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INTRODUCTION

When we first began this project, our discussions ranged from successes to
challenges to managerial methods we had encountered during our nearly
fifty years of collective managerial experience. Inevitably, the challenges
left the deepest impressions, which steered us towards the topic of work-
place dysfunction. Instead of writing another how-to book about library
management, we focused on this concept. At the time, we did not know our
exploration of dysfunction would lead us to information that was valuable
not only to managers, but to anyone working in a library organization. It
was not surprising that much of what we found echoed managerial and
staff challenges we had experienced. Many have asked us if this is a “tell-
all” book about our experiences. It is not. Instead, we chose to approach
the topic from an academic viewpoint and draw our final conclusions from
available evidence. Our work led us to define and categorize dysfunctional
behaviors and to look at potential solutions.

When discussing this project with friends and peers, nearly every con-
versation produced a story about a problem with a coworker or manager.
Even years later, many of the stories were emotionally charged. We would
later discover that this long-lasting impact is not uncommon. Many people
we talked with asked us to include their specific issue because they wanted
to prevent others from encountering similar negative experiences in the
future. However, because the range of individual dysfunctions is extensive,
we could not address them all. We were, however, able to address many, and
we believe everyone who reads this book will be able to personally relate to
this work. One of the goals in writing this book was to inspire discussion
about dysfunction in the library workplace. Another was to provide practical
and useful solutions for these challenging situations. It is our hope that we
have accomplished both goals.

Although many of the topics of individual chapters could be the subject
of entire books, we strove to provide an overview of various dysfunctions
found in many organizations, including libraries. Our focus was on the

alastore.ala.org .



INTRODUCTION

library work environment rather than interactions with students or patrons.
Because there was limited research specific to the topic, we conducted our
own survey of 4,186 library workers. Many of the study results have been
included in the text. Not surprisingly, our library-specific survey results on
dysfunction were similar to studies of other industries and organizations.
Although libraries are unique in many ways from other organizational
environments, they face similar challenges from workplace dysfunction.

This journey into workplace dysfunction cannot begin without self-ex-
amination. Chapter one examines the importance of understanding our
relationship to the library workplace and identifies library specific attri-
butes that foster personal achievement. This chapter also addresses the
important role emotional intelligence plays in an individual’s success as a
functioning contributor to the library workplace, while acknowledging that
psychological disorders and burnout are significant elements with which
library staff must deal. It also offers examples of dysfunction and remedies
for library-specific problems.

Whereas chapter one focuses on the self, chapter two probes how orga-
nizational culture can be a potential source of dysfunction. Dysfunction
stemming from the organizational level is often rooted in poor communica-
tion and lack of employee engagement, although we know the critical factor
of trust is enhanced through “more effective internal communication.”
The chapter explores how silos within the organizational structure nega-
tively impact communication. Overbearing bureaucracies create a culture
of dysfunction by stifling workers’ voices and creativity. Worst of all, poor
leadership, especially when it ignores bad behavior, can be corrosive to a
library’s culture. Finally, the chapter reflects on other potential causes and
impacts a dysfunctional organizational culture can create.

Chapter three is the first of two chapters dealing with individual deviant
behaviors that are based on interpersonal relationships. The minor deviant
behaviors are reviewed in this chapter. Incivility is present in all work orga-
nizations, libraries included. We investigate findings of the library-specific
incivility survey, which documented the prevalence of rude behaviors in
library work environments. This kind of dysfunction (which is experienced
more often among the younger generations) is on the rise. The chapter goes
on to review its causes and effects and explores solutions for workplace
incivility.

The more disturbing and toxic work behaviors displayed by staff are
addressed in chapter four. A lengthy examination of bullying and mobbing
in the workplace reveals both the prevalence and severity of such toxic
behaviors on individual workers and the organization. Solutions to help
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INTRODUCTION

individuals and the organization counter these behaviors are presented.
Other behaviors potentially toxic to the workplace are reviewed, including
passive-aggressive and counterproductive work behaviors. As in chap-
ter three, we have included library-specific survey data gathered on toxic
workplace experiences.

The impact on organizations of dysfunctional behaviors that affect
property and create political deviations is addressed in chapter five. Employ-
ees act out in ways that negatively impact the organization. This chapter
addresses causes, results, and potential solutions for cyberloafing, fraud,
theft, and sabotage. It also investigates gossip’s impact on the organization
and workplace, in addition to the fallout from rankism, bias, and individual
lobbying in the library organization.

Chapter six focuses on challenges in communication. It begins with a
review of communication channels, and addresses challenges that origi-
nate in the library’s organizational structure, such as limited or distorted
information. This chapter also looks at the impact of individuals who have
communication apprehension or introverted personalities. The effect of
other barriers such as passive listening, dismissive communication, and a
lack of empathy are explored. Finally, some of the negative impacts on the
library organizations resulting from poor communication are considered.

Chapter seven covers conflict management. Conflict occurs in all orga-
nizations, and though certain types of conflict can be healthy, much is not.
A variety of conflict management approaches are reviewed. In addition to
addressing the wider scope of conflict management, the chapter discusses
situational conflict and how to identify the managerial skills needed to
handle these challenging situations.

The impact of ineffective collaboration dominates chapter eight. First,
we identify some of the general barriers to collaboration among individuals
in the library workplace. These include the general culture; attitudes of
group members; lack of trust; distance; poor synchronization; and stress.
The chapter notes how organized and productive meetings contribute to
successful collaboration. The importance of workplace design on collab-
oration, as well as the insufficient attention devoted to this topic, are also
addressed. Finally, chapter eight discusses how staff’s resistance to change
and to participate in collaborative activities can impact a library.

It is the rare librarian who does not find herself in workplace situations
where she is required to be part of a team. Chapter nine focuses primarily
on team composition and how managers can build functional and produc-
tive teams. To help consider how to design teams, we present ideas that
help to reconcile the tension between the goals of teamwork and individual
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INTRODUCTION

personalities, strengths, and weaknesses. Sometimes there is a failure to
acknowledge the number of teams in which librarians participate, and that
they may not give enough attention to their team roles.

In chapter ten, the influence of functional leadership (or lack thereof)
in libraries is addressed. The present consists of, and the future will be,
challenging times for library leaders. In a world that demands agile and
forward-thinking leaders, librarians are often at a disadvantage because of
budgetary constraints, the constant need to prove value, and the need to
provide guidance to the employees they supervise. In addition to the issues
that can contribute to dysfunctional libraries, there is the added dimension
of recognizing and alleviating all the individual dysfunctions documented in
this book. Because the future of libraries depends upon providing support
and information access to their communities, this chapter sounds a clarion
call to those who have a passion to lead libraries forward.

It is our hope that the readers will find topics they relate to in every
chapter of this book. While we encourage readers to start with chapter one
and begin their journeys by reflecting upon the self, each chapter focuses
on a specific area of dysfunction and can be read on its own. The only
recommendation we would offer would be to read the two chapters on
individual dysfunctional behaviors (chapters 3 and 4) in sequence as the
first addresses lower-level behaviors and the second explores more toxic
and disruptive ones. Otherwise, let the page turn and the exploration of
library workplace dysfunction begin.

NOTE
1. Karen Mishra, Lois Boynton, and Aneil Mishra, “Driving Employee Engagement: The
Expanded Role of Internal Communications,” International Journal of Business Com-
munication 51, no. 2 (April 2014): 199.
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THE DYSFUNCTIONAL SELF

tis human nature for individuals to blame the problems that they see

in the world and in the library workplace on someone or something

other than themselves. As this book will indicate, there are often

good reasons to look for external validation of why dysfunctional
systems and situations exist. This chapter could have been put at the end
of this book, but there is a reason for its placement at the beginning. It may
seem cliché, but if librarians and administrative staff really hope to improve
their respective libraries and the work that is done in them, it starts with
improving themselves. The intent of this book is to deal with dysfunctional
issues and problems, and this chapter is no exception. It is, however, worth
noting that while library staff may not exhibit a major degree of dysfunc-
tional behavior, none are not entirely immune. As humans and as librarians,
all of us are essentially works in progress. Ronald Wheeler, the director of
the Fineman and Pappas Law Libraries and an associate professor of law
and legal research at Boston University, bravely declared, “I had to admit
to myself that T was the source of the problem and that I had to work on
my own internal issues in order to function appropriately in the workplace
and elsewhere.” Jamie Watson, Collection Development Coordinator for the
Baltimore County Public Library, writes that “sometimes in a busy work
day, you (and others) make knee-jerk decisions.” As a recent study by the
authors of this book revealed, workload and frequent interruptions—just
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CHAPTER 1

to name a couple of external challenges—can be constant hurdles for many
librarians. This chapter will examine individual attributes that have been
identified as critical or in some cases dysfunctional. It will then explore
the topic of emotional intelligence and its applicability to libraries and
librarians; briefly touch on the relative prevalence and effect of psycho-
logical disorders in the library workplace (especially if they pertain to us
personally); and, finally consider anecdotally how these relate to a handful
of specific library roles.!

LIBRARIAN TRAITS AND ATTRIBUTES IN GENERAL

It is the authors’ contention that emotional intelligence, or a lack thereof,
plays a central role in dysfunctional decision-making and behavior in the
library workplace. As such, much of this chapter targets emotional intel-
ligence and how it can be built, encouraged, and repaired. Other relevant
factors to consider include key traits that experts have identified as pertinent
for workplace success. For example, in citing several other authors, Helen
Partridge, Julie Lee, and Carrie Munro state that all librarians must be
willing to experiment and accept that change will, at times, entail mistakes.>

Partridge, Lee, and Munro also note the work of Cheryl Peltier-Da-
vis, associate cataloging librarian at the Alvin Sherman Library at Nova
Southeastern University in Florida, who outlines a long list of the traits or
attributes that individuals should look for and foster in themselves. They
must

« have the capacity to learn constantly and quickly

« monitor new ways of organizing and accessing resources

« keep abreast of trends in technology

» possess the temperament to work independently as well as work on
ateam

o have the propensity to take risks and to work under pressure

« be service- and user-oriented

« be skillful at enabling and fostering change

o have a sense of humor (most important!)

o be committed to continuing formal and informal education . . .

o conduct research and publish results

« read professional literature, especially outside the field

 become actively and, in some instances brazenly, involved in ILS
design and usability studies
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THE DYSFUNCTIONAL SELF

 support cooperation and collaboration among the global community
of librarians

« advocate for the profession by marketing the value of web 2.0,
library 2.0, and librarian 2.0 to decision-makers.?

This is a daunting list, but extremely pertinent to our desire to avoid dys-
function and be as productive as we can be. It is worth noting that Partridge,
Lee, and Munro conclude their study on attributes of librarians by stating
that “librarian 2.0 is less to do with technology and more about quality
transferable skills and interpersonal abilities.” Of greater importance is
the study’s discovery that librarian 2.0 is more about changing attitudes
and ways of thinking than anything else.*

When exploring individual traits, it is interesting to look at how they
can change under specific circumstances and over time. Patrick Kyllonen
discusses how particular events in our lives seem to be associated with
significant changes in personality: Successful careers are associated with
increases in emotional stability and conscientiousness, remarriage is asso-
ciated with a reduction in neuroticism, just as numerous other such life
events can correlate with change. Any number of events that affect individ-
ual lives can have profound or subtle impacts. Kyllonen also describes an
additional study that indicated that “self -confidence, warmth, self-control,
and emotional stability all tend to increase with age.” This is a hopeful sign.
Perhaps time, coupled with greater awareness, can boost this process.’

Before moving on to a more detailed treatment of emotional intelligence,
it is worth touching on the importance of grit and resilience. Dysfunction
might come from a tendency to give up at the first sign of adversity instead
of applying a reasonable amount of perseverance. Grit is a known quality
or attribute that helps us to persevere. Although the authors’ focus here is
on librarians, it is worth noting that many institutions of higher education
have in recent years developed programs to encourage students to assess
their own grit and resilience. For example, the Educational Testing Service
recently created the Personal Potential Index (PPI), which, among other
attributes, measures just these traits.°

At Johnson & Wales University in Charlotte, NC, new-student orienta-
tions have taken on the task of introducing students to the concept of having
a growth mindset and the importance of grit and resilience as masterfully
discussed by Carol Dweck in her book Mindset: The New Psychology of
Success:
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CHAPTER 1

Sometimes we don’t want to change ourselves very much. We just want
to be able to drop some pounds and keep them off. Or stop smoking.
Or control our anger. Some people think about this in a fixed mindset
way. . . Some people think about losing weight or controlling their anger
in a growth mindset way. They realize that to succeed, they’ll need to
learn and practice strategies that work for them.”

This book focuses on workplace-related thoughts and behaviors. Adopting a
growth mindset is a critical element of improving or reducing dysfunction,
and it goes hand-in-hand with the concept of emotional intelligence.

EMOTIONAL INTELLIGENCE

After this brief exploration of traits and mindset, it is important to consider
just how central emotional intelligence can be in defining the success-
ful or dysfunctional library workplace. Why is emotional intelligence so
critical when considering dysfunction on a personal level? In a nutshell,
multiple studies have indicated that individuals who score high in emo-
tional intelligence have better job performance and tend to be associated
with high-performing teams and organizational effectiveness. Daniel
Goleman, the foremost scholar associated with the concept of emotional
intelligence, broke emotional intelligence down into five separate areas:
“self-awareness, self-management, self-motivation, empathy, and social
skills.” According to Goleman, “at best, IQ contributes about 20 percent
to the factors that lead to life success.” Although scholars and research-
ers continue to debate this exact percentage, it is widely accepted that
cognitive ability alone is not sufficient for workplace success. In fact,
dysfunction in our behavior and success could be the result of an overre-
liance on developing cognitive capacities at the expense of other equally
or more important skills. It is necessary to break down each of these in
turn, consider where we fall on the spectrum of functional to dysfunc-
tional, and determine what we can do to play to individual strengths and
repair or nurture areas of weakness. While there is some debate within
the literature as to how to effectively measure emotional intelligence (e.g.,
by employing self-report, observed skills, or problem-solving), and there
is also debate about how much people can improve, it is generally agreed
that most people can benefit from training and awareness. Most authors
concur that, while variance exists, nearly everyone is able to improve to
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THE DYSFUNCTIONAL SELF

some extent. Finally, when working in a field that is experiencing rapid
change, it is important not to minimize the challenges that are at the very
core of self-perception.®

In her exploration of the professional identity with which librarians
identify, Suzanne Stauffer concludes that

Inherent in this construction of the professions as a source of identity
is the recognition that changes in a profession are more than simple
changes in the functions or structures of duties, responsibilities, or
institutions. They are changes in the identity which professionals derive
from their membership in the profession. [emphasis added] . . . When
such changes are imposed suddenly from outside the profession or
by an influx of members whose identities are radically different, such
changes become challenges, even threats, to the identity which members
derive from their professional role . . . The resistance of many librarians
to changes in the profession over the past several decades . . . is now
understood as a reaction against the imposition of an alien identity
which rejects, degrades, and devalues the identity which they derive
from their profession.’

When moving forward and considering the challenges associated with
developing emotional intelligence, do not forget the context of librarianship
and the special burdens that are placed on individuals who connect their
personal identities with their professions. Indeed, library professionals
may have opportunities to reframe some of the big picture. As Simon Lord
observes, “Rather than perceive these changes as a threat to the profession,
information professionals should be willing to adapt and recognize that,
with the right response, these changing forces can become an opportunity
to evolve and enhance their roles—from gatherer and supplier to analyst,
educator and indispensable guide.”'°

The Elements of Emotional Intelligence

« self-awareness « self-motivation o social skills
« self-management « empathy
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CHAPTER 1

Self-Awareness

When considering the topic of emotional intelligence, begin with self-aware-
ness. Without self-awareness, the other elements of emotional intelligence
are, for all practical purposes, unattainable. According to Ronald Wheeler,
“being self-aware means knowing what you are feeling and why, it means
knowing what you are good at and what you are not good at, it means know-
ing what others think about you, and it means really knowing who you are.”
Perhaps the most critical element is knowing our strengths and weaknesses.
It is likely you have seen examples of dysfunction that have risen out of a
lack of self-awareness. For example, supervisors who have anger issues but
are not self-aware will have no idea where to begin in terms of correcting
their dysfunctions, because taking the first step requires self-awareness.
Knowledge of ourselves and our strengths and weaknesses can help us avoid
or prepare for dysfunctional responses. Individuals who sometimes respond
passive-aggressively might be able to recognize how they act in certain
circumstances and determine what they should do to be more assertive or
direct. In exploring the literature on emotional intelligence, Rosita Hopper,
the dean of academic libraries at Johnson & Wales University, emphasizes
the importance of being able to honestly assess oneself, especially when it
comes to library leadership. Again, without self-awareness such corrective
action would not be possible.!!
According to Steven Covey,

‘We are not our feelings. We are not our moods. We are not even our
thoughts. The very fact that we can think about these things separates
us from them and the animal world. Self-awareness enables us to stand
apart and examine even the way we “see” ourselves—our self-paradigm,
the most fundamental paradigm of effectiveness. It affects not only our
attitudes and behaviors, but also how we see other people. In fact, until
we take how we see ourselves (and how we see others) into account, we
will be unable to understand how others see and feel about themselves
and their world. Unaware, we will project our intentions on their behavior

and call ourselves objective.'?

Covey’s observations, along with the examples provided above, support the
notion that it is critically important to be self-aware.

How do we address the lack of self-awareness in ourselves or others?
Michael Crumpton’s creative approach suggests that we “identify others
who are self-aware and demonstrate problem-solving skills in the face
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THE DYSFUNCTIONAL SELF

of change. Put them in a position of helping others.” A related approach
that is highly effective is to find a mentor or colleague who can help point
out these tendencies when they occur. This should be someone who can
hold up a mirror to another’s behavior, even if doing so might hurt that
person’s feelings. Mentors should be people who are trusted and have the
individual’s best interests at heart. As Crumpton suggests, ideally mentors
should possess good problem-solving skills. Finally, individuals who use
journaling to reflect on their actions and behaviors might supplement this
by touching base with a trusted mentor."

Self-Management

On the surface, self-management refers to the ability to control outward
behavior or appearance. However, it is connected more to the relationship
individuals have with their own thoughts and feelings. Therefore, it would be
amistake to say that self-management is the act of controlling thoughts and
behaviors. It would be better to consider it in terms of how we use awareness
of inner thoughts to behave or respond in a certain way in a given situation.
Dysfunction can arise even when we try to control our own thoughts. At its
highest level of functionality, self-management includes a healthy ability
to recognize when we are angry, sad, frustrated, or tired. Its goal is not to
suppress, but rather to become more acutely aware of our emotions.
According to Kavita Singh,

Recent research on “mindfulness” training—an emotional self-regula-
tion strategy—has shown that with the help on appropriate training the
brain centers that regulate the positive and negative emotions can be
changed. This training helps people keep their anxieties and tensions at
a distance and maintain their emotional calm at the time of crises. We
should step back from everyday focus on getting extra work done and
take out time to indulge in activities that seem unaffordable. Only the
most emotionally intelligent people will have the determination to do it."*

Perhaps the most comprehensive book written on the topic as it relates to
librarians, The Mindful Librarian: Connecting the Practice of Mindfulness
to Librarianship, is a comprehensive text that discusses the history and
context of mindfulness, how it applies in different library situations and
roles, and how it can improve health and workplace performance. It pro-
vides practical and immediate solutions that can help with self-regulation
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CHAPTER 1

or self-management. One of the key elements to achieve this is to cultivate
the ability to act less impulsively. To one degree or another, everyone makes
impulsive actions. Sometimes the consequences of doing so are minimal
or nonexistent. At other times, especially when critical decisions need to
be made, impulsivity can have dire consequences.!s

Covey provides a masterful explanation of this concept:

Reactive people are often affected by their physical environment. If the
weather is good, they feel good. If it isn’t, it affects their attitude and their
performance. Proactive people can carry their own weather with them
... Reactive people are also affected when their social environment, by
the “social weather.” . . . The ability to subordinate an impulse to a value
is the essence of the proactive person.'®

Covey continues, “Proactive people are still influenced by external stimuli,
whether physical, social, or psychological. But their response to the stimuli,
conscious or unconscious, is a value-based choice or response.” The most
important component of Covey’s reasoning is that whether or not we realize
it, between an action and a reaction there is always an opportunity to choose.
Mindfulness-based instruction in meditation, among other techniques,
is intended to help us create that pause, which in turn allows us to avoid
making a dysfunctional decision or taking the wrong action in a particular
circumstance. Kathryn Thory discusses a recent study that “reported that
police officers’ skills in emotion regulation were improved significantly
after intensive emotion regulation training. Strategies taught included
muscle and breathing relaxation, non-judgmental perception of emotions,
mood repair strategies and modification of emotions.” On a practical level,
role-playing, simulations, and even carefully constructed games have been
shown to improve self-regulation. Therefore, we might seek out a mentor
or a trusted colleague to “practice” tough situations."

Self-Motivation

Librarianship is a profession full of self-motivated individuals. That is the
good news. The bad news is that this is not always the case and everyone
will face potential lapses in self-motivation. To be clear, self-motivation is
motivation that comes from an internal drive to do better, create something,
and assist others. As far as motivation is concerned, salary has little to do
with emotional intelligence.
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So how can we improve self-motivation? Lori Freifield suggests setting
goals or helping others set their own goals (which, of course, should align
with institutional goals). It is important for people to have a personal
level of buy-in if they are to be self-motivated. Self-motivation requires
a measure of grit and resilience. Part of motivation is just sticking with
goals in the face of failure or difficult situations. Paul Werlin highlights
the importance of setting up a timeline and rewarding ourselves when
we reach points along the way. He also suggests having fun: “Finally,
enjoy yourself. While this may seem more obvious than other self-mo-
tivational tips, it’s essential. If you’re not having any fun, you will lose
motivation and stop caring about your goals.” This is not always easy to
do, but hopefully everyone finds some aspects of librarianship enjoyable
and can focus on those.'

Empathy

According to Singh, “Empathy is an essential component to enhance altru-
ism and compassion. These tendencies may go a long way to promote and
foster ethical outlook in organizations.” On an institutional level, the value
of empathy is obvious. Value also exists at the individual level in a practical
sense. For example, Brandi Porter, the director of the library at Mt. Aloy-
sius College adds, “As a library director I have found EI critical in building
staff relationships . . . EI has enabled me to understand the feelings of my
employees and how they are likely to respond in a given situation.” On a
managerial level, the ability to empathize is crucial. It truly cuts across all
areas of the library. Lynne Maxwell, writing in Law Library Journal, states,
“Sensitivity and empathy are traits well worth cultivating in the library
environment, where a strong service orientation is crucial.”®

What happens in a dysfunctional situation or if there is a lack of empa-
thy in the workplace? This can lead to unhealthy situations that negatively
affect communication and productivity. Therefore, it is important to cul-
tivate empathy not only in organizations, but also in the self. One study
of medical students found that reflective writing can help considerably. A
study of nurses indicated that experiential learning and role-playing can be
effective in building empathy. A similar approach could work with librari-
ans. Iflibrary staff can imagine the perspective of colleagues and patrons,
undoubtedly there would be some degree of increased empathy. Writing
in School Library Journal, Karen Jensen describes how to create a culture
of empathy. It is not a quick fix, but rather entails developing a deeper
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CHAPTER 1

understanding of specific problems and challenges that library patrons
face. This can apply just as readily to our colleagues.?®

Social Skills

Although other characteristics like self-awareness and empathy are neces-
sary precursors to social skills, it is probably the latter that most frequently
comes to mind when thinking about dysfunction in the library workplace.
Much of this book will deal in detail with issues such as workplace culture
and civility. But even in terms of basic or core social skills, it is worth
stating that these are critical within the profession of librarianship. In a
study that explored the text of job postings to determine the importance
of social skills in librarianship, Reeves and Hahn “reported that ‘social
skills’ (including communication, collaboration and cooperation, and team
capabilities) was the highest category in the emotional intelligence traits
they examined; over 57 percent of the advertisements mentioned these
attributes.” Maxwell notes that Goleman frequently defines social skills
to include “influence, communication, conflict management, leadership,
catalyzing change, building bonds, collaboration and cooperation, and
team capabilities.”?!

Whether in the library or elsewhere, most individuals have engaged
in interactions with people who lack social skills. For example, we may
have interacted with a colleague who is extremely shy or not a forthcom-
ing communicator. More common dysfunctional examples include people
who make rude, inappropriate, or unprofessional gestures or comments.
Here too context and situation are extremely important. For instance, a
conversation that is acceptable with another member of library staff might
be inappropriate with a patron. The constellation of social skills includes
the ability to communicate and understand body language, tone, intent,
and numerous other variables. Many of us take this for granted, but these
should not be underestimated as a critically important skill.

Luckily, social skills can be easier to develop than some other skill
sets associated with emotional intelligence. That is not to say that this
cannot be difficult for some people (an extreme example might be some-
one on the autism spectrum). However, practice can help. Having more
opportunities to interact while consciously seeking to improve one’s
social skills can lead to development in this area. Participating in the
profession more fully by attending social events and conferences is a
good way to accomplish this.

0 alastore.ala.org



A

“Academic Librarians’ Perceptions of
Teamwork and Organizational Structure
in a Time of Rapid Technological Change”
(Strecker), 144

active listening, 99, 101-102

Adams, Andrea, 52

Adesubomi, Abolade Dupe, 119

Adler, Paul S., 129

affect-based trust, 127

affinity bias, 84

agendas for meetings, 130

agile teams, 155-156

Allen, David, 27

American Library Association (ALA), 39, 144,
173,178

American Psychiatric Association (APA), 11

American Sociological Association (55th annual
meeting), 37

Anand, Vikas, 20

Andersson, Lynne, 38

anger and conflict management, 118

Anis-ul-Haq, Almas, 119

Antelman, Kristin, 33

Applebaum, Steven, 22, 29

Arenas, Alicia, 113

Argyris, Chris, 31

Arlitsch, Kenning, 33

Arnold, Chris, 24

Ashford, Blake, 20

Association of College and Research Libraries
(ACRL), 171

attitudes of group members, ineffective
collaboration and, 127

Austin, John Langshaw, 101

authenticity, communication in the workplace
and, 103

avoidance as counterproductive behavior,

65

INDEX

B

Balthazard, Pierre, 20

Bandura, Albert, 11

Battaglio, R. Paul, 110, 118

Beersma, Bianca, 109, 113

behavior of staff, toxic. See toxic behaviors of
staff

behavioral change, resistance to, 134-136

Bell, Steven, 60, 133, 176

Benchmark Communications, 60

Bennett, Rebecca, 73

bias in the library workplace, 83-86

Bielefield, Arlene, 52, 55

Billow, Richard, 64

blaming others for mistakes as
counterproductive behavior, 65

Bosse, Jamie, 25

bottom-up communication, 95

Bourg, Chris, 177, 178

Boynton, Lois, 21, 22

Bradbury, Mark, 110, 118

Braghin, Stefano, 155

Branum, Candise, 170

Brey-Casiano, Carol A., 175

Brubaker, David, 119

Bruch, Courtney, 31

Brunner, Marta, 169

Building Bridges: Connecting Faculty, Students,
and the College Library (McAdoo), 148

Bullard, Kathyellen, 149

Bullitt County (KY) Public Library, 61

Bully Proof Yourself at Work! Personal Strategies
to Stop the Hurt (Namie, Namie, and Hughs), 52

bullying, 5256, 59—62. See also mobbing

Bullying at Work: How to Confront and
Overcome It (Adams), 52

bureaucratic accountability, 22

burnout, 12-13

Butler, John, 33

alastore.ala.org 1



INDEX

C
Cain, Jeff, 100
calculus-based trust, 127
Carr, Adrian, 74
Carton, Andrew, 117, 119
Casado, Margaret, 147
cataloger role and possible dysfunctions and
remedies, 14
cell phone use as organizational deviance, 75
Chan, Darius, 113
change
establishing a culture of, 18-19, 31-33
individual resistance to, 134—136
channels of communication, 94-96
Charlotte Mecklenburg (NC) Library, 26
Chen, Chao, 32, 100
Chittock, Sharon, 12
Choosing Civility: The Twenty-Five Rules of
Considerate Conduct (Forni), 37, 43
Christian, Linda, 12
civil behavior, tips for modeling, 46—47
Civility, Respect and Engagement in the
‘Workplace (CREW), 45
Civility in America poll, 40, 41, 75
civility in the work environment, lack of. See
incivility in the work environment
code of ethics and incivility in the work
environment, 39
Coggburn, Jerrell, 110, 118
cognitive bias, 85-86
cognitive trust, 127
collaboration
components needed for, 129
historical overview of collaboration in
libraries, 125

incivility in the work environment and, 44

ineffective. See ineffective collaboration

in organizational culture, lack of, 26
Collaboration and the School Library Media

Specialist (Doll), 148

College and Research Libraries News, 19
communication apprehension, 96-98
communication in the workplace

active listening, 99, 101-102

authenticity and, 103

barriers to, 96—102

channels of communication, 94—96

digital communications, lack of empathy

in, 100
dismissiveness and, 101
distrust and, 103

empathy and, 100-101
employee engagement and, 102
gossip and, 80-82
impact of, 102-104
introverted personalities and, 98
nonverbal actions and, 101
organizational culture and, 21-22
overview, 94
passive (mindless) listening and, 98—99
shyness and, 97
strategies for, 104
team composition and, 153-154
communication theory, 93—94
complaining as counterproductive behavior, 65
compromising as strategy for conflict
management, 111, 113
confirmation bias, 84
conflict management
approaches to, 110-113
avoiding as strategy for, 111-112
compromising as strategy for, 111, 113
cultural differences and, 114-116
dominating as strategy for, 111, 112
guidelines for, 119-120
healthy, 118-119
integrating as strategy for, 111, 112-113
obliging as strategy for, 111, 112
overview, 109—110
personality differences and, 113-114
situational, 117-118
theories on, 110-113
unhealthy, 118-119
conversations as approach for
counterproductive work behaviors, 67
Cook, Robert, 20
core mission, library leadership and, 174-175
Core Values of Librarianship (American
Library Association), 173
Counterproductive Work Behavior Checklist
(CWB-C), 64
counterproductive work behaviors (CWB)
incivility in the work environment and,
42
overview, 64—67
Covey, Steven, 6, 8
cross-functional teams, 144-146
cross-lateral communication, 95
Crumpton, Michael, 6—7
cultural differences and conflict management,
114-116
cyberbullying, 54—55

B alastore.ala.org



D
Dale, Kathleen, 112
Dandira, Martin, 20, 26
Darling, Ann, 67
Datta, Anwitaman, 155
Daus, Catherine, 115
Davenport, Noa Zanolli, 56
Davies, Nicola, 173
Davis, Francie, 125
De Dreu, Carsten, 109
Denver (CO) Public Library, 145
designing today’s functional library, 183-184
“Developing Clarity: Innovating in Library
Systems” (Knight Foundation), 183
deviance in organizations. See organizational
deviance
dictatorial leadership, 22-23
“A Different Way of Doing Business: Cross-
Functional Strategic Initiative Teams”
(2016 Public Library Association Annual
Conference), 145
Difficult Conversations: How to Discuss What
Matters Most (Stone, Patton, and Heen), 96
digital communications, lack of empathy in,
100
digital environment, library leadership and,
163-164, 168
Dijkstra, Maria, 109, 113
Dilevko, Juris, 144, 170
dismissiveness, communication in the
workplace and, 101
distance, ineffective collaboration and, 127-128
distrust, communication in the workplace and,
103
diversity
and conflict management, 114-116
in organizational culture, 30-31
in team composition, 154—155
in workforce, 84
dominating as strategy for conflict
management, 111, 112
Duhigg, Charles, 157
Dweck, Carol, 3, 142, 146
dysfunction in leaders, 174-176
dysfunction in library culture
action, too much talk and lack of, 27
collaboration, lack of, 26
communication, poor, 21-22
diversity, lack of, 30-31
high-stress libraries, 27-28
high turnover, 25-26
micromanagement, 28-29

INDEX

overview, 20
politics, destructive office, 29—30
reward structures, misplaced, 23-25
silos, working in, 26
“Dysfunctional Leadership: Organizational
Cancer” (Dandira), 20
dysfunctional self. See self

Eddleston, Kimberly, 23
Educational Testing Service, 3
Effective Difficult Conversations: A Step-By-Step
Guide (Soehner and Darling), 67
Elliott, Gail Pursell, 56
embezzlement as organizational deviance,
76-78
emotional and mental health affected by
incivility in the work environment, 42
Emotional Intelligence Company, 101
emotional intelligence (EI)
bullying and, 61
conflict management and, 113-114
counterproductive work behavior and, 66
elements of, 4—5
empathy, 9—-10
overview, 4—5
self and, 3, 4-5
self-awareness, 6-7
self-management, 7-8
self-motivation, 8—9
social skills, 10-11
empathy
communication in the workplace and,
100-101
overview, 9—10
Employee Assistance Program (EAP), 12
employee engagement
communication in the workplace and, 102
in meetings, 130
Erez, Emir, 40, 43
Erikson, Kai T., 37-38
“Essential Mindsets of the High Performing
Team of the 21st Century” (Goldberg), 147
ethics
code of ethics and incivility in the work
environment, 39
and ideals in library leadership, 173
Ettner, Susan L., 11
Evers, Arne, 109, 113
“The Evolution of Teaching and Learning
Professions” (Kim), 161-162
exaggerated gossip, 81

alastore.ala.org 9



INDEX

F

Fair Work Act (Australia), 62

favoritism, 149-150

Felix, Elliot, 132

“Feminist Thinking and Librarianship in the
1990s: Issues and Challenges” (Pritchard), 152

Finnell, Joshua, 175

first impression (primacy effect), 85

Five Laws of Library Science (Ranganathan),
173

flagrant gossip, 81

Forni, P.M., 37, 43

Foulger, Davis, 94

Fox, Marilyn, 112

Fox, Suzy, 64

Framework for Information Literacy for Higher
Education (ACRL), 171

Frazier, Dawn, 126

Freedman, Shin, 52, 53, 57, 60

Freeport (NY) Memorial Library, 83

Freifield, Lori, 9

French, Michael T., 11

Fuller, Robert, 82

functional libraries

designing, 183-184
overview, 177-180

Fundamentals for the Academic Liaison (Moniz,
Henry, and Eshleman), 26

Fung, Helene, 113

“The Future Ready are Among Us” (Ray), 163

G

Gabriel, Raquel, 30, 109, 116
Garcia, M. Teresa, 85
Gear, Carole Anne, 52, 55
Geddes, Deanna, 118
“Gendered Expectations for Leadership in
Libraries” (Olin and Millet), 152
generational differences, incivility in the work
environment and, 41
generative leadership, 181
Gensler (global design and architecture firm),
131
Gilbert, Daniel, 164
Glaser, Judith E., 60
global problems
bullying, 53-54
incivility in the work environment, 40
goals, library leadership and, 179-180
Godkin, Lynn, 120
Goldberg, Dara, 147
Goleman, Daniel, 4, 10

gossip, 80—82

Gratton, Lynda, 126, 129

Gray, Dee, 32

Griffin, Ricky, 23

grit and resilience, importance of, 3—4
group norms, 157

groupthink, 84-85

Grow, Arron, 153

growth mindset, 3—4, 146-147

GTD (Getting Things Done) methodology, 27

Halaychik, Corey, 101
Hall, Lareese, 175, 176
Hallowell, Edward, 42, 46
halo effect, 84
Harper, Stephen, 20
healthy conflict management, 118-119
Healthy Workplace Bill (United States), 62
Hebb, Donald, 135
Hecker, Thomas, 52, 57
Heinemann, Peter-Paul, 56
Hicks, Deborah, 18
“The Hidden Toll of Workplace Incivility”
(Porath), 154
high-stress libraries and organizational
culture, 27—28
high turnover and organizational culture,
25-26
Hillier, Bill, 132
Hine, Donald W, 11
Hiring Librarians (blog), 150
hiring practices and screening processes
affinity bias and, 84
bullying and mobbing behavior, as
solution for, 62
incivility in the work environment, as
solution for, 45
Hollis, Leah P., 59
Hopkins, Margaret, 112, 114
Hopper, Rosita, 6
Hoppock, Robert, 51
horizontal communication, 95
Hosey, Gary, 101
“How to Survive and Thrive in Your First
Library Job” (Casado and Wallace), 147
Howard, Leanne, 146, 156
Howland, Joan, 114, 115, 116
Hughs, Mark, 52
Hunt Library (North Carolina University), 133
Hussey, Lisa, 81
hybrid workspaces, 133

1 alastore.ala.org



|
Taconi, Giulio, 22, 29
impulsive actions, 8
In the Library with the Lead Pipe (blog), 175
incivility in the work environment
causes of, 43—44, 154
civility training as solution for, 45
code of ethics and, 39
collaboration and, 44
counterproductive work behaviors (CWB)
and, 42
effects of, 42—43
generational differences and, 41
global prevalence of, 40
hiring practices and screening processes
as solution for, 45
incivility defined, 37-38
mental and emotional health affected
by, 42
millennial workers and, 41
mindfulness as solution for, 46
mobility/transience of workers and, 44
modeling civil behavior, tips for, 46—47
overview, 37—39
performance of workers and, 42—-43
physical effects of, 42
positive work environment as solution
for, 46
prevalence of, 40—41
solutions for, 45—-47
supervisors, list of top ten uncivil
behaviors by, 39
360-degree feedback as solution to, 45-46
worker incivility experienced by library
type, 40
workload as reason for, 43—44
individual resistance to change, 134-136
individual traits, changes in, 3
“Ineffective (bad!) Leadership” (Riggs), 174
ineffective collaboration
attitudes of group members and, 127
barriers to effective collaboration,
126-129
distance and, 127-128
overview, 126
resistance to change and, 134-136
stress and, 128-129
synchronization of group members’
communication exchanges and, 128
trust and, lack of, 127
unproductive meetings and, 129-131
workplace design and, 131-133

INDEX

Information Literacy Competency Standards for
Higher Education (ACRL), 171

instruction librarian role and possible
dysfunctions and remedies, 14

integrating as strategy for conflict
management, 111, 112113

internal communication and trust, 21-22

internal issues. See self

internal locus of control, 113, 119

International Federation of Library
Associations and Institutions (IFLA), 39

introverted personalities, communication in
the workplace and, 98

Ithaka S+R Library Survey 2016, 162—163

ITT Educational Services, shutdown of, 24

J

Jensen, Karen, 9

Jex, Steve, 117

Jha, Shweta, 118

Jha, Srirang, 118

Job Satisfaction (Hoppock), 51
Johnson & Wales University, 3, 117
Jones, Rachel, 164

Joplin, Janis, 115

Joshi, Mahendra, 20

Journal of Financial Planning, 25
Journal of Organizational Behavior, 74

K

Kahn, William A., 102
Kaufman, Barbara, 21
Kidder, Deborah, 23
Kim, Hak Joon, 52, 55
Kim, Joshua, 162
Kirk, Beverley, 11
Knight Foundation, 183
Krautter, Mary, 120
Kumar, Manoj, 120
Kyllonen, Patrick, 3

L

Lambeth Palace (UK) Library, 76

Law Library Journal, 9

Lawless, Jennifer, 114

leadership, library. See library leadership

Leadership 1Q, 45

Leading In and Beyond the Library (Wolf, Jones,
and Gilbert), 164

learning and adaptive change, establishing a
culture of, 31-33

Lee, Julie, 2, 3

alastore.ala.org 7



INDEX

legislation on bullying and mobbing, 62
Leiding, Reba, 57
Leon-Perez, Jose, 113
Lessons in Library Leadership: A Primer
for Library Managers and Unit Leaders
(Halaychik), 101
Levine, Stuart, 130
Lewin, Kurt, 134
Leymann, Heinz, 51, 56, 57, 58, 62, 66
liaisons used in conflict management, 117
librarian traits and attributes, 2—4
Librarians and Educators Collaborating
for Success: The International Perspective
(Mardis), 148
Librarians and Instructional Designers:
Collaboration and Innovation (Eshleman,
Moniz, Mann, and Eshleman), 26, 144
librarianship, 144
The Librarian in Black (blog), 82
library director or administrator role and
possible dysfunctions and remedies, 13
library leadership
core mission and, 174-175
designing today’s functional library,
183-184
digital environment and, 163-164, 168
dysfunction in leaders, 174-176
ethics and ideals, 173
functional libraries and, 177-180
generative leadership, 181
goals and, 179-180
macro dysfunctions and, 165
micro dysfunctions and, 165
outward focus, 180-183
overbearing bureaucracies and dictatorial
leadership and organizational culture,
22-23
overview, 161-166
paraprofessionals in libraries, 169
professionalism and, 169-170
service mindset and, 166-167
value provided by libraries and, 167-174
vision as component of, 164—165
Library Management 101: A Practical Guide
(Hussey), 81
library type, worker incivility experienced by,
40
“The Library Paraprofessional Movement and
the Deprofessionalization of Librarianship”
(Litwin), 169
Lim, Kim Geok Vivian, 74
Liozu, Stephan, 27

Litwin, Rory, 169

Litzky, Barrie, 23
lobbying, 86-87

location for meetings, 131
Lord, Simon, 5

Lorenz, Konrad, 56

M
Machiavellianism and organizational culture,
29-30
Maclean, Johanna Catherine, 11
macro dysfunctions, library leadership and, 165
Making a Difference: Leadership and Academic
Libraries (Hernon and Rossiter), 174
Mallappa, Vijayakumar, 120
Maloney, Krisellen, 33
managers
authenticity in communication and, 103
bullying, combating and preventing, 60
cognitive bias in, 85-86
conflict management and, 118—-120
leadership guidelines, 153-154
passive-aggressive behavior, 63—64
rankism, combating, 83
uncivil behaviors by, list of top ten, 39
Martin, Jason, 19
Matousek, Albert, 22, 29
Matteson, Miriam, 12
Maxwell, Lynne, 9, 10
Mayer, Bradley, 112
McCroskey, James, 96, 97
Mease, David, 12
Medina, Francisco, 113
meetings
agenda for, 130
guidelines for, 130-131
increase in, 129
ineffective collaboration and
unproductive, 129-131
location for, 131
participant engagement and, 130
relevance of, 130
mental and emotional health affected by
incivility in the work environment, 42
micro dysfunctions, library leadership and,
165
micromanagement and organizational culture,
28-29
“The Micromanagement Disease: Symptoms,
Diagnosis, and Cure” (White), 29
Mid-Career Library and Information
Professionals (Moniz), 13

e alastore.ala.org



millennial workers, incivility in the work
environment and, 41
Millet, Michelle, 152
mindfulness applied in workplace situations
burnout, mindfulness as antidote to, 13
conflict management and, 120
counterproductive work behavior,
mindfulness used to combat, 66—67
incivility in the work environment,
mindfulness as solution for, 46
organizational stressors and, 27-28
overview, 7—8
The Mindful Librarian: Connecting the Practice
of Mindfulness to Librarianship (Moniz,
Eshleman, Henry, Slutzky, and Moniz), 7, 27,
28, 46, 66, 99, 128—-129
mindless (passive) listening, communication in
the workplace and, 98—99
Mindset: The New Psychology of Success
(Dweck), 3—4
mindset of team, 141-142, 146-148
minorities
and bullying, 56
and mobbing, 58
Mishra, Aneil, 21, 22
Mishra, Karen, 21, 22
MIT Libraries, 177, 179
mobbing, 56-62
Mobbing: Emotional Abuse in the American
Workplace (Davenport, Schwartz, and Elliott),
56
“Mobbing in the Library Workplace” (Leiding),
57
mobility/transience of workers, incivility in the
work environment and, 44
monetizing library services, 172
Moniz, Richard, 13
Monroy, Verdnica Ilian Bafos, 30
Moran, Robert, 32
Motin, Susan, 57
Munduate, Lourdes, 113
Munro, Carrie, 2, 3
Murphy, Mark, 45
“The Myth of Library Neutrality” (Branum), 170

N

Namie, Gary, 51, 52, 53, 64

Namie, Ruth, 51, 52, 64

National Labor Relations Act, 82
National Library of Ireland, 76
nepotism, 150-151

neutrality in libraries, myth of, 170

INDEX

New City (NY) Library, 76

new staff members and organizational culture,
19-20

Nguyen, Hannah-Hanh, 114

Niazi, GSK, 119

nonverbal actions, communication in the
workplace and, 101

“Nothing Tweetable: A Conversation on How to
‘Librarian’ at the End of Times” (Finnell and
Hall), 175

Nunamaker, Jay F., 131

0

obliging as strategy for conflict management,
111, 112
office politics. See workplace politics
0Ojo, Olu, 119
Olin, Jessica, 152
online collaboration, 127-128
Oreg, Shaul, 135
Oregon State University Library, 61
organizational culture
change, establishing a culture of, 18-19,
31-33
dysfunction in library culture
action, too much talk and lack of, 27
collaboration, lack of, 26
communication, poor, 21-22
diversity, lack of, 30-31
high-stress libraries, 27-28
high turnover, 25-26
micromanagement, 28-29
overbearing bureaucracies and
dictatorial leadership, 22-23
overview, 20
politics, destructive office, 29—30
reward structures, misplaced, 23-25
silos, working in, 26
new staff members and, 19-20
overview, 17—20
organizational deviance
cyberloafing as, 74-75
defined, 74
fraud/theft as, 76—78
managerial triggers of deviant behavior, 74
overview, 73
sabotage as, 78—80
Orozco-Gomez, Margarita, 30
Osif, Bonnie, 52
outward focus, library leadership and an, 180-183
overbearing bureaucracies and dictatorial
leadership and organizational culture, 22—23

alastore.ala.org 9



INDEX

paraprofessionals in libraries, 169
participant engagement, meetings and, 130
Partridge, Helen, 2, 3
passive-aggressive employees, 62—64
passive (mindless) listening, communication in
the workplace and, 98-99
Pearson, Christine, 38, 42
Pearson, J. Michael, 75
Peltier-Davis, Cheryl, 2
perception bias, 84
performance of workers, incivility in the work
environment and, 42—43
Personal Potential Index (PPI), 3
personality
conflict management, personality
differences and, 113-114
introverted personalities, communication
in the workplace and, 98
psychological disorders, dealing with,
11-12
The Personal Librarian: Enhancing the Student
Experience (Moniz and Moats), 26
“Personnel vs. Personal: A Mindset That Can
Make a World of Difference” (Grow), 153
physical effects of incivility in the work
environment, 42
“Playing Favorites” (case study), 149
policies
on anti-bullying, 61-62
on cell phone usage, 76
on fraud/theft, 77
on gossip, 82
on Internet usage, 75
on rankism, 83
politics. See workplace politics
The Politics of Professionalism: A Retro-
Progressive Proposal for Librarianship
(Dilevko), 144, 170
Porath, Christine, 40, 42, 43, 46, 154
Porter, Brandi, 9
positive work environment as solution for
incivility in the work environment, 46
Potter, Richard, 20
Powell Library (UCLA), 133
Price, Suzanne, 84
primacy effect (first impression), 85
Pritchard, Sarah M., 152
professionalism, library leadership and, 169-170
psychological disorders in the workplace,
dealing with, 11-12
Pui, Shuang Yueh, 117

R

Rahim, M. Afzalur, 111

Ranganathan’s Five Laws of Library Science, 173

rankism, 82—-83

Ray, Mark, 163-164

Reardon, Kathleen Kelley, 67

recency effect, 85

“Recruitment, Retention, Diversity, and
Professional Development” (Brunner and
Rosario), 169

reference librarian role and possible
dysfunctions and remedies, 13

refusal as counterproductive behavior, 65

relevance of meetings, 130

resistance to change, ineffective collaboration
and, 134-136

reward structures and organizational culture,
23-25

Riggs, Donald E., 174

Rising to the Challenge: Re-Envisioning Public
Libraries, 164—165

Robinson, Sandra, 73

roles and possible dysfunctions, list of, 13-14

Romano, Nicholas C., 131

Rosario, Jennifer, 169

Ross, Edward Alsworth, 51

Runde, Craig, 118, 120

Rutenbeck, Jeffrey, 168

)

Santos, M. Valle, 85

Saugus (MA) Public Library, 76

Schein, Edgar, 17, 18, 19, 31, 32, 134

Scherdin, Mary Jane, 98

Schlosser, Melanie, 32

School Library Journal, 9

Schutte, Nicola, 11

Schwartz, Merideth, 99

Schwartz, Ruth Kistler, 56

screening processes. See hiring practices and

screening processes

self
burnout and, 12-13
emotional intelligence and, 3, 4-5
empathy and, 9—10
grit and resilience, importance of, 3—4
growth mindset, 3—4
individual traits, changes in, 3
librarian traits and attributes, 2—4
overview, 1—2
psychological disorders in the workplace,

dealing with, 11-12

20 alastore.ala.org



roles and possible dysfunction, list of,
13-14
social skills and, 10-11

self-awareness, 67

self-efficacy, 11

self-management, 7-8

self-motivation, 8—9

service mindset, library leadership and,
166-167

“75% of Cross-Functional Teams Are
Dysfunctional” (Tabrizi), 145

sexism, 151-152

sexual harassment in the workplace, 82—83

Shannon, Claude Elwood, 93

Shazia, Tahir Saeed, 119

Shine: Using Brain Science to Get the Best from
Your People (Hallowell), 46

shyness, communication in the workplace and,
97

silos, organizational culture and working in,
26

simplification bias, 85, 86

Singh, Kavita, 7, 9

situational conflict management, 117-118

Sliter, Katherine, 117

Sliter, Michael, 117

slow-down or stalling as counterproductive
behavior, 65-66

Social Psychology: An Outline and Sourcebook
(Ross), 51

social skills, 10-11

Soehner, Catherine B., 67

Solis, Edgar Rogelio Ramirez, 30

Somebodies and Nobodies: Overcoming the
Abuse of Rank (Fuller), 82

Sonnenberg, Frank, 21

Spector, Paul E., 64

Stauffer, Suzanne, 5

Stephens, Michael, 22

Stickney, Lisa, 118

Strecker, Beth L., 144

strengths and weaknesses, being able to
identify our, 6

stress, ineffective collaboration and, 128-129

subconscious stereotyping, 85

supervisors. See managers

Swanson, Juleah, 155

synchronization of group members’
communication exchanges, ineffective
collaboration and, 128

INDEX

T

Tabrizi, Behnam, 145
team composition
agile teams, 155-156
communication issues and, 153-154
creating a team, 148-157
cross-functional teams, 144-146
defined, 148
diversity in, 154—155
favoritism and, 149-150
mindset of team, 141-142, 146-148
nepotism and, 150-151
overview, 141—-144
sexism and, 151-152
trust, building, 153-154
types of teams, 142-143
Terry, Christopher, 100
Tewfik, Basima, 117, 119
Thory, Kathryn, 8
360-degree feedback as solution to incivility in
the work environment, 45—46
tokenism, 115
top-down communication, 94—95
“Top Skills for Library Professionals: Careers
2016” (Schwartz), 99
toxic behaviors of staff
bullying, 52-56, 59—62
counterproductive behaviors, 6467
cyberbullying, 54-55
mobbing, 56-62
overview, 51-52
passive-aggressive employees, 62—64
“Toxic Leaders, Toxic Workers: Learning to
Cope” (Bell), 176
trait gossip, 81
transience/mobility of workers, incivility in the
work environment and, 44
Trif, Aurora, 114
Troll, Denise, 32, 33
trust
ineffective collaboration and lack of, 127
regular internal communication and,
21-22
team composition and building, 153-154

U

Ugrin, Joseph, 75

unconscious bias, 83—-86

unproductive meetings, ineffective
collaboration and, 129-131

alastore.ala.org 2



INDEX

unwanted repetitive episodes (URPs), 67
US Department of Veterans Affairs, civility
training program implemented by, 45

v

Valentine, Sean, 120

value provided by libraries, library leadership
and, 167-174

Van Fleet, David, 23

Van Maanen, John, 19

Varca, Philip, 120

virtual collaboration, 127-128

vision as component of library leadership,
164-165

Vreven, Dawn, 52, 53, 57, 60

w

Wallace, Alan, 147

‘Watson, Jamie, 1

‘Weaver, Warren, 93

‘Webb, Steven T., 164

Weber Shandwick Civility in America (2016)
poll, 40, 41

Wells Fargo as example of company reward
structure that warped organizational culture,
24

Werlin, Paul, 9

Westerville (OH) Public Library, 76

‘Westhues, Kenneth, 56, 57, 61

“What Does It Mean to Have an Agile Mindset?”
(Howard), 156

“What Google Learned from Its Quest to Build
a Perfect Team” (Duhigg), 157

Wheeler, Ronald, 1, 6

‘White, Richard, 29

Whitty, Monica, 74

“Why Diversity Matters: A Roundtable
Discussion on Racial and Ethnic Diversity in
Librarianship” (Swanson), 155

Whyte, William H., 98

‘Wilkinson, Carol, 31

Williams, Sion, 31

Winning, Losing, Moving On: How Professionals
Deal with Workplace Harassment and
Mobbing (Westhues), 56

withdrawal as counterproductive behavior, 65
Wolf, Mary Ann, 164
worker resistance as counterproductive
behavior, 65
workload
burnout and, 12
cyberloafing and, 75
incivility in the work environment,
workload as reason for, 43—44
workplace bullying, 52—56, 59—62. See also
mobbing
Workplace Bullying Institute, 52, 53-54, 55,
56, 59
workplace design, ineffective collaboration and,
131-133
workplace deviance. See organizational
deviance
“Workplace Mobbing: A Discussion for
Librarians” (Hecker), 57
workplace politics
bias, 83-86
gossip, 80—82
lobbying, 86-87
organizational culture and destructive
office politics, 29—30
overview, 73
rankism, 82—83
“World Book Day: Without Libraries We Are
Less Human and More Profoundly Alone”
(Davies), 173

Y

Yang, Jie, 114

Yeung, Dannii Y., 113

Yong, Jackson Tan Teck, 155
Yonker, Robert, 112, 114

Yu, Ti, 32

Z

“The Zen of Multidisciplinary Team
Recommendation” (Datta, Yong and Braghin),
155

202 alastore.ala.org





