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 Learning through reinforcement and 
observation

 Programmed vs. non-programmed decision 
making

 Common decision-making problems

 relatively permanent changes in an employee’s 
knowledge or skill that result from experience.

 focuses on the use of reinforcement (rewards 
& punishment) to change behavior

Operant conditioning 
 learning results from the link between our 

voluntary behavior and its consequences.
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To increase desired behaviors:
 Positive reinforcement

 positive outcome follows a desired behavior. 

 Negative reinforcement
 unwanted outcome is removed following a desired 

behavior.

To decrease undesired behaviors:
 Punishment 

 unwanted outcome follows an unwanted behavior.

 Extinction 
 removal of a consequence following an unwanted 

behavior.

 Social learning theory
 people learn through the observation of others.

 Behavioral modeling
 employees observe the actions of others, learn 

from what they observe, and then repeat the 
observed behavior.

 Goal Orientations can influence how you learn

 Learning orientation 
 building competence more important than 

demonstrating competence. 

 Performance-prove orientation 
 Need to demonstrate competence so others think 

favorably of them. 

 Performance-avoid orientation 
 Need to demonstrate competence so others will not 

think poorly of them.

 process of generating and choosing from a set of 
alternatives to solve a problem. 
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 Programmed decisions
 Used in situations that are familiar with a known 

course of action that needs to be taken.

Nonprogrammed decisions 
 Required for situations that are new, complex 

and not recognized.
 Often results in the use of the rational decision-

making model 
 A systematic decision making process that tries to 

maximize outcomes by examining all available 
alternatives.

 Limited Information

 Faulty Perceptions

 Faulty Attributions

 Escalation of commitment

Bounded 
rationality
 decision makers 

unable to process 
all available 
information

Satisficing 
 decision makers 

select first 
acceptable option

 Projection bias
 Believe others think, feel, and act the same way you do. 

 Social identity theory
 Identify yourself and others based on group memberships.

 Stereotype 
 Make assumptions about others based on membership in a social group.

 Heuristics 
 Use of simple rules of thumb that allow us to make decisions more easily.

 Availability bias
 Tendency to base judgments on information that is easier to recall.

 Selective perception
 See only what affects you/is consistent with expectations

 Fundamental attribution error 
 people have a tendency to judge others’ 

behaviors as due to internal factors.

 Self-serving bias 
 attribute our own failures to external factors and 

our own successes to internal factors.
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Performance Level

Perceiver

High Low

Observer

Actor

Good Luck

Easy Job

High Ability

High Effort

Low Ability

Low Effort

Bad Luck

Difficult Job

SITUATIONAL

DISPOSITIONAL

DISPOSITIONAL

SITUATIONAL

Decision to continue to follow a failing 
course of action.

 Tendency to escalate commitment to 
previous decisions, even in the face of 
obvious failures.


