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Organisation Behaviour Management 

Organisational Behaviour Management applies principles of 

behaviour to improve the performance of individuals and 

increase safety in a workplace. Businesses are extremely 

competitive. With everybody being a consumer, businesses 

are constantly striving to ensure they obtain and keep cus-

tomers. Microsoft’s revenue was $86.83 billion and Apple 

Inc was 182.795 billion in 2014. A leading UK business, 

Home Retail Group (parents of Argos and Homebase) had a 

revenue of £5663 million in 2014 (figures for companies 

found on Wikipedia.org). These are extraordinary figures 

and hence the importance of remaining competitive to en-

sure your business offers the highest quality products and 

services. Mostly customers are satisfied with the product 

and will return to the same business, however “only 14% of 

customers who switch provides do so because they were 

unhappy with the product” says Rice, Austin & Gravina 

(2009). This means over 80% of people change providers 

because of the customer service they received. Staff morale  

along with poor punctuality, poor customer service and not 

meeting standards (health and safety or production quotas) 

can have a detrimental impact on the workplace. There are 

several variables affecting and maintaining staff behaviours 

that may have implications to businesses, small and large.  

Tardiness is a big issue for business. When staff are not 

punctual it may, potentially, effect their ability to provide 

good customer service and meet production standards or 

levels.  “Some  companies handle this problem by imple-

menting monthly bonuses, annual bonuses and/or punish-

ment procedures” state Montes et al (1973). Policies must 

be effective and must be enforced if they are to tackle the 

issue of frequent lateness. Montes et al (1973) investigated 

the effects of bonuses on workers who were repeatedly late 

for work. The participants of this study were factory workers 

in Mexico. The company already used a procedure of offer-

ing annual bonuses to employees for punctuality and 

attendance, however this did not influence behaviour as 131 

employees still had poor punctuality or attendance. The 

experiment implemented a procedure of given each worker 

involved a slip when they clocked in on time. This slip could 

be exchanged on the last day of their working week for a 

bonus. This was proven effective as during the procedure 

lateness decreased, and when there was a return to base-

line the behaviour re-emerged. This could demonstrate that 

the immediacy of the reinforcer increased punctual behav-

iours, whereas an annual bonus did not.  

Another issue within businesses is customer service. A cus-

tomers perception of the service they received from a busi-

ness can potentially affect the probability of them returning. 

Many businesses employ customer service procedures and 

may also use “secret shoppers” to enforce these. Studies 

have investigated increasing “appropriate” interactions be-

tween staff and customers to enhance the customers expe-

rience.  One study from Rice et al (2009) investigated the 

effects of task clarification and social praise on customer 

service behaviours, in particular greetings (i.e. Hello or how 

are you?) and closing (i.e. goodbye or have a nice day).  

They also intended for the manager to implement the ex-

periment, as it had been suggested that this would lead to 

more successful results. This is because if the managers are 

shown how to implement the intervention themselves there 

could be a higher possibility of it continuing when the exper-

iment is terminated.  The results showed an improvement in  

both these customer service behaviours, and also that on 

follow-up new employees were engaging in higher levels of 

these behaviours compared to baseline. Post-intervention 

checks showed that the manager was no longer imple-

menting the procedure which means the new employees 

were not exposed to the same contingencies as the partici-

pants, yet they displayed the appropriate behaviours. The 

manager did report that he did not like to give social praise 

and “this low acceptability of social praise is a limitation of 

the techniques” state the authors (Rice et al, 2009). 

Many studies that investigate the contingencies affecting 

employee behaviours in the OBM literature discuss the con-

sequences, by introducing a positive reinforcing procedure 

(bonuses, praise, etc.). One study, similar to Rice et al 
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(2009), investigated the customer interactions, although 

they changed the antecedent contingencies. There were five 

conditions which were the control, manager presence, ra-

dio, door chime and an uncontrolled condition. During con-

trol the manager, radio and chime were absent and in the 

uncontrolled there was free variability. The authors used a 

Multielement design to assess the results of this analysis 

and found that the chime was most successful at increasing 

the behaviour of appropriate greetings, and secondly man-

agers presence had a positive impact. They then investigat-

ed an intervention that used both the chime and managers 

presence, which increased the greetings behaviour. During 

baseline (uncontrolled condition) the mean appropriate 

greetings was 2%, during the first intervention condition this 

rose to a mean of 71% and it’s effectiveness was demon-

strated by a return to baseline. During the final phase they 

increased a feedback element which consisted of the man-

ager graphing the appropriate staff interactions and show-

ing the employees and giving praise in the form of “The 

graph looks great!”. On the final two probes of this last 

phase customer greetings were at 100%, however there is 

no follow-up data to demonstrate maintenance. This re-

search paper does demonstrate that both components 

(antecedent and consequence packages) may be necessary 

to achieve optimal results.  

Another important issue within business, especially in indus-

trial businesses is safety. Employee injuries can be prevalent 

if procedures and protocols are not in place and effective. 

Fox et al (1987) conducted an experiment in two dangerous 

open-pit mines. They state that in  1985 in the US there was  

500 deaths and 40,000 work related injuries. This is an in-

credible figure and the social significance of implementing 

an intervention is unquestionable. In this study they intro-

duced a token economy and workers were split into groups. 

They collected stamps  each month, with their wages, to use 

towards back-up reinforcers. The study proved effective as 

lost-time to injuries reduced following the implementation 

of the token economy.  

The research into OBM demonstrates success when using 

behaviour principles to change the behaviour of workers. 

The one area that is certainly lacking is functional analysis, 

which is sparse in the literature, although is commonly con-

sidered “best-practise”. However when you consider the 

factors that may be influencing these behaviours it becomes 

a large task. Rule-governance, clear expectations and in-

structions, believability of consequences all have an impact 

on an employees behaviour. Austin et al (2008) discuss all 

these issues in their paper and support a investigation into 

functional assessments for the purpose of OBM research. 

They do acknowledge the success of the literature so far at 

demonstrating functional relationships between behaviour 

and intervention, however the state it is “not necessarily 

EVENTS 

The UK-SBA have announced a PBS workshop on the 14th 

and 15th of May.  They are hosting  Prof Rob Horner, as 

their guest speaker at the University College London. To 

attend one day non-members will pay £175 (members £100) 

or to attend both days non-members pay £250 (members 

£150). To register click here, although members must en-

sure they log in before booking.  

Ambitious about Autism have announced many new dates 

for 2015. There is a workshop in May titled ’Introduction to 

Autism and ABA’. Be sure to go to their webpage to find out 

more and see all available dates. 

Jigsaw School are offering numerous workshops and open 

mornings for professionals and parents.  There are a variety 

of dates available so please go to their website to find out 

more. 

Knopse ABA is offering two workshops for delegates to learn 

more about Applied Behaviour Analysis - Verbal Behaviour 

(ABA-VB). The workshop is split into two parts and part 1 

will be 12th-13th June and part 2 on the 14th-15th June. 

The workshop will be help in Hannover, Germany. For more 

information, go to the website by clicking here.  

Keys for Learning have a announced a two day workshop 

hosted by Tom Caffrey (BCBA, M.E.d), in Edinburgh on the 

19th and 20th of June. The cost is £199 for professionals 

and £149 for parents/grandparents. For more information 

or to book a place email Gemma at gem-

ma@keysforlearning.co.uk 

Peach are offering many courses across 2015.  Courses are 

typically £65 per day (one two day workshop costs £130). 

There is an initial tutor training course on the 20th and 21st 

of May (Manchester). For more information regarding other 

workshops (workshops are being held at a Manchester or 

Ascot location), then please go to their page.  

functioned based … without function-base interventions, we 

are not conducting an applied behavioural analysis but rather 

some sub-par modification of behaviour”.  
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Remember to contact us at our email account  

busyanalyticalbee@gmail.com and like our Facebook 

page and Twitter page @AnalyticalBee 

Next month is our 1st Birthday so you must subscribe 

to ensure you receive the next exciting edition. We 

have an exciting research topic, chosen by the read-

ers, which will be Treatment Integrity and an extreme-

ly exciting interview in the next edition!  

To subscribe email ‘SUBSCRIBE’ to our email account. 
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NET IDEAS  

Role play is a great activity, and one idea is around a farm 

theme. Collect a few small animals, people and a barn or a 

box (any box can do for imaginative play! (Play: 8M)). Ensure 

your child has the appropriate prerequisite skills as symbolic 

play is an advanced play skill (Play: 6e, 10a, 11M). Within this 

activity you can generalise tacts  (tact: 7e, 10M) and listener 

receptive (LR: 4e, 5M) skills of animal names and also actions 

(Tact 7d) and prepositions “Put the cow in the barn” or 

“where is the sheep?” (Tact: 12d 12M. LR 11d, 12M). You can 

also generalise noun-verb combinations “I see cow drinking” 

“show me sheep eating grass” (tact: 8b, 9M). You can also 

incorporate intraverbals. This can include fill-ins “a sheep 

says—baa”, IVs for class “a cow is a type of– animal” or “tell 

me some animals” and also feature IVs “tell me an animal 

with a tail”. IVs: 6b, 10d). Also you can use this as receptive 

for instance “show me the animal that say baa” (LR: 6a).  Your 

child will be developing symbolic play skills which typically 

emerges in typical development after 19 months and pretend 

play around 24 months. You can also use many other themes 

to support the development of symbolic play, so ensure you 

use something that will be reinforcing to your client. 

Sundberg, M. L. (2008) Verbal behavior milestones assessment and 

placement program: The VB-MAPP. Concord, CA: AVB Press 

STUDY TIPS 

Global Autism Project featured many months ago for their 

webinars and courses they offer. Did you know that they have 

a YouTube channel and upload many videos? Some of these 

videos are helpful for anyone revising for the exam. They have 

this video ‘BCBA  Exam Review’, ‘Exam Hack’, ‘top 5 mistakes’ 

and ‘Top tips’. They also have a video about the Standard Cel-

eration chart,. To check out their channel go to : https://

www.youtube.com/channel/UCBFTSwZqYa_QnXO5JDwynEA  

TERMINOLOGY 

This month we will look at a variety of treatment designs. 

Reversal design (ABAB or ABA): This design begins with a 

baseline phase (A) then the intervention is implemented (B) 

and then a return to baseline (A). This should demonstrate 

control over the behaviour in question. It is ideal, for ethical 

reasons, to end on the intervention, so following the return 

to baseline the intervention (B) may be reintroduced. A dis-

advantage to this design is that you can not use interven-

tions that are irreversible, (for instance tying a shoe lace can 

not be unlearnt in the return to baseline) and also withdraw-

al of the intervention may be unethical. 

Alternating Treatments Design:  This design is one in which 

two or more treatments are rapidly alternated across ses-

sions. Presentation is random and this design gives you an 

opportunity to directly compare the effectiveness of two 

interventions.  Alternating treatment Designs may have a 

baseline phase, or may also end with a ‘best intervention’ 

phase. Issues with this is there may be multiple treatment 

interference., where results are due to the combination of 

both interventions.  

Multiple baseline design:  A Multiple baseline staggers the 

introduction of an intervention across settings, subjects or 

behaviours. This design is perfect for behaviours that are 

irreversible and if it is undesirable to return to baseline. 

There are two types of Multiple baseline designs, the multi-

ple probe design and delayed multiple baseline design.  An-

other benefit is that it follows a natural implementation of 

interventions being applied in this way. One limitation is that  

there is poor experiment control demonstrated.  

Changing criterion:  This design demonstrates a gradual step-

wise improvement through criteria. When a criteria is met 

the criteria is increased and reinforcement is delivered con-

tingent on achieving the criteria. This demonstrates experi-

mental control as the participants achieves the criteria.  

PRODUCTS 

This month we have looked at different products that can 

support writing skills. It has everything from grips, to books.. 

Definitely worth checking out if you are working with a client 

that is beginning to develop this skill. Go to :  http://

www.amazon.co.uk/registry/wishlist/2ZAX7SMKR53D8  

PEOPLE WHO INSPIRE US 

Ole Ivar Lovaas is considered the “father” of Applied Behaviour 

Analysis, by using behaviour modification with children with 

Autism to teach skills, known as the ‘Lovaas approach’. Lovaas 

was born in 1927 in Norway. He studied at Luther College in 

Iowa, United States where he earned his undergraduate de-

gree. He continued to obtain his  Doctorate in Psychology at 

the University of Washington, United States. Lovaas developed 

his ‘Lovaas approach’ which has been researched and the re-

sults have been extremely supportive of the efficacy of the 

approach. Many people have disputed the findings of the origi-

nal research. To find out more about Lovaas, his work and the 

approach go to : http://www.lovaas.com/index.php 


