficiency and
conflict. Clearly defining and documenting each member's role can improve
accountability and reduce confusion.

e Personality Conflicts: Diverse personalities can sometimes lead to clashes. Providing
mediation services, promoting empathy and respect, and strategically forming groups
can minimize these conflicts.

Understanding and effectively managing group dynamics are crucial for organizations to create
high- performing teams, maximize collaboration, and achieve their strategic goals.

Group cohesiveness
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Group cohesiveness, also known as team cohesion or social cohesion, refers to the degree of
unity and connectedness among members of a group. It's the psychological bond that motivates
individuals to stay with the group, work collaboratively, and feel a sense of belonging.

Components of Group Cohesion

Cohesion is a multifaceted process that can be broken down into four main components: social
relations, task relations, perceived unity, and emotions.

» Social Relations: This refers to the level of respect and trust members have for one
another.

» Task Relations: This component reflects the members' commitment to collaborating on
tasks to achieve the group's goals.

e Perceived Unity: This signifies a sense of belonging, inclusivity, and shared values
among group members.

¢ Emotional Intensity: This indicates the strength of the emotions, whether positive or
negative, that members experience while working together.

Factors influencing group cohesiveness: Several factors contribute to or hinder the
development of group cohesiveness:

e Similarity of Group Members: Groups where members share similar backgrounds,
attitudes, values, or personalities tend to be more cohesive.

e Group Size: Smaller groups generally promote stronger bonds, fostering better
communication and trust.

e Entry Difficulty: When it's challenging to join a group, it may be perceived as more
prestigious, leading to greater loyalty among members.

* Group Success and External Threats: Shared victories or facing competition from
other groups can strengthen bonds and foster a sense of unity.

e Time Spent Together: The more time members spend interacting, the greater the
likelihood of developing closer relationships and stronger bonds.

e Clear Goals and Expectations: A shared understanding of the group's purpose and
individual roles can boost motivation and commitment.

Importance of group cohesiveness
Group cohesiveness can significantly impact organizational behavior in various positive ways:

e Enhanced Performance: Cohesive teams work together more effectively, leading to
improved task accomplishment and overall productivity.

¢ Increased Member Satisfaction: Members of cohesive groups often experience higher
job satisfaction due to feeling valued, respected, and part of a supportive environment.

e Improved Communication and Collaboration: Stronger bonds and trust among
members lead to more open, honest communication and better teamwork.

* Lower Earnover and Absenteeism: Employees who feel connected and supported
are less likely to leave the organization or be absent from work.
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Activity 3: Observation-Based Task
Task

Observe interactions among employees in a tourism organisation and identify positive and
negative interpersonal behaviours.

Expected Learning Outcome

« Improved observational and analytical skills
= Ability to relate theory with practice

Case Study for Self-Assessment
Interpersonal Dynamics at Taj Group of Hotels: Managing Teamwork and Diversity
Background of the Organisation

The Taj Group of Hotels, a flagship brand of IHCL, employs a diverse workforce across
departments such as front office, housekeeping, food and beverage, and guest relations.
Employees from different cultural, linguistic, and educational backgrounds interact
continuously to deliver high-quality hospitality services.

Emerging Challenges

At a metropolitan hotel property, management observed increasing interpersonal tensions
among employees from different departments. Front office staff complained about lack of
cooperation from housekeeping teams, while housekeeping staff felt undervalued and ignored
by front office personnel. Cultural differences and communication gaps further intensified
misunderstandings.

Behavioural Issues Identified

* Perceptual biases and stereotypes among employees
» Communication barriers and emotional conflicts

» Lack of empathy and mutual respect

* Reduced teamwork and collaboration

« Impact on service quality and guest satisfaction
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Managerial Response

The hotel management introduced interpersonal skills training, cross-departmental meetings,
and team-building activities. However, the success of these initiatives depended on employees’
willingness to change attitudes and improve interpersonal behaviour.

Relevance to the Lesson

This case illustrates how interpersonal behaviour influences organisational climate, teamwork,
and service quality in tourism organisations. It demonstrates the practical application of
interpersonal behaviour concepts in managerial contexts.

Analytical Questions

Analyse the interpersonal issues faced by employees at Taj Hotels.

Explain how perception and attitudes influence interpersonal behaviour.

Discuss the role of communication in improving interpersonal relationships.

Suggest strategies to reduce interpersonal conflicts in tourism organisations.

Evaluate the impact of interpersonal behaviour on organisational performance and
customer satisfaction.

kW=

Improvements in Self-Assessment Questions
1. Short-Answer Questions (with Answers)

1. Define interpersonal behaviour.
Answer: Interpersonal behaviour refers to the patterns of interaction, communication,
and relationships among individuals in organisations.

2. Mention two factors influencing interpersonal behaviour.
Answer@rception and communication,

3. What is the Johari Window?
Answer: A model that explains self-awareness and interpersonal relationships through
four quadrants of knowledge about self.

4. State two causes of interpersonal conflict.
Answer: Communication gaps and perceptual differences.

5. [Explain the role of emotions in interpersonal behaviour.
Answer: Emotions influence attitudes, reactions, and quality of interpersonal
interactions.

2. Essay-Type Questions (with Hints)

1. Explain the concept and significance of interpersonal behaviour in organisations.
Hints: Definition, dimensions, relevance to tourism, organisational outcomes.

2. Discuss the role of perception and communication in interpersonal relationships.
Hints: Perception process, communication barriers, examples.

3. Analyse interpersonal conflict and its management strategies.
Hints: Types of conflict, styles, managerial interventions.

4. Examine the impact of interpersonal behaviour on teamwork in tourism organisations.
Hints: Coordination, trust, service quality.
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5.

Evaluate the role of managers in improving interpersonal behaviour.
Hints: Leadership, training, organisational culture.

3. Multiple Choice Questions (Analytical MCQs)

1.

Interpersonal behaviour primarily refers to:

A. Individual personality traits only

B. Interactions among individuals

C. Financial performance

D. Organisational structure

Correct Answer: B

The Johari Window is used to understand:

A. Financial planning

B. Self-awareness and interpersonal relations

C. Marketing strategies

D. Production processes

Correct Answer: B

Effective interpersonal communication requires:
A. One-way information flow

B. Feedback and understanding

C. Strict control

D. Avoidance of emotions

Correct Answer: B

Which of the following is a collaborative conflict management style?
A. Avoiding

B. Competing

C. Collaborating

D. Dominating

Correct Answer: C

In tourism organisations, interpersonal behaviour directly affects:
A. Customer satisfaction and service quality

B. Weather conditions

C. Exchange rates

D. Tax policies

Correct Answer: A
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LESSON-5
MANAGEMENT OF CHANGE

OBJECTIVES:

After studying this lesson, the learner will be able to:

Explain the concept and nature of organisational change

Analyse drivers and types of change in organisations

Distinguish planned and unplanned change processes

Apply change management models in tourism organisations

Evaluate the behavioural impact of change on employees and performance

Change Management is the term that is used to refer to the change or transitioning
people, groups, companies and projects from one state to another. When this term is applied
to businesses and projects, it may refer to a process of transitioning the scope of the project in
such a way that it can meet changing requirements and objectives. What happens is that after
a cerfain point in time some changes may need to be introduced as far as functioning,
operations, marketing, finance or the other aspects of a business are concerned so as to
improve its chances of reaching its goals. Change management involves the application of
structured methods and a pre-planned framework so as to steer business from its current state
to a desired state.

TYPES OF RESISTANCE TO CHANGE IN ORGANIZATIONS

. Logical and rational,
2. Psychological and emotional, and
3. Sociological resistance.

Logical and Rational Resistance

These resistances are the outcomes of disagreement with rational facts, rational reasoning,
logic and science. These arise from the actual time and effort required to adjust to change
including new job duties that must be learned. These are too costly which might be borne by
the common employees and managers. Even though change may be beneficial for the
employees in the long run. But the short run costs for change must be paid first. Logical
resistance to change include the following: 1. Time required to adjust; 2. Extra efforts to
relearn; 3. Possibility of less desirable condition; 4. Economic costs of change; 5.
Questionable technical feasibility of change

Activity 1: Change Analysis Task
Task

Identify a recent change in a tourism organisation and analyse its impact on employees.




I_genm-: for Distance Education 52 Acharya Nagarjuna University

Expected Learning Outcome

» Understanding of real-world organisational change
» Ability to analyse behavioural implications

Psychological Resistance

These types of resistances are typically based on emotion and attitude. It is internally logical
from the perspective of the employee attitude and feelings about change. Employees may fear
the unknown, mistrust management, or feel that their security and ego needs are threatened.
Even though management may believe that there is no justification for these feelings they are
very rational to employees, and as such mangers must deal with them. Psychological or
emotional resistance may take place in the following manner: 1. Fear of unknown; 2. Low
tolerance of change; 3. Dislike of management/change agent; 4. Lack of trust in other; 5.
Need for security; 6. Desire for status quo

Sociological Resistance

Sociological resistance may sometimes be logical. This happens when it is seen as a product
of challenge to group interests, norms, and values. Since social values are powerful force in
the environment, they must be carefully considered. On a small group level. there is work
friendship and relationships that may disrupt buy change. Then resistance occurs. However,
sociological resistance includes the following: 1. Political coalitions; 2.0pposing group
values; 3. Parochial/narrow outlook; 4. Vested interest; 5. Desire to retain existing
friendships

Importance of change management
Organisational change is inevitable as businesses adapt to evolving markets, technologies,

and regulations. By using structured frameworks and engaging leadership, organisations can
minimise risks, foster innovation, and achieve a sustainable success.

Effective change management ensures smooth ftransitions, maintains productivity during
transformation, increases return on investment, and supports employee engagement.
Here are some reasons why change management is important.

External factors
External factors play a big role in organisational change. Globalization and the rapid

developments in new digital solutions are forcing organisations to respond. Ignoring such
external factors is likely to jeopardise your organisation’s success.
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Nokia was once the biggest mobile phone company in the world, but it almost went out of
business. That’s because it didn’t keep up with changes in mobile technologies. As a result,
Nokia’s products didn’t appeal to consumers, and its market share rapidly declined.

Making ideas succeed

Many organisations use change management methodologies to enable ideas to succeed.
Working  alongside project —managers who  deliver new capabilities into an
organisation, change managers and change agents help ensure staff are able to fully utilise the
new capabilities.

Enabling cross-functional changes
Almost every functional unit within a modern organisation relies on change management to
enable it to:

« Align the change plan to the business’s overall strategy.
« Improve internal and external services and requests.
e Track and resolve issues.

Engaging people with the change process

A key part of managing change in an organisation is to engage those people affected by a
change initiative. Staff will be involved in the change process eventually, therefore
communicating and engaging with staff about a change plan ecarly helps lay the groundwork
for its later success.

Case Study
Introductory Case Study

Digital Transformation at IRCTC: Managing Organisational Change in Indian
Tourism

Background of the Organisation and Sector

The Indian Railway Catering and Tourism Corporation (IRCTC) is a government-owned
enterprise responsible for online ticketing, catering, and tourism services for Indian Railways.
Over the past decade, IRCTC has undergone significant transformation driven by
digitalisation, increasing passenger expectations, and policy reforms. The shift from
traditional manual systems to advanced digital platforms has reshaped organisational
processes and employee roles.

Contextual Trigger or Problem Situation

With the rapid adoption of online booking systems and mobile applications, IRCTC
introduced new technologies to enhance efficiency and customer convenience. However,
many employees, particularly those accustomed to manual systems, experienced anxiety and
resistance. Concerns about job security, skill obsolescence, and increased workload created
behavioural challenges within the organisation.
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Stakeholders Involved

» Top management and policymakers

* IT teams and system developers

* Employees at operational and managerial levels
*» Customers and travel partners

Behavioural and Managerial Issues

* Resistance to technological change

* Fear of job displacement and skill gaps

+ Communication gaps regarding change objectives

* Declining morale among employees

* Challenges in aligning employee attitudes with organisational goals

Importance of the Case for the Lesson

This case illustrates that organisational change is not merely a technical process but a
behavioural phenomenon. The success of change initiatives depends largely on employee
acceptance, communication, and leadership.

Linkage to Lesson Concepts

The case reflects key concepts of change management:
* Nature and drivers of organisational change

* Resistance to change

* Role of leadership and communication

* Behavioural dimensions of change

Activity 2: Application Exercise
Task

Assume you are a manager in a hotel. Design a change management plan for introducing a
new digital system.

Expected Learning Outcome
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» Application of change management models
* Development of managerial decision-making skills

Preparing for organisational transition

Change managers are often appointed to make organisational change go smoothly. They
use change management models to make changes such as:

« Restructuring job roles.
« Restructuring business processes.
« Implementing new technologies.

Decreasing resistance to a change initiative

Resistance is inevitable in any change initiative because people often find it unsettling being
asked to work in new and different ways. So, change managers can often expect a denial
reaction from staff. It takes time fo overcome those reactions. When change managers are
transparent from day one, the less resistance they are likely to face.

Improving performance and productivity

When an organisation adapts improved ways of working, it tends to increase productivity. At
the same time, it encourages innovation. As a result, it guarantees improved performance and
places an organisation in a healthier environment better able to succeed.

Reducing costs

When positive change is applied correctly, it helps to reduce waste and therefore reduce
costs. Effective change management helps an organisation make smart choices. It increases
productivity, decreases risks, and helps to improve the profitability of an organisation.

a
STRATEGIES FOR MANAGING RESISTANCE TO CHANGE

After you have identified the types of change resistance present in your organization, employ
a mix of strategies to counter the negative forces. Following are six classic strategies' for
dealing with change resistance (in order from least to most extreme) — use them to develop
action plans that address the resistance within your organization.

¢ Education & Communication: One of the best ways to overcome resistance to change is
to educate people about the change effort beforchand. Up-front communication and
education helps employees see the logic in the change effort. This reduces unfounded and
incorrect rumors concerning the effects of change in the organization.

« Participation & Involvement: When employees are involved in the change effort they
are more likely to buy into change rather than resist it. This approach is likely to lower
resistance more so than merely hoping people will acquiesce to change.

« Facilitation & Support: Managers can head-off potential resistance by being supportive
of employees during difficult times. Managerial support helps employees deal with fear
and anxiety during a transition period. This approach is concerned with provision of
special training, counseling, time off work.

« Negotiation and Agreement: Managers can combat resistance by offering incentives to
employees not to resist change. This can be done by allowing change resistors to veto
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elements of change that are threatening, or change resistors can be offered incentives to
go elsewhere in the company in order to avoid having to experience the change effort.
This approach will be appropriate where those resisting change are in a position of power.

Manipulation and Cooptation: “Cooptation” (no it’s not misspelled) involves the
patronizing gesture of bringing a person into a change management planning group for
the sake of appearances rather than their substantive contribution. This often involves
selecting leaders of the resisters to participate in the change effort. These leaders can be
given a symbolic role in decision making without threatening the change effort.

Explicit and Implicit Coercion: Managers can explicitly or implicitly force employees
into accepting change by making clear that resisting change can lead to losing jobs, firing,
or not promoting employee.

Change management principles

e« Clear communication: Ensure transparency and regular updates throughout the
process.

e Leadership involvement: Leaders must champion change and model desired
behaviours.

« Stakeholder engagement: Involve and listen to those affected by the change.

« Process improvement: Focus on refining and optimising business processes.

« Proactive risk management: Identify, assess, and mitigate potential challenges.

« Continuous feedback and adaptation: Monitor outcomes and adjust strategies
where necessary.

Change management processes

1. Identify the need for change: Recognise drivers such as technological
advancements, market shifts, or process inefficiencies.

2. Define the vision and objectives: Set clear goals for what the change will achieve.

3. Engage stakeholders: Involve key groups early to build support and address
concerns.

4. Develop a change management plan: Outline actions, timelines, resources, and
communication strategies.

5. Implement the change: Launch the initiative, ensuring leadership guidance and
active support from change agents.

6. Manage resistance to change: Identify the sources of resistance and address them
through communication and support.

7. Monitor progress and reinforce: Use metrics to track success and celebrate
milestones.

8. Sustain change: Embed new ways of working into culture and practices for lasting
results.

Change management models
Several change management frameworks guide organisations through transitions. The most
prominent include:

« Kotter’s 8-Step Process
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« Lewin’s Change Model
+«  ADKAR model

Kotter’s 8-Step Process

Establish a sense of urgency

Form a guiding coalition

Create a vision for change

Communicate the vision

Empower broad-based action

Generate short-term wins

Consolidate gains and produce more change
Anchor new approaches in the culture

e A ol

Example: A retailer launching a new digital platform began with urgency around changing
customer expectations, formed a cross-functional team, communicated a compelling vision,
and celebrated early improvements to build momentum.

Lewin’s Change Model

« Unfreeze: Prepare the organisation to accept change by challenging the status quo.
« Change: Transition through adoption of new behaviours and processes.
« Refreeze: Stabilise the organisation by embedding changes into everyday practice.

Example: A manufacturer seeking to improve quality first destabilised old habits,
implemented new protocols, then reinforced behaviours through training and recognition.

ADKAR model
« Awareness of the need for change
« Desire to support the change
« Knowledge of how to change
« Ability to implement change
« Reinforcement to sustain change

Example: In a software roll-out, employees learned why the upgrade was essential
(Awareness, Desire), received hands-on workshops (Knowledge, Ability), and were rewarded
for adoption (Reinforcement).

Change management challenges
Organizations frequently encounter obstacles when managing change. Common challenges
include:

« Resistance to change: Employees may fear job loss, uncertainty, or increased
responsibilities.
Solution: Foster open communication, involve employees in decision-making, and
provide adequate support.
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Poor communication: Inadequate information can cause confusion and low morale.
Solution: Communicate regularly, using clear and consistent messaging across
channels.

Lack of leadership commitment: Without executive support, initiatives may falter.
Solution: Gain leadership buy-in and ensure visible commitment throughout the
transition.

Cultural misalignment: Change may conflict with existing organisational culture.
Solution: Integrate change efforts with culture change and organisational development
strategies.

Insufficient resources or planning: Poor planning can delay or derail change
projects.

Solution: Invest in project management, transition planning, and risk assessment.

Change management and business functions

Organisational development: Change management techniques are often a core part
of organisational development, aiming for long-term improvement in effectiveness.
Project management: Integrating change  management  with project
management ensures project deliverables are adopted and sustained.

Business transformation: Large-scale initiatives such as mergers or digitalisation
depend on robust change management for success.

Stakeholder engagement: Identifying and actively involving key stakeholders is
crucial in minimising resistance and ensuring buy-in.

Leadership: Strong, credible leadership drives the success of change initiatives
through clear direction and support.

Change management best practices

Establish clear communication strategies tailored to different stakeholder groups.
Appoint dedicated change agents to guide and support the change process.

Use data to inform decisions and measure progress through key performance
indicators (KPIs).

Encourage feedback from employees at every stage.

Provide training and support to build new skills and confidence.

Integrate change into company culture to ensure lasting results.

Activity 3: Reflective Writing Task

Task

Write a short note on how resistance to change can be reduced in organisations.
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Expected Learning Outcome

+» Enhanced critical thinking
* Deeper understanding of behavioural aspects of change

Case Study for Self-Assessment
Managing Change at MakeMyTrip: Responding to Market Disruption in Tourism
Background of the Organisation

MakeMyTrip. India’s leading online travel company, operates in a highly dynamic
environment characterised by technological innovation, changing customer preferences, and
intense competition. The organisation continuously adapts its business model, digital
platforms, and service offerings to remain competitive in the global tourism market.

Emerging Challenges

The introduction of artificial intelligence-driven customer service systems and automation
tools significantly altered work processes. While these innovations improved efficiency, they
also created uncertainty among employees regarding job roles, skill requirements, and career
prospects. Some employees resisted new technologies, while others struggled to adapt to
rapid changes.

Behavioural Issues ldentified

* Resistance to technological and structural changes
+ Anxiety about job security and role changes

* Decline in employee engagement during transition
+ Conflicts between traditional and digital teams

* Communication gaps and mistrust

Managerial Response

MakeMyTrip implemented training programmes, participative decision-making, and
transparent communication strategies. Leadership emphasised continuous learning and
innovation to foster acceptance of change. However, managing behavioural responses
remained a critical challenge.

Relevance to the Lesson

This case demonstrates the application of change management concepts in tourism
organisations and highlights the importance of understanding behavioural aspects of

organisational change.

Analytical Questions
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1. Analyse the behavioural challenges faced by MakeMyTrip during organisational
change.

Explain the causes of resistance to change in tourism organisations.

Apply any change management model to interpret the case situation.

Suggest strategies to manage employee resistance and enhance acceptance of change.
Evaluate the role of leadership in successful organisational change.

nEwN

Improvements in Self-Assessment Questions
1. Short-Answer Questions (with Answers)

1. Define organisational change.
Answer: Organisational change refers to modifications in structure, technology,
processes, or behaviour within an organisation.
2. Mention two drivers of change.
Answer: Technological innovation and market competition.
3. State two causes of resistance to change.
Answer: Fear of job loss and uncertainty.
4. Name any two change management models.
Answer: Lewin’s Model and Kotter’s Eight-Step Model.
5. Explain the role of communication in change management.
Answer: Communication helps clarify objectives, reduce uncertainty, and gain
employee support for change.

2. Essay-Type Questions (with Hints)

1. Explain the concept and importance of change management in organisations.
Hints: Definition, need for change, relevance to tourism.

2. Discuss types and levels of organisational change.
Hints: Planned vs unplanned, incremental vs radical, individual/group/organisational
levels.

3. Analyse resistance to change and strategies to overcome it.
Hints: Causes, behavioural aspects, managerial interventions.

4. Explain major models of organisational change.
Hints: Lewin, Kotter, ADKAR.

5. Evaluate the impact of organisational change on employee behaviour.
Hints: Motivation, attitudes, stress, performance.

3. Multiple Choice Questions (Analytical MCQs)

1. Organisational change primarily involves:
A. Static processes
B. Adaptation to internal and external environments
C. Elimination of employees
D. Financial accounting only
Correct Answer: B
2. According to Lewin’s model, the first stage of change is:
A. Changing
B. Refreezing
C. Unfreezing
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D. Planning

Correct Answer: C

Resistance to change occurs mainly due to:
A. High profits

B. Uncertainty and fear

C. Excessive communication

D. Stable environment

Correct Answer: B

Kotter’s model emphasises:

A. Ignoring employees

B. Creating urgency and vision

C. Avoiding leadership

D. Reducing training

Correct Answer: B

In tourism organisations, successful change management depends on:
A. Technology alone

B. Employee acceptance and leadership

C. Physical infrastructure only

D. Government regulations only

Correct Answer: B

References and Suggested Readings

A. Text Books (Printed & Published Only)

1.

N

;W

Robbins, S. P., & Judge, T. A., Organizational Behavior, Pearson Education, New
Delhi, 2019.

Luthans, F., Organizational Behavior: An Evidence-Based Approach, McGraw-Hill,
New York, 2011.

Aswathappa, K., Organizational Behaviour, Tata McGraw-Hill, New Delhi, 2017.
Kotter, J. P, Leading Change, Harvard Business School Press, Boston, 2012.

Burnes, B., Managing Change, Pearson Education, Harlow, 2017.

Cameron, E., & Green, M., Making Sense of Change Management, Kogan Page,
London, 2019.




206TT26

ORIGINALITY REPORT

2/ 266 8 20

SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS

PRIMARY SOURCES

WWW.coursehero.com SfV
0

Internet Source

.

www.knowledgetrain.co.uk 4(y
0

Internet Source

[p2]

Submitted to University College of 20/
0

Engineering & Science
Student Paper

2]

lkouniv.ac.in 2
%

Internet Source

-~

www.anucde.info 7
Internet Source %

E Submitted to London School of Marketing /1
Student Paper %

M nagarjunauniversity.ac.in 1
Internet Source %

E www.simplynotes.in 1
Internet Source %

n www.rocw.raifoundation.org 'I
Internet Source %

dbuniversity.ac.in /
Internet Source %

Submitted to Heriot-Watt University <
Student Paper %




ir.kiu.ac.ug

Internet Source < %

shodhganga.inflibnet.ac.in ’
InternetSo%rce g < %
Submitted to Institute of Management < %

Technology

Student Paper

ustm.ac.in /
Internet Source < %

essay365.x10.mx 1
Internet Source < %

Submitted to Victoria University
Student Paper

hrsansaar.blogspot.com 1
Internet Source < %
bbaonline1.files.wordpress.com ’
Internet Source p < %
dokumen.pub ’
Internet Source p < %
Submitted to University of Bradford < /
Student Paper %
fastercapital.com /
Internet Source < %
Submitted to UNICAF ’
Student Paper < %
Submitted to Universiti Pertahanan Nasional ’
24 < | %

Malaysia

Student Paper

www.scribd.com

Internet Source



/]
<l%
Submitted to Texas Wesleyan Universit /
Student Paper y y < %
Submitted to Global Banking Trainin ’
Student Paper g g < %
www.aiou.edu.pk /
Internet Source p < %
WWW.researchgate.net ’
Internet Source g < %
Anupama Puri Mahajan. "Public Personnel < o
Administration - Functionality and °
Challenges", Routledge, 2023
Publication
www.classace.io 1
Internet Source < %
mobisoftinfotech.com /
Internet Source < %
Submitted to EThames Graduate School /
33 < | %

Student Paper

W
H

Submitted to CSU, San Diego State University

Student Paper

w
Ul

pdfcoffee.com

Internet Source

%

Submitted to Angeles University Foundation

Student Paper < %
Submitted to Griffth Universit 1

Student Paper y < %

techniumscience.com <’ %

Internet Source



w
O

WWW.Uou.ac.in

Internet Source

<1%

Submitted to Lead College Pty Ltd
Student Paper g y <1 %
Submitted to London School of Business and
41 .- <|%
Finance
Student Paper
Ratan Raina. "Managing Organizational <1 %
Growth and Development through Change -
Text and Cases", Routledge, 2025
Publication
Submitted to Universidad TecMilenio < ’ .
Student Paper %
fikpaniroshan.com /
InterEet Source < %
Submitted to Capella Universit ’
Student Paper p y < %
Submitted to Miami Dade College '
Student Paper g < %
angolatransparency.blo /
Inter%et Source p y g < %
Submitted to Solihull College, West Midlands /
Student Paper g < %
Hafinaz, R Hariharan, R. Senthil Kumar. /
49 < | %

"Recent Research in Management, Accounting
and Economics (RRMAE) - A case study on
Recent Research in Management, Accounting
and Economics", Routledge, 2025

Publication




Sut.)mltt.ed to Manchester Metropolitan <1 0%
University
Student Paper
distanceeducationju.in 7
Internet Source J < %
www.ukessays.com ’
Internet Source y < %
Submitted to American National University <
Student Paper %
Ofem Ofem. "Ethical Integration of Al into < o
Organizational Behavior: Introducing the Al- °
|OB Model", Springer Science and Business
Media LLC, 2024
Publication
Submitted to Purdue Universit ’
Student Paper y < %
ass.health.gov.bz 4
IEternet Source g < %
Submitted to BPP College of Professional 1
57 B <l%
Studies Limited
Student Paper
Sub'mltted to Colorado Technical University <1 %
Online
Student Paper
flevy.com /1
Internvzlt Source < %
E vdocument.in <’
Internet Source %
www.kheljournal.com ’
Internet SourceJ < %




Submitted to Chartered Institute of Personnel <1
%
Management CIPM
Student Paper
listens.online /
Internet Source < %
sapiou.silveroakuni.ac.in 1
Internet Source < %
www.bhumipublishing.com /1
Internet Source < %
E www.rkdf.ac.in <’
Internet Source %
archive.or
Internet Source g <1 %
getuplearn.com /1
m Internet Source < %
m www.ainonline.com <’
Internet Source %
www.sweetstudy.com /
Internet Source < %
www.transtutors.com ’
Internet Source < %
Submitted to Exeed College 1
Student Paper < %
www.slideshare.net ’
Internet Source < %
Submitted to Ivy Tech Community College < o

Central Office

Student Paper

El
U

Submitted to Nexford Learning Solutions
Student Paper



%

76 sthint.com
Internet Source %
Exclude quotes On Exclude matches <14 words

Exclude bibliography  On



206TT26

GRADEMARK REPORT

FINAL GRADE GENERAL COMMENTS

/0

PAGE 1

PAGE 2

PAGE 3

PAGE 4

PAGE 5

PAGE 6

PAGE 7

PAGE 8

PAGE 9

PAGE 10

PAGE 11

PAGE 12

PAGE 13

PAGE 14

PAGE 15

PAGE 16

PAGE 17

PAGE 18

PAGE 19

PAGE 20

PAGE 21

PAGE 22

PAGE 23

PAGE 24

PAGE 25

PAGE 26




PAGE 27

PAGE 28

PAGE 29

PAGE 30

PAGE 31

PAGE 32

PAGE 33

PAGE 34

PAGE 35

PAGE 36

PAGE 37

PAGE 38

PAGE 39

PAGE 40

PAGE 41

PAGE 42

PAGE 43

PAGE 44

PAGE 45

PAGE 46

PAGE 47

PAGE 48

PAGE 49

PAGE 50

PAGE 51

PAGE 52

PAGE 53

PAGE 54

PAGE 55

PAGE 56

PAGE 57




PAGE 58

PAGE 59

PAGE 60

PAGE 61

PAGE 62

PAGE 63

PAGE 64

PAGE 65

PAGE 66

PAGE 67

PAGE 68

PAGE 69

PAGE 70

PAGE 71

PAGE 72

PAGE 73

PAGE 74

PAGE 75

PAGE 76

PAGE 77

PAGE 78

PAGE 79

PAGE 80

PAGE 81

PAGE 82

PAGE 83

PAGE 84

PAGE 85

PAGE 86

PAGE 87

PAGE 88




PAGE 89

PAGE 90

PAGE 91

PAGE 92

PAGE 93

PAGE 94

PAGE 95

PAGE 96

PAGE 97

PAGE 98

PAGE 99

PAGE 100

PAGE 101




