CHAPTER 14 REVIEW QUESTIONS & answers

1. What are the major external and internal forces for change in organizations?

The four major themes of the text are the four external forces: globalization, workforce diversity, technological change, and managing ethical behavior. Internal forces are things like a crisis, declining effectiveness, changes in employee expectations, and changes in the work climate.
2. Contrast incremental, strategic, and transformational change.

Incremental change is small in scope resulting in only small improvements. Strategic changes occur on a large scale, such as organizational restructuring. Transformational changes move the organization to a radical, and sometimes unknown, future state.
3. What is a change agent? Who plays this role?

The term change agent comes from Rosabeth Moss Kanter and refers to individuals or groups who undertake the task of introducing and managing change in organizations. Change agents may be outside consultants or organizational development experts, or they may be internal employees who have the necessary skills to perform in such a role. 

4. What are the major reasons individuals resist change? How can organizations deal with resistance?

Individuals resist change because of fear of the unknown, fear of loss, fear of failure, disruption of interpersonal relationships, personality conflicts, politics, and cultural assumptions and values. Organizations can manage resistance to change through communication, participation, and empathy and support.
5. Name the four behavioral reactions to change. Describe the behavioral signs of each reaction, and identify an organizational strategy for dealing with each reaction.

Disengagement is psychological withdrawal from change and is evident in withdrawal behaviors.  Managers should confront disengaged employees to draw them out. Sadness or worry typifies disidentification. Managers should encourage these employees to explore their feelings and to transfer their positive feelings into the new situation. Disenchantment is displayed in angry behavior. The anger of these employees must be neutralized. Disorientation is apparent when individuals show confusion. Managers should explain the change to disoriented individuals in a way that reduces the ambiguity of the situation.
6. Describe force field analysis and its relationship to Lewin's change model.

This process categorizes events in terms of forces that push for the status quo, versus those that push for change. For change to take place, the factors pushing for change must outweigh the factors pushing against change. In Lewin's change model, the unfreezing step requires that individuals be convinced to give up their old behaviors (forces for change must overcome forces against change) in favor of a new set of behaviors.
7. What is organization development? Why is it undertaken by organizations?

Organizational development is the systematic approach to organizational improvement that applies behavioral science theory and research in order to increase individual and organizational well-being and effectiveness. OD is needed to guide employees through significant change in the organization.  
8. Name six areas to be critically examined in any comprehensive organizational diagnosis.

The organization's purpose, structure, reward system, support systems, relationships, and leadership must be examined.
9. What are the major organization-focused and group-focused OD intervention methods? The major individual-focused methods?

Organization-focused and group-focused interventions include survey feedback, management by objectives, product and service quality programs, team building, and process consultation.  Individual-focused methods include skills training, sensitivity training, management development training, role negotiation, job redesign, stress management programs, and career planning.
10. Which OD intervention is most effective?
No single method of OD is effective in every instance. It is typically best to use multiple-method OD approaches.
