
Organizational
Behavior, Theory,
and Design in

Health Care
SECOND EDITION

Nancy Borkowski, DBA, CPA, FACHE, FHFMA
Professor, Department of Health Services Administration 

School of Health Professions

University of Alabama at Birmingham 

Birmingham, AL

9781284083903_FMxx_00i_0xiv.indd   1 28/07/15   6:03 PM



World Headquarters
Jones & Bartlett Learning
5 Wall Street
Burlington, MA 01803
978-443-5000
info@jblearning.com
www.jblearning.com

Jones & Bartlett Learning books and products are available through most bookstores and online 
booksellers. To contact Jones & Bartlett Learning directly, call 800-832-0034, fax 978-443-8000, or visit 
our website, www.jblearning.com.

Substantial discounts on bulk quantities of Jones & Bartlett Learning publications are available to cor-
porations, professional associations, and other qualified organizations. For details and specific discount 
information, contact the special sales department at Jones & Bartlett Learning via the above contact 
information or send an email to specialsales@jblearning.com.

Copyright © 2016 by Jones & Bartlett Learning, LLC, an Ascend Learning Company

All rights reserved. No part of the material protected by this copyright may be reproduced or utilized in 
any form, electronic or mechanical, including photocopying, recording, or by any information storage and 
retrieval system, without written permission from the copyright owner.

The content, statements, views, and opinions herein are the sole expression of the respective authors and 
not that of Jones & Bartlett Learning, LLC. Reference herein to any specific commercial product, process, 
or service by trade name, trademark, manufacturer, or otherwise does not constitute or imply its endorse-
ment or recommendation by Jones & Bartlett Learning, LLC and such reference shall not be used for 
advertising or product endorsement purposes. All trademarks displayed are the trademarks of the parties 
noted herein. Organizational Behavior, Theory, and Design in Health Care, Second Edition is an indepen-
dent publication and has not been authorized, sponsored, or otherwise approved by the owners of the trade-
marks or service marks referenced in this product.

There may be images in this book that feature models; these models do not necessarily endorse, represent, 
or participate in the activities represented in the images. Any screenshots in this product are for educa-
tional and instructive purposes only. Any individuals and scenarios featured in the case studies through-
out this product may be real or fictitious, but are used for instructional purposes only.

This publication is designed to provide accurate and authoritative information in regard to the Subject 
Matter covered. It is sold with the understanding that the publisher is not engaged in rendering legal, 
accounting, or other professional service. If legal advice or other expert assistance is required, the service 
of a competent professional person should be sought. 

08390-3

Production Credits
VP, Executive Publisher: David Cella
Publisher: Michael Brown
Editorial Assistant: Nicholas Alakel
Associate Production Editor: Rebekah Linga
Senior Marketing Manager: Sophie Fleck Teague
Manufacturing and Inventory  
 Control Supervisor: Amy Bacus

Composition: Cenveo® Publisher Services
Cover Design: Scott Moden
Rights and Photo Research Coordinator:  
 Mary Flatley
Cover Image: © Mikhaylova  
 Liubov/Shutterstock, Inc.
Printing and Binding: Edwards Brothers Malloy
Cover Printing: Edwards Brothers Malloy

Library of Congress Cataloging-in-Publication Data
Borkowski, Nancy, author.
  Organizational behavior, theory, and design in health care / Nancy Borkowski. — Second edition.
       p. ; cm.
  Includes bibliographical references and index.
  ISBN 978-1-284-05088-2 (paper)
  I. Title. 
  [DNLM: 1.  Health Services Administration. 2.  Group Processes. 3.  Health Personnel—psychology.  
  4.  Organizational Culture. 5.  Personnel Management.  W 84.1]
  RA971
  362.1068—dc23
                                                            2015017071

6048

Printed in the United States of America 
19  18  17  16  15     10  9  8  7  6  5  4  3  2  1

9781284083903_FMxx_00i_0xiv.indd   2 28/07/15   6:03 PM



To my husband

9781284083903_FMxx_00i_0xiv.indd   3 28/07/15   6:03 PM



9781284083903_FMxx_00i_0xiv.indd   4 28/07/15   6:03 PM



Contents

Preface   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . vii

Contributors   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . ix

About the Author   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . xi

Opening Remarks  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .xiii

SeCtiOn One—MiCRO LeveL—“the inDiviDuAL”  .  .  .  .  .  .  .  . 1

PARt i—intRODuCtiOn  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .  3

Chapter 1 Overview and history of  
Organizational Behavior  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .  5

Chapter 2 Diversity and Cultural  
Competency in health Care  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .17

Chapter 3 Attitudes and Perceptions  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .49

Chapter 4 Workplace Communication  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .81

PARt ii—unDeRStAnDing inDiviDuAL BehAviORS  .  .  .  .  . 115

Chapter 5 Content theories of Motivation  .   .   .   .   .   .   .   .   .   .   .   .   . 117

Chapter 6 Process theories of Motivation  .  .  .  .  .  .  .  .  .  .  .  .  . 143

Chapter 7 Attribution theory and Motivation .   .   .   .   .   .   .   .   .   .   . 163

PARt iii—LeADeRShiP .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   . 181

Chapter 8 Power, Politics, and influence .   .   .   .   .   .   .   .   .   .   .   .   .   . 183

Chapter 9 trait and Behavioral theories of Leadership .   .   .   .   . 193

v

9781284083903_FMxx_00i_0xiv.indd   5 28/07/15   6:03 PM



Chapter 10 Contingency theories and Situational  
Models of Leadership  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   . 209

Chapter 11 Contemporary Leadership theories  .  .  .  .  .  .  .  .  .  . 229

PARt iv—intRAPeRSOnAL AnD  
inteRPeRSOnAL iSSueS   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 253

Chapter 12 Stress in the Workplace  
and Stress Management  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 255

Chapter 13 Decision Making .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   . 291

Chapter 14 Conflict Management and  
negotiation Skills  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 307

PARt v—gROuPS AnD teAMS  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 331

Chapter 15 Overview of group Dynamics  .  .  .  .  .  .  .  .  .  .  .  .  .  . 333

Chapter 16 groups   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 353

Chapter 17 Work teams and team Building  .  .  .  .  .  .  .  .  .  .  .  . 369

PARt vi—MAnAging ORgAniZAtiOnAL ChAnge .   .   .   .   .   .   .   . 383

Chapter 18 Organization Development   .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 385

Chapter 19 Managing Resistance to Change   .  .  .  .  .  .  .  .  .  .  .  . 403

SeCtiOn tWO—MACRO LeveL— “the ORgAniZAtiOn”  .   .   .   . 431

PARt vii—ORgAniZAtiOn theORy AnD DeSign  .  .  .  .  .  .  .  . 433

Chapter 20 Overview and history of  
Organizational theory  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 435

Chapter 21 Strategy and Structure  .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   .   . 453

Chapter 22 Organization Structures: Contextual Dimension .   .   .   . 473

Chapter 23 Organization Design Parameters: 
internal Characteristics  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 501

index   .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 531

vi    Contents

9781284083903_FMxx_00i_0xiv.indd   6 28/07/15   6:03 PM



Preface

In 2005 I authored my first book, Organizational Behavior in Health Care, 
and in its Preface I wrote, “the U.S. health care industry has grown and 
changed dramatically over the past twenty-five years.” That was an under-
statement! Since the passing of the Patient Protection and Affordable Care 
Act, the industry has experienced some of the most dynamic changes that 
health care managers have seen. In the coming years, more system-wide 
changes will occur as we continue our push towards achieving value-based 
health care. Health care managers are quickly learning what worked in the 
past may not work in the future. This was my compelling reason for writing 
the first edition of this book. I wanted to assist those who are on the front lines 
every day, health care managers who must motivate and lead others in, and 
adapt their organizations to, a complex and constantly changing environment. 
This is not an easy task, which I know firsthand. Before joining the academic 
world, I held the positions of COO, CFO, and administrator for various health 
care organizations.

The purpose of this book is to provide students, health care managers, and 
other professionals with an in-depth analysis of the theories and concepts of 
organizational behavior and organization theory while embracing the unique-
ness and complexity of the industry. Although health care is similar to other 
industries, it is also very different. It is the nation’s largest and complex 
industry, employing more than 18 million people in numerous interrelated 
and interdependent segments. Health care managers need to deal with and 
attempt to balance numerous competing issues on a daily basis (e.g., provid-
ing care for the uninsured while controlling costs, providing quality care while 
experiencing labor shortages, providing market wages with declining reim-
bursements, etc.). 

Using an applied focus, this book provides a clear and concise overview of 
the essential topics in organizational behavior and organization theory from 
the health care manager’s perspective. It is my goal that after you have read 
this book, you will gain a greater understanding of why individuals and/or 
groups behave the way they do in the workplace, how organizations behave 
in relationship to their environments, how organizations are affected by 

vii
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individuals’ behaviors, and how organizations affect individuals’ behaviors. 
With this knowledge you will be able to predict and thus effectively influence 
the behavior of those you lead, and ensure that the organization’s structure 
is designed to achieve success. Please let me know if I accomplish my goal! 
You can reach me at nborkows@uab.edu or by phone at 205-996-2336. I tried 
to ensure that I referenced all the individuals whose work contributed to the 
development of this book. If by chance I failed to give credit to someone along 
the way, please contact me so I may make the necessary correction.

At this time I wish to acknowledge those whose efforts and support made 
this book possible. First, I wish to thank my colleagues and second edition 
contributors, Jean Gordon, Paul Harvey, Mark Martinko, and Jeff Ritter. Sec-
ond, I want to thank my wonderful family for their patience, understanding, 
and support over the years. Finally, I wish to thank the many wonderful and 
caring people employed throughout the health care industry that I have had 
and will have the opportunity to work with. My life continues to be blessed by 
these dedicated individuals!

Thank you for purchasing (and reading) my book. I welcome your comments 
and suggestions.

 With personal regards,

 Nancy Borkowski, DBA, CPA, FACHE, FHFMA

viii    PrefaCe
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Opening Remarks

Organizational behavior (OB) is the study of individual and group dynam-
ics within an organization setting (micro level of analysis), whereas organiza-
tion theory (OT) is the study of the organization as a whole (macro level of 
analysis).

This book integrates the study of organizational behavior and organization 
theory to provide the reader with an understanding of how organizations are 
affected by individuals’ behaviors and how organizations affect individuals’ 
behaviors. House, Rousseau, and Thomas-Hunt (1995) pointed out:

Individuals and groups affect the organization and the organization 
in return influences individuals and groups. To thrive in organiza-
tions, managers and employees need to understand multiple levels 
[within organizations] simultaneously. For example, research may 
show that employee diversity enhances innovation. To facilitate 
innovation, managers need to understand how structure and con-
text (organization theory) are related to interactions among diverse 
employees (organizational behavior) to foster innovation, because 
both macro and micro variables account for innovation.

For example, Miller and Droge, as cited in House, et al. (1995, p. 81), found 
that small companies’ organizational form could partially be explained by the 
degree to which the entities’ CEOs were achievement-oriented (see Chapter 5, 
McClelland’s 3-Needs Theory). CEO achievement orientation was associated 
with a more centralized organizational form (see Chapter 22—Organizational 
Structures), which reflected the CEO’s desire to be closely involved in critical 
decision making (see Chapter 13—Decision Making).

Today’s health care managers are being challenged to redesign the indus-
try to deliver patient-centered, value-based care. As such, managers need to 
understand the interrelationship between organizational behavior and orga-
nization theory to successfully lead the transformation of their organizations 
to meet the needs and demands of society. 

In this book’s 23 chapters, we examine numerous OB and OT theories 
and concepts. In Section One, our focus will be the micro level of analysis: 
individuals and groups. Within Section One’s 19 chapters, you will gain an 
understanding of how and why people and groups behave the way they do 
in the workplace. With this understanding, managers are better able to pre-
dict behavior responses and, as a result, manage the desired outcomes. Sec-
tion Two focuses on the macro level of analysis—the organization. Within 

xiii
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Section Two’s four chapters, we will discuss the theories and concepts related 
to the structure and design necessary for organizations to achieve effective-
ness (i.e., doing the right thing—delivering value-based patient care) and effi-
ciency (i.e., doing it the right way).

By definition, an organization is a collection of people working together 
under a defined structure to achieve predetermined outcomes. Therefore, it 
makes sense that we examine both organizational behavior and organization 
theory simultaneously since organizations affect individuals’ behaviors and 
individuals’ behaviors affect organizations!
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