Organizational Behaviour Case Study
Examples

Case Study 1
A unigue Training Program at UPS
Mark Cobvard, a United Parcel Manager in San Ramon, Califomia

recently faced a diffscult decimon. One of his drivers asked for X week ofl 10 hn:'!p an
mling fanuly member, Bul conpany rales sazd thas driver wasn't eligible, If Colvanld
went by the book, the drver would pr;ﬂmh‘l}' take the |.L|:_.'-. ;1I'!'.a1:.\|.¢_'y and be Fered
O the other hand, Colvard chose to give the dnver the tme off. Although he took
some heat for the decision, he also kept a vahable employec

Had Colvard been faced with this decision 6 months carlier, he says he
would have gone the other way, What changad his thinking wasg a month he spem
lving in McAllen, Texas It was pant of a UPS management training experience
called the Compwnity Internghip Program (CIP). Dusing his month in McAllen,
Colvard butl housing for the poor, collecdted clothing for the Salvation Army, and
worked in a drug rehab Center, Colvard gives the program oredit for I1c'|p:m;|.; b
copathizne with umrl'ln:.-'wx fih;lrll:, arises back homie And he SAVE that CTF has mde
himn o better manager, "My goal was fo nake the nunibers, and in somie cases that
maant not looking at the imdividual but looking at the bottom line. Afier that ome
monath stay, | Immodiately started reaching out to people in a diffenem way.”

CIP was established by UPS in the late 1960 1o help open the eyes off
the company’s predominantly wlhite managers 1o the poverty and inequality in many
ctics, Today, the program takes 30 of the conpany’s most promising executives
aach mmmer and beings them to citics around the country, There they deal with a
varsely of Pﬂih]ull.‘l.\ o Eranspoeiation §o housmg, educalwon, and health care, The
\.'nnl.[m.ri}"x pm.l 15 o awaken these managers to the |,'hi.lj||.,"|'l$|,!i Ehat many of thewr
employees face, bridging the cultural divide that separates o white manager from an
African American driver or an upper-income suburbanite from a worker radsed in the
nural Seuth.

1. Do you think individualz con learn epathy from something like a |-month CIP

expericnce? Explain why or why not.

How could LIPS s CIP help the organ ization betler manage woek life conflicts?

How could UP%E"s CIP help the Organization improve its response to diversity?

What e gatives, if amy can you envision resulting from CIP?

UPS has 2400 managers. CIP includes only 30 each year. How can the program

make a difference if it include only 2 percent of all managers? Does this suggest

that the program is more public relations than management training?

6. How can UPS justify the cost of a program like CIP if competitors like FedEx,
DHL, and the LS. Postal Service don't offer such programs? Does the program
increaie costs or reduce UPS profis?
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Case Study 2
Are Workplace Romances Unethical

A large percentage of married individuals first met in the workplace. A
2005 survey reveled that 58 percent of all employees have been in an office
omance. Given the amount of time people spend ar work, this isn’t terribly
surprising. Yel office romances pose sensitive ethical msues for organsrations and

Organizational behaviour case study examples are pivotal in understanding the
complexities of human interactions within a workplace environment. They
highlight how individual, group, and organizational dynamics influence
behavior, performance, and overall organizational effectiveness. This article
delves into various case studies that exemplify key concepts in
organizational behaviour, showcasing how different organizations navigate
challenges and opportunities.



Understanding Organizational Behaviour

Organizational behaviour (0B) is the study of how people interact within
groups and organizations. It encompasses various fields, including
psychology, sociology, and management, to address the following aspects:

1. Individual behaviour: How personal attributes like personality and
attitudes affect workplace performance.

2. Group dynamics: How teams function, including communication patterns,
leadership styles, and conflict resolution.

3. Organizational structure: The systems and processes that define the
hierarchy and workflow within an organization.

By examining case studies, we can glean insights into how these elements
manifest in real-world scenarios.

Case Study Examples

1. Google: Fostering a Culture of Innovation

Google is often cited as a leading example of an organization that
effectively leverages organizational behaviour principles to foster
innovation and employee satisfaction.

Key Practices:

- Open Communication: Google encourages open dialogue between employees and
management, which helps in identifying issues and fostering a collaborative
environment.

- Flexible Work Environment: The company allows employees to choose where and
when they work, promoting work-life balance and overall job satisfaction.

- Employee Empowerment: Google'’s famous "20% time" policy allows employees to
dedicate a portion of their workweek to projects they are passionate about,
leading to innovations like Gmail and Google News.

Qutcomes:

This approach has resulted in high employee retention rates and a consistent
ranking among the best places to work. The culture of innovation has made
Google a leader in the tech industry, illustrating the connection between
organizational behaviour and business success.

2. Zappos: Customer Service as a Core Value

Zappos, an online shoe and clothing retailer, emphasizes customer service as
a central component of its organizational culture.



Key Practices:

- Holacracy: Zappos adopted a flat organizational structure that empowers
employees to take ownership of their roles and make decisions without the
constraints of a traditional hierarchy.

- Employee Training: New hires undergo extensive training focused not only on
job skills but also on the company’s values and customer service philosophy.
- Cultural Fit in Hiring: Zappos prioritizes cultural fit during the hiring
process, ensuring that new employees align with the company's core values.

Qutcomes:

This commitment to customer service has led to exceptional customer loyalty
and a unique brand identity. Zappos has consistently ranked high on customer
satisfaction surveys, showcasing how a strong organizational behaviour
framework can enhance service delivery.

3. Toyota: The Toyota Production System (TPS)

Toyota is renowned for its production system, which emphasizes efficiency and
continuous improvement through organizational behaviour strategies.

Key Practices:

- Kaizen (Continuous Improvement): Toyota employees are encouraged to
identify inefficiencies and suggest improvements, fostering a culture of
innovation at all levels.

- Team-Based Approach: Workers are organized into teams that collaborate on
production processes, enhancing communication and accountability.

- Just-in-Time Production: This strategy minimizes waste by producing goods
only as they are needed, which requires precise coordination and
communication among teams.

OQutcomes:

The Toyota Production System has made Toyota one of the most efficient car
manufacturers globally. The emphasis on employee engagement and continuous
improvement has led to significant cost savings and product quality
enhancements.

4. IBM: Navigating Change Through Organizational
Behaviour

IBM has undergone significant transformation over the years, shifting from
hardware to a focus on cloud computing and AI. This transition exemplifies
the importance of adaptive organizational behaviour.

Key Practices:

- Change Management Framework: IBM employs a structured approach to change
management, integrating employee feedback into the decision-making process.
- Cross-Functional Teams: The company creates teams from various departments



to foster collaboration and innovation, breaking down silos.
- Leadership Development: IBM invests in leadership training to equip
managers with the skills needed to guide their teams through transitions.

Outcomes:

IBM’'s ability to adapt to changing market demands has allowed it to remain
competitive in the tech industry. The focus on organizational behaviour
principles during times of change has facilitated smoother transitions and
increased employee buy-in.

5. Netflix: A Culture of Freedom and Responsibility

Netflix has crafted a unique organizational culture that prioritizes freedom
and responsibility, significantly shaping its operational success.

Key Practices:

- Radical Transparency: The company practices openness in communication,
sharing information across all levels, which builds trust and accountability.
- High-Performance Standards: Netflix sets high expectations for its
employees and provides them with the autonomy to meet those standards in
their own ways.

- No Formal Vacation Policy: Employees can take time off as needed without a
formalized vacation policy, promoting work-life balance and trust.

Outcomes:

This approach has fostered a highly motivated and engaged workforce that
drives innovation and creativity. Netflix'’'s success in producing original
content and maintaining a competitive edge can be attributed to its strong
organizational behaviour practices.

Lessons Learned from Case Studies

These case studies illustrate several key principles of organizational
behaviour that can be applied across various industries:

1. Culture Matters: A strong organizational culture aligned with company
values can significantly enhance employee engagement and performance.

2. Communication is Key: Open lines of communication foster collaboration and
trust, enabling teams to navigate challenges more effectively.

3. Empower Employees: Providing employees with autonomy and encouraging their
involvement in decision-making leads to higher job satisfaction and
innovation.

4. Adaptability: Organizations that embrace change and encourage continuous
improvement are more likely to thrive in dynamic environments.

5. Customer Focus: Prioritizing customer service and satisfaction can drive
loyalty and brand strength, resulting in long-term success.



Conclusion

Organizational behaviour case study examples provide invaluable insights into
the dynamics of workplace interactions and their impact on organizational
success. By analyzing the practices of leading companies like Google, Zappos,
Toyota, IBM, and Netflix, we can understand the critical role that culture,
communication, employee empowerment, and adaptability play in fostering a
thriving workplace. Organizations that invest in these principles are better
equipped to face challenges and capitalize on opportunities in today’s
competitive landscape.

Frequently Asked Questions

What are some common organizational behavior case
study examples in tech companies?

Common examples include Google's Project Aristotle, which studied team
dynamics and found that psychological safety was key to high-performing
teams, and Microsoft's cultural transformation under Satya Nadella that
emphasized empathy and collaboration.

How can case studies in organizational behavior help
improve employee engagement?

Case studies often reveal successful strategies employed by organizations to
enhance employee engagement, such as implementing flexible work arrangements,
recognizing employee contributions, and fostering open communication.

What lessons can be learned from organizational
behavior case studies during the COVID-19 pandemic?

Case studies from the pandemic highlight the importance of adaptability, the
role of clear communication during crises, and the effectiveness of remote
work policies that prioritize employee well-being.

Can you provide an example of a case study that
illustrates the impact of leadership styles on
organizational culture?

An example is the case of Zappos, where CEO Tony Hsieh's unique leadership
style fostered a strong customer service culture focused on employee
happiness, which in turn drove business success.

What organizational behavior concepts are often



explored in case studies related to change
management?

Case studies often explore concepts such as Lewin's Change Management Model,
Kotter's 8-Step Process for Leading Change, and the importance of managing
resistance to change to ensure successful transformation within
organizations.
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Explore insightful organizational behaviour case study examples that illuminate key concepts and
strategies. Discover how they can enhance your workplace dynamics!
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