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"Widely regarded as the authoritative work on the principles and practice of applied
behavior analysis (ABA), this indispensable volume is now in a revised and expanded
second edition. Leading experts present evidence-based procedures for supporting
positive behaviors and reducing problem behaviors with children and adults in diverse
contexts. Chapters delve into applications in education, autism treatment, addictions,
behavioral pediatrics, and other areas. Covering everything from behavioral
assessment and measurement to the design and implementation of individualized
interventions, the Handbook is a complete reference and training tool for ABA
practitioners and students. Key Words/Subject Areas: ABA therapy, behavior analysts,
developmental disabilities, autism spectrum disorders, autism treatments, behavior
management, functional behavioral assessments, texts, textbooks, research
handbooks, positive reinforcement, behavioral pediatrics, behavioural, behaviorism,
children, adults, principles and procedures, graduate courses, classes, BCBA
certification, training, reducing problem behaviors, treating autistic kids, behavioral
treatments, early interventions, positive behavior supports, comprehensive guide,
special education Audience: Behavior analysts and trainees working with children and
adults, including special educators, school and clinical psychologists, autism
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specialists, and behavioral medicine professionals"-Most contemporary organizations use management teams to manage and coordinate
their businesses at all levels of the organizational hierarchy. Management teams
typically set overall goals, strategies, and priorities, making vital organizational
decisions. They discuss issues, solve problems, offer advice, and ensure various
processes and units are aligned and interact efficiently. Although management teams
are vital for overall organizational performance, research indicates that they are largely
underused and less effective than their potential would suggest for value creation. This
book provides a research-based and practical model of the characteristics of effective
management teams. It looks in depth at each factor of the model, discusses the
supporting research, provides examples of how the factors influence the work and
effectiveness of management teams, and shares tips and tools for successfully working
with management team development. It provides researchers, academics, and students
of organizational behavior with an overview of the variables that empirical research has
found to be robustly related to management team effectiveness and will enable leaders
and management consultants to develop more effective management teams.
Readings and Cases in International Human Resource Management and
Organizational Behavior, 5th Edition examines cross-cultural interactions between
people, cultures and human resource systems in a wide variety of regions throughout
the world. This is truly a Global collection. Features include: * new readings and case
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studies positioned alongside trusted ‘tried and true’ readings and cases from past
editions * a companion website featuring supplemental material and teaching notes to
enhance instructors’ abilities to use the readings and cases with their students. Written
to enable students to meet the international challenges that they face every day and to
sensitize them to the complexity of human resource issues in the era of globalization,
this text is a vital resource for all those studying international human resource
management.
Applied Behavior Science in Organizations provides a compelling overview of the
history of Organizational Behavior Management (OBM) and the opportunity it presents
for designing and managing positive work environments that can in turn have a positive
impact on society. The book brings together leading experts from industry and research
settings to provide an overview of the historical approaches in Organizational Behavior
Management. It begins with an introduction to recognized practices in OBM and the
applications of fundamental principles of behavior analysis to a variety of performance
problems in organizational settings. The book then highlights how organizational
practices and consumers’ behavior combine in a complex confluence to meet an
organization’s goals and satisfy consumer appetites, whilst often unintentionally
affecting the wellbeing of organizational members. It argues that the science of
behavior has a responsibility to contribute to the safety, health and wellbeing of
organizational members, consumers of organizational products, and beyond. Finally,
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the book recognizes the essential role of organizations in initiating, shaping, and
sustaining the development of more nurturing and reinforcing work environments,
through discussion of the need for innovation while adapting and responding to growing
social upheaval, technological advances, and environmental concerns, alongside crises
in the global economy, health, education, and environment. Showcasing emerging work
by internationally recognized scholars on the application of behavior science in
organizations, the book will be an essential read for all students and professionals of
Organizational Behavior Management, as well as those interested in using
organizational applications to create new models of management.
Applied behavior analysts use applied research to create and implement effective
evidence-based procedures in schools, homes, and the community, which have proved
effective in addressing behaviors associated with autism and other developmental
disorders. The principles underlying this therapeutic approach have been increasingly
effective when applied to other populations, settings, and behaviors. Clinical and
Organizational Applications of Applied Behavior Analysis explores data-based decisionmaking in depth to inform treatment selection for behavior change across various
populations and contexts. Each chapter addresses considerations related to data
collection, single-case research design methodology, objective decision-making, and
visual inspection of data. The authors reference a range of published research methods
in the area of applied behavior analysis (ABA) as it has been applied to specific topics,
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as well as utilizing their own clinical work by providing numerous case examples.
Reviews current evidence-based practices to provide a comprehensive guide to the
application of ABA principles across a range of clinical contexts and applications
Divides clinical applications into three sections for ease-of-use: child, adult, and broadbased health Explores the breadth of ABA-based treatment beyond autism and
developmental disorders Draws upon a range of subject-matter experts who have
clinical and research experience across multiple uses of ABA
This textbook presents a comprehensive analysis of organizational behavior in sport
organizations from a practitioner's perspective. It covers issues related to managing
employees and work teams as well as organizational structure and culture in sport. The
book has four sections: Organizational Behavior in the Sports Industry, Getting to Know
Employees and Volunteers of Sport Organizations, Work Groups and Teams, and
Understanding the Organization. Each chapter begins with a practitioner interview
describing a challenge that was overcome by their organization. That example is used
to highlight applicable theories and interventions used in the industry. Additional
examples or theories are discussed to provide students a broad picture of managerial
issues in the sports industry and provide alternative approaches to intervention
illustrated in the practitioner interview. The case studies offer the opportunity to practice
and apply the ideas to real-world scenarios in the sports industry. Students using this
book will gain an understanding of how managers and leaders apply theory to
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communicate with and engage employees to foster desired organizational cultures
while being challenged to address common issues using cases and hypothetical
situations.
This book examines the intersection of Organizational Behavior Management (OBM)
and Industrial and Organizational Psychology (I/O Psychology). It argues that, whilst
OBM and I/O Psychology have developed simultaneously, they have done so with
minimal integration. I/O Psychology, a somewhat older field, has evolved to become
widely accepted, both influencing management and social sciences and being affected
by them. It can be viewed as a research-oriented subject that is closely aligned with
human resources functions. With regards to the intersection of I/O Psychology with
OBM, some practices are more closely related than others; and of those that are
related, some are relatively consistent with OBM practices, while others are very
inconsistent. Most I/O Psychology interventions focus on many people simultaneously,
seeking to ensure that one intervention affects multiple employees as a cost-efficient
way to improve organizations, while OBM is usually better than I/O Psychology at
improving the behaviors of individuals and smaller groups or workers. This book
provides a framework for understanding differences and similarities between I/O
Psychology and OBM, and as such is an innovative compendium for students, scholars,
applied psychologists, and human resource specialists. It was originally published as a
special issue of the Journal of Organizational Behavior Management.
Page 6/24

Download File PDF Cust Mgmt And Org Behavior Is Chapter 4 Cost
Schermerhorn
An ability to feel comfortable with ambiguity, with constant and increasingly
demanding change, with a new, unique commitment to teams and teamwork, and
with a willingness to stay customer-oriented: Sims sees these as the prime
requisites for success in management today. Marshalling evidence from
academic research and practical experience, Sims shows how researchers
continue to redefine the roles and responsbilities of executives and their reports.
His book provides not only the reasons why the new organization is what it is, but
how to cope with it and succeed in it. A must-read for supervisors, managers,
executives, and recent graduates who are ready to take their own places in the
new world of business.
Organizational Behavior Management and Developmental Disabilities Services:
Accomplishments and Future Directions examines the advances of
Organizational Behavior Management (OBM) in human service agencies for
individuals with developmental disabilities. Management researchers, working
managers, and supervisors will learn strategies for effectively managing the dayto-day work performance of personnel and receive ideas for further enhancement
of quality supports in human service agencies. Discussing the history of OBM
and future research needs, Organizational Behavior Management and
Developmental Disabilities Services offers the information you need to boost staff
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morale, make your workers more effective, and improve services to clients.
As marketing professionals look for ever more effective ways to promote their
goods and services to customers, a thorough understanding of customer needs
and the ability to predict a target audience’s reaction to advertising campaigns is
essential. Marketing and Consumer Behavior: Concepts, Methodologies, Tools,
and Applications explores cutting-edge advancements in marketing strategies as
well as the development and design considerations integral to the successful
analysis of consumer trends. Including both in-depth case studies and theoretical
discussions, this comprehensive four-volume reference is a necessary resource
for business leaders and marketing managers, students and educators, and
advertisers looking to expand the reach of their target market.
The International Encyclopedia of Hospitality Management covers all of the
relevant issues in the field of hospitality management from both a sectoral level: *
Lodging * Restaurants * Clubs * Time-share * Conventions As well as a
functional one: * Accounting & finance * Marketing * Human resources *
Information technology * Facilities management Its unique user-friendly structure
enables readers to find exactly the information they require at a glance; whether
they require broad detail which takes a more cross-sectional view across each
subject field, or more focussed information which looks closely at specific topics
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and issues within the hospitality industry today. Section Editors: Peter Harris ACCOUNTING & FINANCE Oxford Brookes University, UK Zheng Gu ACCOUNTING & FINANCE University of Nevada, Las Vegas, USA Randall
Upchurch - CLUB MANAGEMENT & TIMESHARE MANAGEMENT University of
Central Florida, USA Patti Shock - EVENT MANAGEMENT University of Nevada,
Las Vegas, USA Deborah Breiter - EVENT MANAGEMENT University of Central
Florida, USA David Stipanuk - FACILITIES MANAGEMENT Cornell University,
USA Darren Lee-Ross - HUMAN RESOURCES MANAGEMENT James Cook
University, Australia Gill Maxwell - HUMAN RESOURCES MANAGEMENT
Caledonian Glasgow University, UK Dimitrios Buhalis - INFORMATION
TECHNOLOGY University of Surrey, UK Allan Stutts - LODGING
MANAGEMENT American Intercontinental University, USA Stowe Shoemaker MARKETING University of Houston, USA Linda Shea - MARKETING University
of Massachusetts, USA Dennis Reynolds - RESTAURANTS & FOODSERVICE
MANAGEMENT Washington State University, USA Arie Reichel - STRATEGIC
MANAGEMENT Ben-Gurion University, Israel
Six Sigma changed the face of manufacturing quality. Now, HumanSigma is
poised to do the same for sales and services. Human Sigma offers an innovative
research-based approach to one of the toughest challenges facing sales and
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services companies today: how to effectively manage the employee-customer
encounter to drive business success. What would your company look like if you
could increase the revenue and profitability potential of every customer by more
than 20 percent? What if you could double the productivity of every employee?
And what if these two phenomena together could drive overall organizational
performance exponentially? What would your company look like? And how would
you go about creating this kind of change? One thing is certain: Business leaders
are never going to inspire higher levels of employee productivity and build more
passionate customer relationships by doing the same things they have tried for
the past 25 years. Business leaders need something fresh. Something new. The
last thing they need is more of the same old conventional wisdom about
“satisfying” their employees and their customers. Based on solid research by
The Gallup Organization, Human Sigma will appeal to senior leaders and line
managers alike who are looking for a way to dramatically increase productivity,
retain a base of high value customers, and improve overall business
performance. Human Sigma is: • Rigorous: Based on research involving
hundreds of companies, and over 10 million employees and 10 million customers
around the world. • Innovative: Cutting-edge management science supported by
data, including brain imaging research into customer’s emotional connections to
Page 10/24

Download File PDF Cust Mgmt And Org Behavior Is Chapter 4 Cost
Schermerhorn
the companies they love. • Practical: The principles in the book were developed
from observations of real-life successes, not some fictional freaks-of-nature that
exist only in a laboratory. As such, the lessons contained in the book have been
tested in the real world, and can be applied in many situations. • Interactive: The
book contains a code that can be used to estimate the potential value of
HumanSigma to readers’ organizations.
With articles chosen by a poll of management scholars, this readings text
features a collection of classic writings in management and organizational
behavior appropriate for students at all levels. Presented in a comprehensive
teaching-learning format, each article includes an outline preview, a learning
review, and retrospective comments. Eight articles have been added to this
edition. An alternative table of contents organized by managerial functions is also
included.
With the globalization of work and technological advancements in recent years,
and with emphasis on service quality today, organizations have changed. Virtual
work has emerged as the new employment relationship and has been embraced
by employees and employers in many industries. This book explores the
dynamics of changing organization structures, theories of leadership and trust,
and how dimensions of self-efficacy works in this new work relationship.
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Organizational Behavior and Virtual Work: Concepts and Analytical Approaches
shows the enormous impact of technology and globalization on employment
relationships and also predicts how they will contribute to the changing
dimensions of organizations in the future. With a unique blend of theory and
application in the real world of virtual workers, the book presents the most recent
research and developments in the relatively new and still emerging area of virtual
work. It takes an in-depth critical look into the key factors affecting the virtual
work environment with practical inputs of suggestions and recommendations.
With the objective of presenting information about this new work scenario, this
book attempts to unfold important human behavior processes in organizations.
The volume presents a rare combination of the necessary concepts of human
behavior in organizations along with the results of research in the field and also
makes practical recommendations on virtual work programs. Key features include
a unique blend of research with organizational behavior concepts and practical
recommendations for workers, managers, and business executives.
This casebook is designed to develop an understanding of, and appreciation for,
the various challenges, dilemmas, and constraints that decision makers face in
real organizational settings. The cases are made up of actual events and include
globalization, managing a diverse workforce, and leadership.
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Here is an intriguing look at the basic principles of organizational behavior
management and their relationship to the more traditional
psychological/managerial characterizations of human behavior modification
within organizations. Organizational behavior management specialists explore
the applications and issues regarding behavioral procedures in the public sector
and examine the recent success of behavior modification as it has been used in
business, industry, and government. Supervisors and managers in business,
industry, and government will find these principles and illustrations readily
applicable to their organizations.
Prepare to Think and Act like a manager with the powerful insights, solid
concepts, and reader-friendly approach in ORGANIZATIONAL BEHAVIOR:
MANAGING PEOPLE AND ORGANIZATIONS, 12th Edition. This text equips you
with the skills and practical understanding to meet modern management
challenges. You will delve into the fundamentals of employee behavior in today's
organizations as the book balances classic management ideas with thorough
coverage of the most recent organizational behavior developments and
contemporary trends. Memorable examples from organizations and managers
you will instantly recognize are woven throughout the book and work with new
cases and boxed features that focus on pressing issues and reinforce the book's
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practical perspective. You'll also learn more about your strengths and areas
where you need development though an array of self-assessment activities.
Important Notice: Media content referenced within the product description or the
product text may not be available in the ebook version.
The Oxford Handbook of Organizational Citizenship Behavior provides a broad
and interdisciplinary review of state-of-the-art research on organizational
citizenship behaviors (OCBs), and related constructs such as contextual
performance, spontaneous organizational behavior, prosocial behavior, and
proactive behavior in the workplace. Contributors address the conceptualization
and measurement of OCBs; the antecedents, correlates, and consequences of
these behaviors; and the methodological issues that are common when studying
OCBs. In addition, this handbook pushes future scholarship in this and related
areas by identifying substantive questions, methods, and issues for future
research. The result is a single resource that will inform and inspire scholars,
students, and practitioners of the origins of this construct, the current state of
research on this topic, and potentially exciting avenues for future exploration.
This handbook is designed to meet the needs of a broad spectrum of researchers
and advanced undergraduate and graduate students in a variety of disciplines
including management, organizational behavior, human resources management,
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and industrial and organizational psychology, as well as those interested in
studying citizenship behavior in a variety of organizational contexts including
marketing, nursing, engineering, sports, and education.
Seyed Mohammad Moghimi examines both the everyday and the theoretical
insights offered by Islamic sources for managing organizational behavior. He
takes a wide-ranging approach to key organizational issues, including
organizational communication, organizational leadership, conflict management,
and organizational culture and ethics.
Used by more than a million people throughout the world, this highly readable
book provides a comprehensive examination of the applied behavioral sciences,
and focuses on fundamental ideas which have stood the test of years of
application in academic, business, not-for-profit and administrative environments.
Complete coverage of motivation and behavior, situational leadership, building
effective relationships, planning and implementing change, leadership strategies,
the organizational cone and integrating situational leadership with the Classics.
For individuals interested in expanding their knowledge of, and proficiency in
leadership strategies.
Management and Organizational Behavior: An Integrated Perpective blends the
traditional management and organizational behavior topics by presenting the
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technical aspects of management and managerial practice, as well as its socialpsychological and behavior consequences. The authors present an integrative
model that positions Management philosophy as a force which shapes the
practice of management and organization design, both of which impact and
explain organizational behavior. The text emphasizes that to be a strategic
manager, there must be an understanding of the organization, management
process, individuals as members, and the deep interrelationship between all
these areas.
Comprised of chapters written by notable experts in the field, Organizational Behavior
Management Approaches for Intellectual and Developmental Disabilities provides an up-todate, comprehensive assessment of OBM-IDD. This edited volume not only provides an
overview of the area of OBM-IDD, it also summarizes the extant literature, offers research-topractice recommendations, and includes operational strategies for building successful service
settings. Organizational Behavior Management Approaches for Intellectual and Developmental
Disabilities synthesizes the published literature and directs practice and research in the areas
of assessment and evaluation, training, supervision, and performance improvement, systems
interventions, and organizational development. By providing the most contemporary and
effective OBM practices derived from evidence-based research findings and recommendations
from experienced scientist-practitioners, this book is an integral aid for professionals looking to
improve different aspects of service delivery. The book is intended principally for professionals
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within educational, human services, and behavioral healthcare settings serving persons with
IDD comprised of psychologists, educators, program administrators, organizational
consultants, behavior analysts, and evaluation specialists. In particular, the book should appeal
to practicing behavior analysts who hold the Behavior Analyst Certification Board (BACB)
credential and are seeking professional development within OBM as well as academic
instructors and researchers, graduate students, and trainees completing doctoral internships
and post-doctoral fellowships.
The fourth edition of Organizational Behaviour: Integrating Individuals, Groups and
Organizations is a well-organized introduction to the current field of organizational behavior
with in-depth coverage of the most critical concepts. Its practical approach shows the power of
organizational behavior theory for understanding one’s behavior and the behavior of others in
any organization. Although firmly grounded in behavioral science theory and research, the text
is not a compendium of research findings. Champoux includes examples and builds
frameworks that make the material clear and easy to understand. The concise format allows
the text to be used as a primer or to be supplemented with additional cases, readings, or
exercises. More interactive than in previous editions, this text provides students with several
online features to reinforce their knowledge of chapter content with exercises, practice and
other learning opportunities. An extraordinary supplementary package, all prepared by the
author, is innovative and extensive in its content.
The most comprehensive, reality-based review of organizational behavior of its kind, this
volume prepares readers to explain and predict behavior in organizations at three levelsthe
individual, the group, and the organization system. Features a lively, conversational style,
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extensive examples, case applications, skill-building modules, Ethical Dilemma exercises,
Myth or Science? boxes, and more. Values, Attitudes, and Job Satisfaction. Personality and
Emotions. Perception and Individual Decision Making. Basic Motivation Concepts. Motivation:
From Concepts to Applications. Understanding Work Teams. Communication. Basic
Approaches to Leadership. Contemporary Issues in Leadership. Power and Politics. Conflict
and Negotiation. Technology and Work Design. Human Resource Policies and Practices.
Organizational Culture. Organizational Change and Stress Management. For anyone
interested in organizational behavior, organizational psychology, or human relations.
Why does organizational behavior matter—isn’t it just common sense? Organizational
Behavior: A Skill-Building Approach helps students answer this question by providing insight
into OB concepts and processes through an interactive skill-building approach. Translating the
latest research into practical applications, authors Christopher P. Neck, Jeffery D. Houghton,
and Emma L. Murray unpack how managers can develop essential skills to unleash the
potential of their employees. The text examines how individual characteristics, group
dynamics, and organizational factors affect performance, motivation, and job satisfaction,
providing students with a holistic understanding of OB. Packed with critical thinking
opportunities, experiential exercises, and self-assessments, the new Second Edition provides
students with a fun, hands-on introduction to the fascinating world of OB. This title is
accompanied by a complete teaching and learning package. Contact your SAGE
representative to request a demo. Digital Option / Courseware SAGE Vantage is an intuitive
digital platform that delivers this text’s content and course materials in a learning experience
that offers auto-graded assignments and interactive multimedia tools, all carefully designed to
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ignite student engagement and drive critical thinking. Built with you and your students in mind,
it offers simple course set-up and enables students to better prepare for class. Assignable
Video with Assessment Assignable video (available with SAGE Vantage) is tied to learning
objectives and curated exclusively for this text to bring concepts to life. LMS Cartridge
(formerly known as SAGE Coursepacks): Import this title’s instructor resources into your
school’s learning management system (LMS) and save time. Don’t use an LMS? You can still
access all of the same online resources for this title via the password-protected Instructor
Resource Site. Learn more.
Realistic, intermediate-length cases make up this inexpensive casebook. Based on real events
but with all names changed, the cases either illustrate theory or describe a recent real-life
dilemma requiring a decision. Cases are long enough to require significant analysis from the
reader, but short enough that a wide variety of topics can be covered. Describes the full range
of management, systems, group, interpersonal, and individual topics; also highlights
international business, globalization, diversity, ethics, communications, and human resource
decisions. References each case to several leading management and organizational behavior
books. Offers a versatile range of material and organization, making book suitable for a variety
of uses. An inexpensive, handy reference for trainers, organizational development consultants,
and other Human Resources professionals.
Organizational Behavior and Public Management reveals how organizational behavior enables
managers to direct resources that advance the programs and policies of public and
government. This edition offers a public sector perspective of core topics, such as
communication, decision-making, leadership, management ethics, motivation, organizational
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change, participation and performance appraisal. Contemporary Psychology called this book
"skillful and comprehensive...There is a need for a text like this...the device of juxtaposing
theory and application is a sound one." The authors discuss such topics as communication,
decision making, worker participation and total quality management, organizational change,
management systems, information, computers and organization theory in public management.
Cases in Management and Organizational BehaviorPearson College Division

Help your students learn not only the concepts and theories that enhance the
management of human behavior at work but also how to practice these skills with
Nelson/Quick's ORGANIZATIONAL BEHAVIOR. The latest edition of this book clearly
demonstrates how organizational behavior theories and research apply to companies
today with engaging cases, meaningful exercises, and examples that include six new
focus companies students will instantly recognize. The authors present foundational
organizational behavior topics, such as motivation, leadership, teamwork, and
communication. Students also examine emerging issues reshaping the field today, such
as the theme of change. They study how change affects attitudes and behaviors in an
organization as well as what new opportunities and experiences change presents.
Students further explore growing themes of globalization, diversity, and ethics. The
authors anchor the book's multifaceted approach in both classic research and leadingedge scholarship. Timely examples from all types of organizations throughout this
edition reflect today's most current trends, including six new focus companies--NetFlix,
Ford, Groupon, and more. Self-assessments and other interactive learning
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opportunities allow your students to grow and develop, both as individuals and as
important contributors to an organization, as they progress throughout your course.
Important Notice: Media content referenced within the product description or the
product text may not be available in the ebook version.
ALERT: Before you purchase, check with your instructor or review your course syllabus
to ensure that you select the correct ISBN. Several versions of Pearson's MyLab &
Mastering products exist for each title, including customized versions for individual
schools, and registrations are not transferable. In addition, you may need a CourseID,
provided by your instructor, to register for and use Pearson's MyLab & Mastering
products. Packages Access codes for Pearson's MyLab & Mastering products may not
be included when purchasing or renting from companies other than Pearson; check
with the seller before completing your purchase. Used or rental books If you rent or
purchase a used book with an access code, the access code may have been redeemed
previously and you may have to purchase a new access code. Access codes Access
codes that are purchased from sellers other than Pearson carry a higher risk of being
either the wrong ISBN or a previously redeemed code. Check with the seller prior to
purchase. -- For one-semester undergraduate and graduate level courses in
Organizational Behavior. Concise fundamentals for students. Ultimate flexibility for
instructors. This bestselling, brief alternative for the OB course covers all the key
concepts needed to understand, predict, and respond to the behavior of people in realPage 21/24
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world organizations. This text also includes cutting-edge topics and streamlined
pedagogy to allow maximum flexibility in designing and shaping your course. The
eleventh edition contains expanded and updated coverage on international issues, as
well as new sections on the management of information, safety and emotions at work,
risk aversion, self-determination theory, managing information, and downsizing.
Accompanied by mymanagementlab! See the hands in the air, hear the roar of
discussion—be a rock star in the classroom. mymanagementlab makes it easier for you
to rock the classroom by helping you hold students accountable for class preparation,
and getting students engaged in the material through an array of relevant teaching and
media resources. Visit mymanagementlab.com for more information.
We all live in a service-based economy right now, and the role of customers has
changed from passive buyers to active value creators. Customers are actively engaged
in the value creation process, and customer value creation behavior has become an
essential phenomenon. For the competitive advantage of the firm, employees need to
change from exclusive service providers to value facilitators. Firms must now change
their paradigm from treating customers as mere buyers to engaging customers as value
creators. This book sheds insight into the essentiality of understanding customer value
creation behavior for enhancing firm performance. This book is also a comprehensive
reference critically analyzing the current state of customer value creation behavior. It
covers theoretical foundations, measurement, antecedents and consequences of
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customer value creation behavior, in addition to applications in specific and various
contexts. The book also highlights the importance of understanding the dimensional
structure of customer value creation behaviour for accurate results of empirical
research. In addition, the book also examines customer value destruction behavior or
dysfunctional customer behavior. This book challenges the conventional belief that
handling customer complaints equates with handling dysfunctional customer behavior
and provides useful insights for handling employees and customers.
Have you thought about using Lean in your business or organization, but are not really
sure how to implement it? Or perhaps you’re already using Lean, but you need to get
up to speed. Lean for Dummies will show you how to do more with less and create an
enterprise that embraces change. In plain-English writing, this friendly guide explores
the general overview of Lean, how flow and the value stream works, and the best ways
to apply Lean to your enterprise. You will understand the philosophy of Lean and adopt
it not as a routine, but a way of life. This highly informative book teaches you: The
foundation and language of Lean How to map the value stream and using it to your
business’s advantage The philosophy of Kaizen Different tools to improve
management, customer service, and flow and pull How to “Go Lean” within your
business and across the industry Avoid common mistakes in implementation Seek out
resources for assistance This simple, continuous improvement approach that minimizes
waste and adds customer value is changing organizations of all sizes all over the world.
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Lean for Dummies will show you to take charge and engage your enterprise in a Lean
transformation!
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