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Editor’s Preface
The Journal of Business Leadership [JBL] is the official journal of the American National Business Hall of Fame 
[ANBHF]. The ANBHF conducts an active research program with three primary objectives.  The first objective is to collect 
and analyze information regarding the leadership skills of Hall of Fame members. The Hall believes that business success 
stories are an important part of American history and strives to document and preserve these stories.

The second objective of the research program is to support the research objectives of the associated academic journal, JBL, 
through support of certain areas of business leadership, ethical practices and management academic research.

The third objective is to evaluate the effectiveness of Hall of Fame classroom presentations. Evaluation instruments are 
developed and administered in classes following Hall of Fame presentations.

In support of the ANBHF mission, The Journal of Business Leadership is a multidisciplinary journal of interest to scholars, 
professionals, students, and practitioners in a broad range of management thinking.  The purpose of the journal is to 
encourage the publication of case studies of business leadership. In keeping with the Hall’s longitudinal study, The Ethical 
Views of Business Leaders, University Faculty and Students in the United States, submissions highlighting ethical 
leadership practices are encouraged.

JBL offers both peer-reviewed and non-peer-reviewed articles.  All peer-reviewed articles must meet the highest and most 
rigorous standards and are anonymously reviewed by at least two scholars in the field.  Non-peer-reviewed materials can be 
essay, research-in-progress, pilot studies, or commentary on some topic relevant to the field of business leadership.  All 
non-peer-reviewed materials will be reviewed by the Editorial Board for quality and appropriateness, but are not guaranteed 
publication.

Welcome to this issue of The Journal of Business Leadership.

Robyn Hulsart, Ed.D.
Journal Editor
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Abstract: Organizations are recognizing that, in striving to remain competitive, their 
strength lay with the engagement of staff in programs such as continuous improvement 
(CI). Contributing to such programs involves organizational citizenship behavior, 
which is given on a discretionary basis and is not something that can be demanded by 
management. However, there are ways that management can improve their practices in 
order to encourage staff to become engaged and, ultimately, feel the desire to offer the 
extra-role efforts over and above what is expected. Early examination of extant 
literature led to the linkages model, which shows the constructs of leadership style, 
leader-subordinate relationship, empowerment, creativity and personality, which have 
been found to have the greatest potential to affect employee and team engagement with 
CI. Further investigation and analysis of the literature brought clear evidence of links 
between the constructs, which allowed for the development of propositions to test the 
conclusions formed and the detailed model showing the synergistic effects that 
applying the constructs concurrently would have on team engagement with an 
organizational CI program.

Keywords: Organizational Citizenship Behavior, Continuous Improvement, 
Employee and Team engagement

Introduction

For some time now, it has been recognized that organizations wishing to remain 
competitive need to continually examine themselves and seek the incremental 
improvements that lead to better working practices and cost savings. Katz (1964), 
argued that organizations will not succeed solely on the level of performance as laid out 
in job descriptions, stating that organizational effectiveness is reliant on the voluntary 
behavior of employees, to vocalize suggestions for improvement, help each other and 
safeguard the organization Bowler et al (2010), which requires voluntary commitment 
and involvement of staff (Sharkie, 2009; Benkhoff, 1997) at all levels. However, many 
organizations find barriers to this in the form of disillusioned and obstructive staff, who 
cannot see what benefit it would be to add these additional tasks to their job. Engaging 
these staff, who have the ability to give or deny their discretionary efforts at will, has to 
be a top priority (Woodruffe, 2006), both in terms of retention of their most valuable 
asset and the advantages linked to the discretionary effort (DE) that engaged employees 
bring to the organization (Devi, 2009). Bateman and Organ put forward the term 
Organizational Citizenship Behavior (OCB), to explain these discretionary 
“organizationally beneficial behaviors and gestures that can neither be enforced on the 
basis of formal role obligations nor elicited by contractual guarantee of recompense” 
Organ (1990).  Expanding the work, Organ (1988) categorized these behaviors as: civic 
virtue – becoming involved in activities related to the organization; conscientiousness – 



        

doing more than just what is expected; altruism – helping colleagues with work 
problems; courtesy – politeness towards colleagues to avoid conflict; and 
sportsmanship – limiting complaining and accepting what is asked (Mahdiuon, 2010;  
Zeinabadi, 2010). 

The DE that is considered to be so valuable by managers and leads to OCB is 
contingent not only on the individuals’ desire to offer it, but also on the perception of 
what is perceived to be discretionary by both the individual and leader. When roles are 
loosely defined, it is likely that OCB will be considered as in-role, making employees 
more likely to engage in these behaviours (Wanxian & Weiwu, 2007; Kwantes, 2008). 
However, supervisors and team members often have difficulty discerning whether 
behaviours are in-role or extra-role (Bolino, 2004). Klieman et al. (2000) describe this 
as the subjective perception, by the employee, of the reciprocal agreement with the 
organization, known as psychological contract. Job descriptions and cues from others 
help individuals to know what is considered in-role and extra-role (Klieman et al., 
2000) and this leads to the understanding of where involvement is an individual’s 
choice, and so it is anticipated that the relationship between the individual and their 
supervisor could have a significant impact on the decision to offer DE and OCB. 

Benkhoff (1997) suggested that DE emanates from personal characteristics that 
motivate an individual, the desire to not be seen by others as sub-standard and the 
potential to develop and sustain relationships that promise rewards. Varkey et al. (2008) 
went further, classifying five drivers of DE: the desire to improve; cooperation and 
teamwork; problem solving; accountability; and respect, while Devi (2009) identified 
teamwork, considerate treatment, training and a belief in a future to be significant 
drivers. When specifically related to OCB, primary antecedents are recognized as 
leadership style (Zeinabadi, 2010; Rubin, 2010; Bettencourt, 2004) fairness (Organ, 
1990) and support (Oguz, 2010); organisational commitment (Organ, 1990; Zeinabadi, 
2010), job satisfaction (Organ, 1994) and being part of a team (van Dick et al, 2008). 
Each of these classifications sheds light on the potential constructs that could impact on 
the ability of a supervisor to encourage their team members to freely engage and offer 
the OCBs needed. In order to understand engagement, the components that make it up, 
the issues that affect it and the ability to encourage engagement in team members must 
be understood.  This is a vital part of creating a successful and ongoing culture for 
improvement and, therefore, it is critical that organizations can convince staff that their 
extra efforts are warranted.

As organizations face large-scale change to restructure and adapt in a poor economic 
climate, often integrating previously competitive teams under new leaders, a need has 
been identified to create a diagnostic tool for use within organizations to assess all 
levels of staff, facilitate continuous organizational improvement and to assist with 
problem solving at the level of supervisory/team management, in particular. Literature 
offers a vast array of potential solutions to those seeking help. However, negotiating a 
way through to find those which will really prove useful and appropriate to facilitating 
increased discretionary and organizational citizenship behavior can prove challenging. 
In order to create a bespoke tool that truly measures the constructs directly involved, an 
investigation is needed into the potential constructs, their effects on individuals, the 
team, leaders and the organization as a whole, in order to identify those whose benefits 
will not only be felt when utilized alone, but can create synergistic effects when applied 
concurrently. 



        

Constructing the model

When examining the literature on continuous improvement and innovation, several
major themes began to emerge on the factors that affect the potential for individual
employees and teams to engage and contribute. Initial examination of each theme for an
understanding of the construct led to its consideration and inclusion in the model, now
shown in Figure 1.

Established linkEstablished link

Potential linklink

Leader/subordinate
relationship

Empowerment

Personality types

Leadership
Style Creativity

Team roles
LeaderLeader--Leader-Leader MemberMember

Exchange

Motivation Trust

Situational
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Figure 1: Model of the interlinking factors that impact on engagement of employees in continuous
improvement

a. Empowerment
As employees become more valued as assets, it is being recognized that empowering
them is a primary part of any strategy for organizational effectiveness (Ergeneli et al., 
2007; Conger, & Kanungo, 1988; Keller, & Dansereau, 1995; McEwan, & Sackett,
1998), considered by some as an extension of employee participation (Dainty et al.,
2002). However, although many advocate empowerment, several definitions of what
empowerment really means still exist. Conger and Kanungo (1988) offer up their
interpretation of empowerment “as a process of enhancing feelings of self-efficacy
among organizational members”, which is achieved through identifying issues that
lead employees to feel powerless and removing them, recognizing the meaning of
empower as to enable rather than delegate. Spreitzer (1995; Wang, & Lee, 2009), sees
empowerment more as “a set of motivational cognitions shaped by a work environment
and reflecting an individual’s active orientation to his or her work role”. It involves
having the resources, information and authority to complete a task, and the ability to
monitor and modify processes and procedures (Swanson, 1997). For many though,
empowerment is intrinsically linked with the transference or sharing of power (Conger,
& Kanungo, 1988) from those in a senior position to subordinates, authorizing them
(Greasley, et al., 2005). However, often this is restricted to “timid shifts of power”of power”of



        

(Malone, 1997) due to strict hierarchical structures, which limits its true effectiveness. 
Evident problems with the concept of power transference are a) the resistance it can 
incite in those who feel they are losing it and b) the reluctance of disempowered 
employees who fear the added responsibility and accountability (Greasley, et al., 2005). 
Lee & Koh (2001) suggested that empowerment had two components; the 
psychological state of the subordinate and the influencing empowerment behavior of 
the leader. This can include providing a caring (Kratzer et al., 2005; Zarraga, & 
Bonache, 2005), positive atmosphere, encouragement, individual recognition and 
rewards, showing confidence and passing on responsibility while fostering initiative 
and building on success (Ergeneli et al., 2007; Conger, & Kanungo, 1988; Katragadda, 
2006) . Establishing a culture that promotes each individual to contribute is necessary 
for success (Oke, 2007), as is the ethical behavior of leaders (Zhu et al., 2004). 

Studies have shown that empowerment is also dependent upon establishing a level of 
trust between the leader and subordinate (Dainty et al., 2002; Greasley, et al., 2005; 
Mishra, & Spreitzer, 1998; Robbins, et al, 2002; Richards, 1995), which is enhanced by 
a belief in the leader’s competence, reliability and dependability (Ergeneli et al., 2007). 
Having this trust leads to greater freedom for workers, allowing them more flexibility, 
the ability to begin to make their own decisions (Greasley, et al., 2005) and to feel that 
they can genuinely contribute to plans and decisions within the organization (Dainty et 
al., 2002). Such feelings of having meaningful work plays a large part in an employee’s 
perception that they are really empowered (Ergeneli et al., 2007; Thomas, & Velthouse, 
1990) and to see themselves as connected to the organization (Quinn & Spreitzer, 
1997). Feeling empowered links into the construct of motivation, as tasks are seen as 
valued and motivation to take part leads to empowerment (Thomas, & Velthouse, 
1990). The link was further established as Wang and Lee (2009) related the construct to 
the Job Characteristics Model (JCM) of Hackman and Oldham (1980), which looks at 
motivation and job satisfaction. The components of autonomy, significance, variety and 
feedback that make up the JCM have also been directly linked to OCB outcomes 
Organ, 1990). 

Benefits of empowerment have been observed as increased job satisfaction, enthusiasm 
(Ergeneli et al., 2007) motivation, and organizational loyalty (Greasley, et al., 2005) as 
well as increased skills and innovative capabilities (Dainty et al., 2002); empowerment 
can energize, direct and sustain desired task behaviors (Harris et al., 2009).

b. Leader/subordinate relationship
The relationship that develops between the supervisor and team members is a special 
one, which affects the climate in the team and, as a result, the quality and performance 
of its output, and can impact on the task expectations (Klieman et al., 2000; Tierney, 
1999) and responsibilities of members (Klieman et al., 2000). All relationships mature 
over time (Atwater, & Carmelli, 2009), but it is essential that the supervisor is able to 
persuade team members of their skills and capabilities from the beginning, as this 
influences team members’ evaluation of their supervisor (Ballinger et al., 2009): the 
more positive their approach (Tierney, 1999) and the more receptive to suggestions that 
they are, improves the potential for team members to reflect the same values (Atwater, 
& Carmelli, 2009). 



        

Leader-Member Exchange Theory (LMX), with its origins in Social Exchange Theory 
(Harris et al., 2009; Cropanzano, & Mitchell, 2005), is founded on the notion of a two-
way, dyadic relationship (Tierney, 1999) between an individual subordinate and their 
leader (Northouse, 2007; Kim, & George, 2005), and has a clear link to OCB (Kim, 
2010). The level of interaction, communication, understanding and trust (Scandura, & 
Pellegrini, 2008; Vecchio, 2005) constrains or facilitates the development of the 
relationship (Aryee, & Chen, 2006), creating differentiated relationships for each team 
member (Tierney, 1999; Tse et al., 2008). For each dyad, the perceptions of both the 
leader and subordinate affect the measure of the multidimensional relationship 
(Scandura, & Pellegrini, 2008) making it essential to view it objectively from both 
sides (Nahrgang et al., 2009). The quality of relationships are termed high or low LMX 
(Northouse, 2007), each displaying different characteristics and consequences that will 
have an effect on the organization (Harris et al., 2009). Employees that develop high 
LMX relationships with their leader display loyalty (Scandura, & Pellegrini, 2008), 
increased organizational commitment (Northouse, 2007; Cogliser et al., 2009; 
Mazibuko, & Boshoff, 2003), and are likely to stay (Vecchio, 2005). This relationship 
also leads employees to engage in OCBs based on the desire to support both their 
leader and the organization (Sharkie 2009; Ilies, 2007). Personal benefits include 
increased job satisfaction (Vecchio, 2005), support (Tierney, 1999; Harris et al., 2009) 
and respect (Scandura, & Pellegrini, 2008) from their leader, along with rewards 
(Harris et al., 2009) and other benefits (Atwater, & Carmelli, 2009). Those at the lower 
end of the spectrum can expect a more formalized relationship with their leader 
(Tierney, 1999) recognizing a lack of trust and support (Harris et al., 2009) and 
experiencing few additional benefits. However, employees may feel that offering OCBs 
may help increase the chance of acceptance by the leader and develop their relationship 
(Sharkie 2009). Identifying the level of relationships that exist in a team can create a 
polarization within the team, between the high-level in-group and the less favored out-
group (Northouse, 2007).

Some of the most common factors to affect LMX level are personal values and 
attitudes; the more similar these are between the leader and team member the greater 
likelihood of a high LMX relationship, which often develops further into friendship 
(Tierney, 1999; Kim, & George, 2005). Building a relationship is dependent on the 
development of trust (Sharkie, 2009) and the perception of fairness, which is crucial to 
establishing this trust (McLain, & Hackman, 1999). It is this trust along with support 
that often leads the way to the engagement that is essential for DE (Sharkie, 2009). 
When individuals begin to experience the rewards of a high-level relationship they 
begin to reciprocate in discretionary forms (Klieman et al., 2000) increasing 
commitment (Cogliser et al., 2009) as they perceive their potential to make a difference 
increases (Eisenberger et al., 2002). 

It is important that leaders are aware of the quality of their relationships and how team 
members perceive it, as employees perceive their leaders to assign positive or negative 
evaluations of them and this affects their view of the value of their contribution 
(Sharkie, 2009; Kim, & George, 2005; Eisenberger et al., 2002). Observation and 
feedback on tasks can allow team members to assess their performance and their 
supervisor’s perception of them; however, excessive monitoring could lead to 
undesirable behavior (Klieman et al., 2000). It is important, therefore, that the 
perceptions of the supervisor and the team member are balanced as this establishes 
reciprocal behaviors, especially when both perceive the relationship as high, as LMX 



        

has been shown to be a significant antecedent of OCB in all levels of employee 
Bettencourt, 2004.

c. Leadership Style
Like LMX, Situational Leadership Theory (SLT) (Hersey, & Blanchard, 1977) involves 
a relationship between the team leader/supervisor and their team member, but it deals 
primarily with finding the leadership style that is most appropriate for a person in a 
particular situation. Recognizing that it should be the subordinate who determines 
leadership behavior (Graeff, 1983) and that leadership is not something that is ‘done to’ 
subordinates but something that should be ‘done with’ them (Hersey, & Blanchard, 
1996; Blanchard et al., 2004). The key to SLT comes from behaving consistently, but 
not necessarily the same way to all individuals (Blanchard et al., 2004; Blanchard & 
Johnson, 2003). Offering up sound bites such as “different strokes for different folks” 
and “there is nothing so unequal as the equal treatment of unequals” (Blanchard et al., 
2004), SLT recognizes that some people need a lot of support and direction, while 
others can work with a minimum of interaction with their leader. However, it is not just 
the individual that dictates the leadership style; it is also possible that the same person 
can require a different level of support when undertaking a task or role in which they 
have less or more experience (Sims Jr. et al., 2009). In fact, the founders of the theory, 
Hersey and Blanchard (1969) have created a model (Hersey, 2009) that shows how the 
behavior of the leader should change, based on the competence and confidence of the 
individual; with a path moving from directing to coaching for those with little 
experience of the role, then progressing to supporting and ending at the ideal delegating 
style, where the individual is motivated and able to complete the task autonomously 
(Blanchard, 2008). It is the responsibility of the leader to make an accurate assessment 
(Blanchard, & Johnson, 2003) of where an individual falls on the path in order to 
determine the leadership style that is right for the situation (Johansen, 1990) and to 
continually reassess as progress is made. It is important, however, that this is done with 
the employee so that an agreement can be made on the level of leadership they need 
(Blanchard et al., 2004). 

Fundamental to SLT and the OCBs that can be displayed as a result is the fair treatment 
of team members (Organ, 1990), as these behaviors are often a direct result of the 
perception of fairness in the way they have been treated (Organ, 1994).  Leading in this 
way looks to build trust and a sense of ownership and responsibility in employees 
(Blanchard, & Johnson, 2003), but this can only be done by ensuring that a leader’s 
actions meet the needs and fulfill the perceptions they wish the team to have (Blanchard 
et al., 2004). It is important to work with individuals to increase their self-esteem, 
suggesting that workers who feel good about themselves are more productive 
(Blanchard, & Johnson, 2003). This is often achieved by providing constructive 
feedback, which allows an individual to know how well they are performing and also to 
recognize areas for improvement and further training. It is also essential with SLT that 
the leadership and feedback relates directly to the task they are performing, delivered in 
a non-personal manner and unaffected by other people or what is taking place 
elsewhere in the organization (Blanchard, & Johnson, 2003).

d. Personality types and team roles
Individualizing a relationship based on experience and competence has the potential to 
improve leadership. However, each person is not just made up of their work based 



        

characteristics, but is also driven by their personality, and personal characteristics such 
as gender, age, background, values and ethics (Kwantes, 2008). Developing an 
understanding of these characteristics will enhance the leader-subordinate relationship, 
and have the potential to influence OCB (Mahdiuon, 2010). Past research has shown 
that there is a significant link between OCB and personality, with agreeableness 
(Mahdiuon, 2010; Organ, 1994), conscientiousness; (Mahdiuon, 2010; Kwantes, 2008) 
and openness correlating most closely (Mahdiuon, 2010). 

Several authors have gone deeper into the effects an individual’s personality has on 
their behavior in a team-based work environment. Previously, people would be selected 
for teams by job function, although this approach does not automatically create 
effective team working (Senior, 1997) nor give the benefits of increased creativity, 
participation and commitment (Partington, & Harris, 1995) it is recognized to offer. 
Henry and Stevens (1999), concluded that team effectiveness could result in greater 
satisfaction, participation and willingness to collaborate. McCrimmon (1995) identified 
the need for members to propose ideas, critically evaluate and implement them, while 
sustaining team harmony. This suggests that members need to behave as a team instead 
of as individuals (Sommerville, & Dalziel, 1998), but for this to take place each must 
perform a role that fits their own personal characteristics (Davies, & Kanaki, 2006). 
Team roles are defined by a specific pattern or style of behavior made up of 
personality, mental ability, values and motivations, experience and field constraints, 
and role learning (van de Water et al., 2008; Belbin, 1993); but it is the synergy of these 
complementary styles that builds truly effective teams (Sommerville, & Dalziel, 1998).

The makeup of a successful team has been studied widely in management literature for 
several decades, with team roles studied back as far as 1948 (Benne & Sheats, 1948; 
cited in Adair, 1986). An idea followed up by further studies leading to the 
identification of nine (Margerison & McCann, 1990), ten, [(Spencer and Pruss, 1992) 
twelve (Woodcock, 1989) and even fifteen different team roles (Davis et al., 1992). 
Probably the best known theory and the preference of many organizations is the Belbin 
Team Roles Model. Developed over a nine year study (Dhingra, 2002) of personality 
types and behaviors, the theory proposes that combining all roles offers the greatest 
potential to work effectively (Broucek, & Randell, 1996). Belbin (1981) developed a 
classification of the roles each individual could exhibit in a team environment, detailing 
skills and behaviors each can offer the team dynamic. Since its publication, some 
researchers have expressed doubt over the model’s academic validity (e.g. Fisher et al., 
2002), while many others support the model, suggesting it has made a significant 
contribution to understanding (Fisher et al., 1996); recognizing its value in use to be 
more important than its psychometric validity (Partington, & Harris, 1995) and 
acknowledging that to discard the work due to uncertainty would be a great pity (Fisher 
et al., 1996). 

Balderson and Broderick (1996) discovered that identifying a person’s natural team 
role facilitated an understanding of how they were able to contribute to the team and 
Fischer at el. (2002) recognized that the model aimed at management levels, was also 
applicable and should be applied at lower levels within an organization. The nine roles 
comprise: the determined leader roles of Coordinator, who manages and Shaper, who 
motivates the team into action; the thinker roles of Monitor-Evaluator, who critically 
analyses viability and Plant, who initiates creative ideas; the company workers of 
Implementer, who carries out the work and Completer-Finisher, who works 



        

methodically to completion; the negotiator roles of Resource Investigator, who 
networks with outsiders and Team Worker, who keeps harmony in the team; and the 
Specialist, who provides task expertise (McCrimmon, 1995; van de Water et al., 2008; 
Pritchard, & Stanton, 1999). 

e. Creativity
Weisberg (1986) suggested that creativity emerges from the problem solving activities 
of individuals, on work that has no easy solution, forcing them to progressively modify 
their initial ideas to find a solution. Furnham and Bachtiar (2008) found most authors 
suggest that potential creativity in an individual would be linked to cognitive ability 
and style, such as the ability to think quickly; however during their study, they found 
that level of intelligence was not linked to creativity measures. This was supported by 
the work of Batey et al (2010), who found that extant literature offered only modest 
correlations. Other characteristics linked to creativity include long attention span, 
persistence and sustained high energy, but it was also dependent on one’s own 
perception of creative potential (King, & Gurland, 2007) and goals to be creative 
(Hewett, 2005). In their study, Pirola-Merlo and Mann (2004) identified two relevant 
creativity models; firstly the Componential Model of Organizational Innovation, put 
forward by Amabile (1997), which brings together other ideas to recognize the 
importance of domain relevant knowledge, creativity relevant skills and motivation. 
Whereas Ford’s (1996) Theory of Creative Individual Action, identifies knowledge, 
ability and motivation, with the work environment and sense making. 

Continuous improvement itself relies on the generation of incremental ideas and, as a 
result, is intrinsically linked to the concept of creativity (Oke, 2007; Perel, 2002; 
Morton, & Burns, 2008; Hewett, 2005; Amabile et al., 1996). Amabile et al (1996). 
Amabile et al (1996) described creativity as ‘the seed of all innovation’ but warned that 
an individual’s perception of the innovation process will impact on their personal 
motivation to contribute ideas. There are, however, barriers to, or requirements for a 
culture of creativity. One barrier is the level of involvement that people feel with the 
problem and the understanding they have of its importance (Oke, 2007; Gruber, 1989; 
Csikszentmihalyi, & Sawyer, 1995). Hewett (2005) found that creativity could only be 
fostered in an environment where external conditions do not disrupt or compete with 
the desire for creative ideas and is only likely to exist in a culture where people feel 
safe (Kofoed et al., 2002), where failure is not punished, but rather seen as part of the 
learning experience (Perel, 2002). West et al (1990) recognized this, stating that 
“creative cognitions occur when individuals are free from pressure, feel safe, and 
experience relatively positive effect”. It was also found that rigid management 
structures impacted negatively on the potential for creative innovation (Amabile et al., 
1996), while those showing high levels of support offer greater knowledge creation and 
transfer (Kratzer et al., 2005; Zarraga, & Bonache, 2005). It is important that an 
individual feel they have a level of control over their working environment, “There 
should be room for immersion in concentrated activity and for stimulating novelty. The 
objects around you should help you become what you intend to be” (Csikszentmihalyi, 
1996). Recommendations for enhancing personal creativity also include the idea that an 
individual should identify where their talents lie and make efforts to practice to 
improve, to open one’s mind and consider the world anew, and to be prepared to take 
risks (Shekerjian, 1990).



        

Furthermore, if employees are to be truly motivated to innovate, the assessment of 
ideas must be seen to be fair with successful innovations publicly rewarded in a way 
that is valued by the individual and is in line with the benefits attained by the 
organization (Perel, 2002).

Interlinking of the constructs

It can clearly be seen that numerous elements of each theory overlap with others, but it 
is considered that interlinking these approaches will allow for a more holistic approach 
to optimize the benefits of each and reduce the disadvantages.

Empowerment and Leadership-subordinate Relationship
Within the literature, there has been shown to be a clear link between empowerment 
and the concept of Leader-Member Exchange (Keller, & Dansereau, 1995), which 
individualizes leader-subordinate relationships. Aryee and Chen (2006) sought to 
demonstrate that LMX quality directly relates to empowerment, finding a direct 
correlation between high LMX relationships and empowerment of subordinates. Harris 
et al (2009) also found a link between the constructs, establishing their 
interdependency, when related to task outcomes; recommending that supervisors should 
work towards improving LMX and empowerment activities with their subordinates. 
Ergeneli et al (2007) broke down the relationship and linked supervisor 
approachability, shared interests and emotional ties to an increased level of belief in 
their ability to make a difference, in the minds of their team. Boies and Howell (2006) 
stated that there was empirical evidence to show a link between LMX level and self-
efficacy; given in the definitions for empowerment (Conger, & Kanungo, 1988), and 
recognizing that similar elements, such as respect, loyalty and mutual obligation exist 
between the constructs (Boies, & Howell, 2006). Within extant literature on both 
empowerment and LMX, authors consider the necessity of the relationship between the 
leader and their subordinate. The dynamics between the two are considered by many as 
a crucial factor in the empowerment process (Greasley, et al., 2005), recognizing the 
support and latitude given to employees (Kim, & George, 2005; Keller, & Dansereau, 
1995). Trust is a big part of building that dynamic relationship (Sharkie, 2009; 
Ballinger et al., 2009; Gillespie, & Mann, 2004), as lack of trust reduces the risk-taking 
behavior of leaders who must delegate and empower their teams (Scandura, & 
Pellegrini, 2008). Bijlsma and Koopman (2003) claim that trust, in itself, is a key 
component in the offering of discretionary effort and the willingness to perform above 
expectations (Sharkie, 2009). This has been shown to be because it facilitates a less 
formal contract that allows for greater autonomy, choice and shows confidence in the 
worker (Klieman et al., 2000). Similarly, it has been shown that trust is linked to OCBs 
as trustworthy leaders create an environment that supports this kind of behavior 
(Zeinabadi, 2010). When this trust proliferates to the team the collectivism that occurs 
enhances the likelihood of OCB (Kwantes, 2008).

It has also been found that a link exists between empowerment and the intrinsic 
motivation and job satisfaction measured by the Job Characteristics Model (Hackman 
& Oldham, 1980; Harris et al., 2009; Aryee, & Chen, 2006).



        

This leads to Proposition 1:

Individualized relationships with high quality exchanges, displaying significant trust, 
will directly increase empowerment and job satisfaction within the members of a team 
leading to OCB and engagement with CI.

Empowerment and Situational Leadership
The concept of Situational Leadership is enacted in phases that transition from 
‘directing’ to ‘coaching’, then progressing to ‘supporting’ and ending at a ‘delegating’ 
style, (Hersey, 2009). This process involves not only learning on the part of the worker, 
but also a level of empowerment, that progresses as the stages are moved through, until 
reaching the delegating phase where team members are sufficiently empowered, 
competent and confident to manage their own work (Blanchard, 2008). As this 
transition takes place, employees develop ownership and responsibility, and build trust 
with their leaders, as they are recognized as ‘appreciating assets’ (Blanchard, 2009).

In their study, Sims et al (2009) found that empowerment also moved in stages and 
often depended on the criticality of the project and its due date, and was intrinsically 
linked to the experience of the workers. Also similar to situational leadership, it was 
recognized by Malone (1997) that, as employees begin to take on more responsibilities, 
leaders are becoming more like coaches rather than decision makers, as they observe 
and empower their team to fulfill these new roles.

This leads to Proposition 2:

As individual team members move through the leadership styles based on situation, 
ability and confidence, their level of empowerment and engagement rises.

Empowerment and Personality
Koberg et al (1999) recognized that many personal factors affect empowerment on the 
part of both the leader and subordinate (Ergeneli et al., 2007). These include “age, 
gender, ethnicity, self-concept, self-esteem, self-efficacy, motivational needs, profession 
and cultural background” (Koberg et al., 1999); those that come from the leader 
include approachability and influence, and dependability and integrity (Sharkie, 2009). 
Further studies have examined other factors that individualize workers, such as 
education. Hancer and George (2003) investigated the effects of level of education on 
empowerment; finding that those with less education had higher scores in the 
measurement of empowerment and meaning, contrary to the findings of earlier work. 
Ergeneli (2007) and Koberg et al (1997) also reported that status and position within in 
an organization had a significant effect on empowerment, with those considering 
themselves to be of higher status feeling more empowered, linking in to the power 
ascribed to the roles they held.  

This leads to Proposition 3:

Personal factors, characteristics and background affect the potential level of 
empowerment in individual team members.



        

Empowerment and Creativity
Sims et al. (2009) found that, if a leader wishes to develop creativity in their team 
members, an empowering type of leadership is recommended. Individual empowerment 
has the potential for better skill utilization and innovative capabilities, which leads to 
increased motivation, loyalty and job satisfaction (Dainty et al., 2002). Empowered 
employees experience greater autonomy. This leads them to positively interpret events 
as opportunities, which also links to creativity (King & Gurland, 2007). Conger and 
Kanungo (1988) put forward the idea that empowerment was important for stimulating 
and managing innovation in organizations, and recognized that creativity remains even 
in times of disruption. This is especially useful when undergoing change within the 
workplace, when empowered team members can be a valuable source of ideas 
(Ergeneli et al., 2007).

The work of Sharkie (2005) investigated how an individual’s perception of the 
organization in which they work affects their willingness to share ideas and knowledge. 
From his study, a model was developed showing that trust is the primary concept 
needed to develop a culture of sharing. Comprising the six components of security, 
employability, management, fairness, supportiveness and rewards (Sharkie, 2005); 
these elements mirror those required for creativity, thus establishing a link between the 
two constructs. 

This leads to Proposition 4:

Creating a relationship based on trust will aid a leader in empowering individuals to 
fulfill their creative potential in the team and organization.

Leadership-subordinate Relationship and Situational Leadership
Both Hersey (2009) and Blanchard (2008), the original creators of the situational 
leadership model, acknowledged the need to individualize the relationship between the 
leader and subordinate, basing their actions primarily on the situation, but also 
recognizing the needs of the worker and adapting their behavior in line with this.

This leads to Proposition 5:

Learning more about an individual team member’s skills, abilities and confidence 
levels will allow a leader to lead and empower their subordinates more effectively.

Leadership-subordinate Relationship and Personality
Dyadic leadership relationships are affected by the characteristics of the individuals on 
both sides of the relationship; equally by the personality of both the leader and 
subordinate (Sogruno, 1998). Asendorpf and Wilpers (1998), therefore, stated that it is 
important to examine the personality traits of both the leader and subordinate 
(Nahrgang et al., 2009). It is also the case that when a more social aspect develops in 
the relationship between the leader and team member OCBs are more likely to occur 
(Rubin, 2010).

This leads to Proposition 6:

Learning more about an individual team member’s personality, interests and working 
preferences will allow a leader to lead and empower their members more effectively.



        

Leadership-subordinate Relationship and Creativity
Elkins and Keller (2003) recognized that the high quality exchanges, characteristic of 
high LMX relationships between a leader and subordinate, are important for creativity. 
High LMX leads to feelings of energy, which has led to greater involvement in creative 
work (Atwater & Carmeli, 2009) and has a positive effect on less creative individuals 
(Tierney, 1999). One author, in co-authorship with others over the years, has made 
significant contribution to the understanding of creativity and leadership. Amabile 
(1988; cited in Atwater & Carmeli, 2009), created the Componential Theory of 
Creativity, which showed that leaders have a direct influence on the creativity of their 
team members, through their supportive behaviors. Sharkie (2009), linked this to the 
perceptions the individuals have of the support being given, which influences 
ownership and competence and leads to more motivated and involved teams. It was 
found by Atwater and Carmeli (2009), that the benefits of a high LMX relationship are 
essential for workers to become involved in creative work. 

This leads to Proposition 7:

Creating a supportive relationship with high quality exchanges leads to greater 
discretionary involvement in creative activities

Situational Leadership and Personality
Although no formalized link has been found between situational leadership and 
personality, it is proposed that one exists; albeit for what may be the wrong reasons.  
The stages within situational leadership that progress from ‘directing’ to ‘coaching’ 
and ‘supporting’ to ‘delegating’ are structured with the situation and an assessment of 
skills and competence in mind. However, these do not take account of the individual’s 
personality. For instance, in the early stages it calls for the leader to direct, but some 
individuals may find this intimidating and may feel they are not forming a relationship 
with their leader; actually requiring the support and encouragement that comes at a later 
stage. It also does not take account of an individual’s background and past experiences 
of leadership, or their demographic factors such as gender, age and ethnicity, all of 
which could lead to personal needs or expectations.

This leads to Proposition 8:

Learning more about an individual team member’s personality, background and 
preferred leadership style will allow situational leadership to be applied appropriately 
and effectively.

Situational Leadership and Creativity
A link between situational leadership and creativity has yet to be established. It is again 
proposed that a link between the two constructs exists. By applying the correct style of 
leadership at the appropriate stage of development, negotiated between the leader and 
team member, should lead to a good working relationship, which in itself has been 
shown to facilitate creativity (Atwater & Carmeli, 2009). It is also thought that 
providing the right level of support, direction, coaching or delegation, would allow the 
individual to thrive, in any task they become involved in, which would include creative 
pursuits. 



        

This leads to Proposition 9:

Applying the correct leadership style from the situational leadership model will 
facilitate creative activities in team members. 

Personality and Creativity
Furnham and Bachtiar (2008) identified that within extant literature a consensus was 
emerging that creativity was linked to personality factors (e.g. Feist, 1998), as well as 
motivation and cognitive style. Csikszentmihalyi (1997) cited personal prerequisites for 
creativity, which include curiosity, patience and a willingness to take risks. Although 
characteristics such as openness to new experience, extraversion and low neuroticism 
were found to be congruent with creative individuals, Furnham and Bachtiar (2008) 
also discovered that only certain measures of creativity, such as divergent thinking, 
were linked to personality traits. Working with the ‘Big Five’ personality traits, Feist 
(1998) found that extraversion, openness and neuroticism were positively related to 
creativity, whereas agreeableness and conscientiousness were negatively related.

Teamwork has been seen to contribute to creativity in the workplace, but particular care 
must be taken with the mix of people who make up the team (Partington & Harris, 
1995). Belbin’s (1981) assessment of team roles feeds into this idea; with an ideal team 
requiring more than just the Plant, which is characterized by Belbin as creative (Belbin 
Associates, 2010), but a mix of the other roles that support creativity and facilitate 
taking the ideas into real solutions. The Plant role is considered as embedded into a 
team to improve creativity and inspire other team members (Titterington, 2010). 
However, Augsdorfer (2008) found only 5-10% of people working in research and 
development can be considered to be truly creative, in what would usually be 
considered as a creative role. This highlights an even greater need to recognize the 
contribution that the other eight team roles have in the creative process, and to give 
them a chance to flourish and contribute both creatively and supportively in the team 
environment (Augsdorfer, 2008).

This leads to Proposition 10:

Recognizing the personality traits and team role preferences of all individual team 
member’s, and the contribution they can make, will lead to more successful creative 
CI outcomes within a team.

Synergistic Effects of Applying Multiple Constructs
Merit has been shown for each of the individual constructs and links have been found 
between most. However, it is proposed that the real benefit for organizations, leaders 
and team members will be gained from the synergistic effects resulting from applying 
and investigating each construct, with respect to the individual subordinates of a leader. 
Application of the constructs in this way are believed to increase the likelihood of 
creating the optimal conditions for OCB in terms of its antecedents labeled by Van 
Dyne (1995) as affective states, individual differences and situational factors. This will 
lead to greater involvement, engagement and a willingness on the part of individual 
team member’s to offer discretionary OCBs. 

A model has been developed to show the relationship of the application of each 
construct to the benefits gained by utilizing each construct simultaneously (Figure 2).



        

It has clearly been shown that getting to know each person individually can facilitate 
not only the formation of a high quality relationship with all its benefits, but also create 
an understanding that will allow the leader to effectively support, direct or delegate an 
individual and their tasks. The creativity required for continuous improvement is only 
truly present in some individuals, but recognizing the strengths of each will allow them 
to become involved in creative activities that they feel comfortable, valued in and 
rewarded by. Treating people as individuals, building relationships and recognizing 
their strengths, growing abilities and confidence levels will allow a leader to empower 
subordinates, finding the right time to begin increasing responsibility when the person 
is most receptive and enthusiastic to become involved.

Directions for future research

The model sets out to link the primary concepts involved in the relationships between 
the individual and the supervisor that impact on employee engagement within CI 
programs, this is however, by no means exhaustive in terms of everything an 
organization can do to involve and engage employees. Further work could be done to 
examine the effects of more environmental factors that exist around the CI program, 
such as organizational culture, routines and the nature of the work. There are also 
further psychological/sociological issues that may impact on the process, such as work-
life balance, ambition, self-esteem and friendships which could influence an 
individual’s decision to engage with an additional task like CI.

In order to test the model and the links shown, the next phase would be to utilize both 
existing quantitative tools and qualitative methods to measure and analyze the views of 
individuals currently taking part in a CI program. Establishing the links and 
recognizing the information that is needed to provide useful feedback to organizations 
is required to inform and advise managers on how to best support and encourage their 
workers to achieve the best results for all.  

This will lead to the design of a bespoke quantitative tool that provides the important 
information on all of the constructs identified, which together with supporting training 
materials will meet a need identified by industry that is currently unfulfilled. 
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Figure 2: Synergistic Model of the interlinking factors that have the potential to
increase engagement of employees in OCBs and improve continuous improvement
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Abstract

As we approach the 10 year anniversary of the 9-11 attacks, it gives us the occasion to 
reflect on the changes that have occurred in the past ten years. After the attacks there was 
much speculation by the popular press that Americans would change many aspects of their 
behaviors and attitudes. It has been commonly thought that Americans would become 
much more focused on their families and give up their obsession with climbing the 
corporate ladder.  There have been many antidotal articles about people changing their 
careers completely to become more altruistic. The purpose of this study is to determine to 
what degree if any have people's behaviors, attitudes, or even careers changed as a result of 
the 9/11 terrorist attacks. This paper presents the results of an empirical study that surveyed 
whether employees in the United states of America have changed their attitudes and beliefs 
towards their careers as a result of the 9/11 terrorist attacks.

Introduction

As we approach the 10 year anniversary of the 9-11 attacks, it gives us the occasion to 
reflect on the changes that have occurred in the past ten years. After the attacks there was 
much speculation by the popular press that Americans would change many aspects of their 
behaviors and attitudes. It has been commonly thought that Americans would become 
much more focused on their families and give up their obsession with climbing the 
corporate ladder.  There have been many antidotal articles about people changing their 
careers completely to become more altruistic.

Many individuals report being greatly affected by the tragedies of the 9/11 terrorist attacks. 
Whether it was an entire change in career or just wanting to spend more time with their 
family the 9/11 terrorist attacks have had an effect on people's lives. Some Americans 
made dramatic career changes as a result of 9/11. Many Americans who have made career 
changes in the aftermath of 9/11 have switched to work in a helping profession. In an 
article in USA today Stephanie Armour states, "For more than six years, Angela Yoo 
worked to become a journalist. She studied communication in college, tackled internships 
and landed a job at InStyle magazine in New York. It was what she had always wanted. But 
all it took was one day for her to realize that she no longer wanted what she had. That day 
was Sept 11, 2001. The terrorist attacks in New York and Washington left Yoo wanting to 
do something that would help others. So in a dramatic career overhaul, she quit her hard-



won magazine job and joined the non-profit volunteer organization New York Cares" 
(p.1a). 

Just like Angela Yoo, many Americans have begun to look at their priorities in life to 
examine what they really want and what is really important to them. Armour writes about 
the signs of the changing emphasis everywhere, "Teach for America, which places recent 
college graduates in urban and rural public schools, received 14,000 applications for its 
2002 corps. That's the most in its 12 year history and nearly tripled the number received for 
2001. Organization officials credit the increase in part to renewed interest post-Sept 11" 
(p.1 a). In regards to Teach for America an article from the New York Times states, "Teach 
for America officials see their recruiting success as a sign of the post-9-11 generations' 
commitment to public service, and to improving the  quality of education for low-income 
children. The application numbers we're seeing reflect college students' belief that 
education disparities are our generation's civil rights issue' said Elissa Clapp, Teach for 
America's vice president for recruitment and selection"(Lewin, 3).

A pentagon spokesman says that there has also been a jump in inquiries and recruiting 
visits since Sept 11. The Peace Corps also reported a spike in inquiries and online 
applications after Sept 11" (p.1 a). Both Teach for America as well as the Peace Corp are 
examples of helping professions that as a result of the 9/11 attacks have seen an increase in 
participants.

One profession that has really seen a large change as a result of 9/11 is the United States 
Military. As a result of the 9/11 terrorist attacks, many people felt compelled to join the 
military. PFC. William S. Baxter of the U.S. Army writes of his reaction to 9/11, "On 
September 11, 2001, I watched the events of that horrific day unfold, knowing that I was 
going to enlist in the Army. If ever there was a time for it, it was now. Unfortunately I was 
injured in an unrelated incident, and due to the nature of my wound, I was not allowed to 
join for one more year. Another member of the United States Military Pfc. Thomas Sloan 
Roberts also writes of his reaction to the 9/11 attacks, "I decided to join the Army after 
9/11. I was 31 years old, married with two children and had a very well paying job. The 
emotions that welled up inside me were incredible. I wanted to do my part as an American. 
I gave up many nice things to do what I am doing now. It's been a complete change of life, 
and I don't regret any of it, not for one moment" (www.defendame.com). These are two 
examples of people who were inspired, post 9/11, to join a type of helping profession and 
defend the United States of America.

Another example of someone who changed his career path due to 9/11 is Marc Mayes of 
Chattanooga. He originally moved to New York City to, "follow his fiancé’s career path, 
but found a new calling himself as a physician's assistant in the aftermath of the Sept 11, 
2001, terrorist attacks"(Galletta, 1). Mayes states, "I was working for Colonial Pipe and 
transferred within the company to New York City ... My second day on the job was Sept 
11, 2001"(Galletta, 2). As a result Mayes and his fiancé began volunteering for the 
American Red Cross and carried workers, supplies and messages to and from Ground Zero. 
This sparked his career change of becoming a physician's assistant (Galleta, 2). Jan Galletta 
of the Chattanooga times also states, "Mr. Mayes isn't the only American for whom 
terrorist attacks of five years ago sounded a wake-up call, according to the 



NASDAQ;MNST Investor Relations. The online financial planning source reports 
thousands of its money management clients redefined their work values as a direct result of 
the 2001 strikes. In its survey-based report, '9/11: A year later in the world of work, it notes 
that, for many, career emphasis shifted from security, money, power and advancement 
toward better work-life balance, job control and personal fulfillment"(p,2), Tim Kennan 
who was a purchasing manager working with hazardous agricultural chemicals has also 
changed his career. "Sept. 11 gave me the courage to do the right thing and spend more 
time with my son and find a job that was safer. I left a pretty secure job, with benefits and 
insurance. It's scary, but it's a part of growing up. I've realized you only have one life to 
live" (Armour, 1).

John Weaver states of these changes in careers and attitudes, "As a society, we have begun 
to place increased value on public service and on volunteerism. We've seen increased 
respect for the roles our police, fire/rescue emergency service personnel, and even the roles 
other health/human service workers play in our society. After 9/11, many Americans also 
did some serious rethinking about issues of work and money. Folks were asking 
themselves: "Did I pick the right job?" (and the right career); "Is it worth it (to put in so 
much overtime); and "Is this really what I want to do with my life?" Consequently, there 
were many "career transformations" due to post-9/11 introspection on employment issues" 
(p.1).

Post 9/11, Americans seem to focus more on Quality of life. Harry Gruber, CEO of 
Kintera, an internet marketing provider for non-profits states, "since 9/11, there's a 
tremendous emphasis on family and community that wasn't there before'. I interview 
people and they say I am traveling too much and I want to be with family". Laura Berman 
Fortgang, author of Living Your Best Life states, "People are really searching. If you're not 
chasing money, what are you chasing? It sounds corny, but happiness is the new bottom 
line" (Armour, 3). Weaver states, "Since 9/11 we have seen dramatic changes in social 
relationships. Many people made major moves - some more quickly married than they had 
originally planned, others tired of unhappiness in their lives, separated or divorced. Many 
folks travel less and cocoon more - family time is more important to them. Finding time for 
small pleasures (like attending all kid's activities) is easier and people make sure to stay in 
closer touch with family members and friends. People say goodbye differently and many 
people physically moved back to communities they long considered their "real 
homes.""(p.1). Many Americans may not have changed careers entirely but seem to have 
changed their way of thinking about their own lives and personal goals.

The purpose of this study is to determine to what degree if any have people's behaviors, 
attitudes, or even careers changed as a result of the 9/11 terrorist attacks. This paper 
presents the results of an empirical study that surveyed whether employees in the United 
States of America have changed their attitudes and beliefs towards their careers as a result 
of the 9/11 terrorist attacks. 



Methods

For the study we choose to target individuals in various industries to determine how people 
have changed their behaviors, attitudes, and occupations because of the events of 9/11. One 
might speculate people will react to disasters by trying to figure out how they can help by 
changing their occupation to a more "helping profession". We asked a total of a 102 
individuals over a two-week period to participate in filling out surveys. Participation in the 
survey was voluntary. There was no reward or incentive provided to participants for 
participation in the survey. In total, 102 surveys were returned, out of the 112 distributed, 
yielding a response rate of 91 percent. Two additional surveys, from the 102 returned 
surveys, were removed from the analysis because more than a quarter of the survey was not 
completed. The distribution of the surveys was hand delivered by three methods; to the 
employees at the companies of the four
authors of this article, nursing school students at California State San Bernardino, and to 
MBAIMSHRM students at Chapman University.

The respondents were asked to answer a total of 76 questions on the survey anonymously 
in order to produce truthful responses. Question one on the survey asked respondents to 
identify the industry they currently work in. Question two through eight required the 
respondent to select a response of yes or no. These questions were general in nature and 
mostly centered on identifying the physical location of the respondent on September 11, 
2001, personal knowledge of someone killed in the terrorist attack of 9/11, and 
occupational changes that occurred because of 9/11. Question nine through seventy three 
had respondents indicate on a five-point Likert scale, whether in general, their lives 
changed because of the terrorist attacks of September 11,
2001. Question seventy four through seventy six asked respondents demographic 
information such as age, gender, and race. All questions were measured on a five-point 
Likert scale. Participants were asked to select a response ranging from "1" indicating a 
selection of "definitely no" and "5" indicating a selection of "definitely yes".

The final 100 surveys were used in the analysis of this paper. There were significantly 
more female than male (64 female, 36 male), a ratio of approximately 3 to 1. 
Approximately 84 percent of the participants in the survey had an average income level in 
the $26,000 to $75,000 bracket, with the majority (64 percent) of participants in the 
$26,000 to $50,000 range. The age of participants varied somewhat evenly between all 
ages with the exception of the age category less than 18 that yielded only two participants.

Results and Discussion

The first group of questions addressed whether or not the person was affected by 9/11 in 
some capacity. The results were an overwhelming 'No'. There were three questions that all 
people surveyed had a negative response. These questions were: (1) Because of 9/11, I 
personally changed to a helping profession, (2) Were you near any of the center(s) affected 
by 9/11? (3) Were you in New York City during 9/11?  The majority of the remaining 



questions had a 'definitely yes' or ‘definitely no' response with minimal variation to 
responses in between. 

Seven questions that had 100 percent 'definitely no' responses. These questions were: (1) I 
have joined the Red Cross, (2) My desire for materialistic items has decreased, (3) I am 
more concerned with diversity, (4) I decided to start a family or increase my family size, 
(5) I became depressed and needed to seek medical help, (6) I changed my career 
objectives, and (7) My confidence in my company due to the crisis planning helped me get 
past 9/11. The results of these questions were interesting because one would assume that 
the impact of 9/11 made the
nation see life in a different perspective but the results dramatically show otherwise. 
Instead, the responses to these questions show that a person's personal objectives still 
remain strong after the tragic events. The question that  had the highest 'definitely yes' 
average was 'Meeting a deadline is important to me'. As a result this question shows that 
people are still motivated to meet objectives or goals and were not influenced by 9/11 in 
changing the timetable of a deadline. Additionally, demographics were asked as part of the 
survey. There were 64 females and 36 males. The majority age group was 46-55 years old 
and had an average income level of $26K-$50K per year. The participants used in the study 
varied from graduate level college students to the real estate and finance industry, 
healthcare, retail, and the biotechnology pharmaceutical industry sectors.

The results of the study were interesting. It did not show that there was an overwhelming 
interest in moving to a profession that directly helped other people. The respondents that 
were part of this survey did not indicate that there was a major shift in lifestyle and 
personal priority due to 9/11. It is difficult to determine whether there was a shift of people 
changing their career paths to a 'helping' occupation because there was no 'pretest' measure 
that was taken for comparative purposes. Additionally, the term 'helping' was not clearly 
defined in the survey. This word can have different meaning to different individuals based 
on a person's culture, ethnicity, and up-bringing. The word 'helping' could mean to directly 
or indirectly affect. For example, a person that moved into healthcare can be seen as 
moving into a profession that directly helps a person whereas a person changing 
occupations to work in the pharmaceutical or biotechnology
industry can be seen as indirectly helping people. Therefore, in terms of the survey, without 
this clear definition of 'helping' being defined, there may be some ambiguity in the 
respondent's answers. Another key point in the results of the survey was that the 
demographics placed a significant influence on what the results concluded. The majority of 
applicants were female living in the western portion of the United States. Due to this, the 
applicants did not experience the tragedies of 9/11 first hand rather they experienced it 
through family and friends and the media. Many people living on the West Coast cannot 
imagine the experience the people actually had living on the East Coast. The results 
showed that many people are still motivated and driven to achieve the high professional 
goals that he or she had established prior to 9/11. This survey shows that a shift towards 
family and personal importance has not completely taken place.
Another key piece to keep in mind when reviewing the results and looking at the data is 
that the information obtained was collected nine years after the 9/11tragedy actually took 
place. While certain regulatory requirements have changed, especially in the aviation 



industry, people that were surveyed may not have had the direct effects of this because the 
events were so far back. The participants may no longer feel the immediate effects of 9/11, 
hence skewing the data. The
data did not reveal any direct impact in the lives of people surveyed but one must keep in 
mind that these individuals may have also became used to the effects of 9/11 as part of each 
person's life. With this said, it also raises further questions of whether or not people are 
beginning to forget about the events of 9/11? Were people 'changed' differently according 
to geographic location?
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Survey

Thank you for participating in this survey.  Since your answers will remain confidential, 
please answer truthfully. 

The purpose of this survey is to evaluate changes in people’s lives because of the terrorist 
attacks of Sept. 11, 2001.

Read each question carefully and circle the best possible answer as it applies to you.

Please circle just one answer:

1. Which category best describes the industry you work in?
a. Agriculture
b. Educational
c. Construction
d. Legal
e. Government
f. Retail/Wholesale
g. Manufacturing



h. Transportation
i. Finance/real estate
j. Medical/health
k. Other ____________________

For Questions 2-73, please circle a ‘yes’ or ‘no’ response:

2. Because of 9/11, I personally changed into a ‘helping’ profession           
If ‘Yes’, please specify the profession: _______________________

YES NO

3. Were you near any of the center(s) affected by 9/11? YES NO

4. Were you in New York City on 9/11? YES NO

5. Did you know anyone killed or injured in 9/11? YES NO

6. My company had employees injured or killed in 9/11. YES NO

7. Because of 9/11, I know someone who has joined the military. YES NO

8. I have personally joined the military or know someone who has 
joined because of 9/11.

YES NO

For questions 9-77, please circle the most appropriate response:

Definitely
‘No’

1 2 3 4

Definitely
‘Yes’

5
9. My life has changed in some facet. 1 2 3 4 5
10. I changed my career. 1 2 3 4 5
11. I am more committed to my family. 1 2 3 4 5
12. I do not want to travel as much for pleasure. 1 2 3 4 5
13. I do not want to travel as much for business. 1 2 3 4 5
14. I feel nervous about violence at work. 1 2 3 4 5
15. My job is not my top priority in life anymore. 1 2 3 4 5
16. I have forgone climbing the corporate ladder to 
be more family oriented. 1 2 3 4 5

17. I am more interested in politics. 1 2 3 4 5
18. I read the newspaper more. 1 2 3 4 5
19. I watch the news more. 1 2 3 4 5
20. I have joined a religion or participate more in 
religious activities. 1 2 3 4 5

21. I have gone back to school. 1 2 3 4 5



22. I have started spending my life savings. 1 2 3 4 5
23. I have started to save more money. 1 2 3 4 5
24. I have decided to pursue my lifelong dream. 1 2 3 4 5
25. I work fewer hours. 1 2 3 4 5
26. I volunteer my time more. 1 2 3 4 5
27. I now contemplate what my purpose in life is. 1 2 3 4 5
28. I have slowed down my pace in life. 1 2 3 4 5
29. I quit my job. 1 2 3 4 5
30. I have joined the American Red Cross. 1 2 3 4 5
31. I became certified in CPR and/or first aid. 1 2 3 4 5
32. I am less tolerant of the Arabic Culture. 1 2 3 4 5
33. If my employer offered me a position outside of 
the country, I would decline the position due to the 
fear of a terrorist attack.

1 2 3 4 5

34. I am less loyal to my employer. 1 2 3 4 5
35. I find myself not trusting others as much as I 
use to. 1 2 3 4 5

36. My desire for materialistic items has decreased. 1 2 3 4 5
37. I now have more flexible working hours. 1 2 3 4 5
38. My commitment to my employer is less. 1 2 3 4 5
39. I live for today rather than thinking of the long 
term. 1 2 3 4 5

40. I am more concerned with diversity. 1 2 3 4 5
41. I prefer to be in a job I love and make less 
money than in a job I dislike and make lots of 
money.

1 2 3 4 5

42. I decided to start a family or increase the size of 
my family. 1 2 3 4 5

43. I have changed my job to be closer to home. 1 2 3 4 5
44. My number one priority is my family. 1 2 3 4 5
45. My employer started a diversity program. 1 2 3 4 5
46. Being in a relationship is important. 1 2 3 4 5
47. My values have changed with what happened 
with 9/11. 1 2 3 4 5

48. Meeting a deadline is important to me. 1 2 3 4 5
49. I am involved with the community. 1 2 3 4 5
50. I became depressed and needed to seek medical 
help. 1 2 3 4 5

51. My family and friends are more important than 
work.

1 2 3 4 5

52. I registered to vote. 1 2 3 4 5
53. Happiness is more important than success. 1 2 3 4 5
54. Recognition is more important to me than 
compensation. 1 2 3 4 5

55. I am looking for secure and meaningful 1 2 3 4 5



experiences at work. 
56. I am more caring towards other employees. 1 2 3 4 5
57. I desire to work in an environment where 
managers care about me. 1 2 3 4 5

58. I fear that the work place is now a target for 
terrorist attacks. 1 2 3 4 5

59. I care about the well being of other people. 1 2 3 4 5
60. I have a genuine concern for other people. 1 2 3 4 5
61. I changed my career objectives. 1 2 3 4 5
62. My chosen line of work gives me a sense of 
well-being. 1 2 3 4 5

63. Compared to other areas of my life, my chosen 
line of work is not very important to me. 1 2 3 4 5

64. If I were to rank all things that are important to 
me, I would rank work near the top. 1 2 3 4 5

65. My life goals are job oriented. 1 2 3 4 5
66. My company has an established plan in case of 
an emergency. 1 2 3 4 5

67. My confidence in my company due to the crisis 
planning helped me get past 9/11. 1 2 3 4 5

68. I am more concerned about security. 1 2 3 4 5
69. I am more caring towards others at work. 1 2 3 4 5
70. I am caring towards others in my personal life. 1 2 3 4 5
71. I have more emphasis on work/life balance. 1 2 3 4 5
72. I will cast a vote in the upcoming election for 
the president who promises to stop the war in Iraq. 1 2 3 4 5

73. I care about helping others. 1 2 3 4 5

74. My gender is
a.  Male
b.  Female

75. My income level is
a.  less than $25,000
b.  between $26K-$50,000
c.  between $51K-$75,000
d.  between $76K-$100,000
e.  more than $100,000

76. My age is
a.  less than 18
b.  between 18-25
c.  between 26-35
d.  between 36-45
e.  between 46-55



f.  more than 56

Thank you for your participation in our survey. You are entitled to a copy of the 
results by providing your email address: _________________________________

Results

% % Average
Because of 9/11, I personally changed into a ‘helping’ profession       100 2
Were you near any of the center(s) affected by 9/11? 100 2
Were you in New York City on 9/11? 100 2
Did you know anyone killed or injured in 9/11? 2 98 1.98
My company had employees injured or killed in 9/11. 1 99 1.99
Because of 9/11, I know someone who has joined the military. 19 81 1.81
I have personally joined the military or know someone who has 
joined because of 9/11. 6 94 1.94

%NO % % % %YES
My life has changed in some facet. 15 20 35 20 10 2.9
I changed my career. 80 0 0 0 20 1.8
I am more committed to my family. 0 0 2 12 86 4.84
I do not want to travel as much for pleasure. 5 18 50 17 10 3.09
I do not want to travel as much for business. 5 18 52 15 10 3.07
I feel nervous about violence at work. 20 18 22 32 8 2.9
My job is not my top priority in life anymore. 0 20 50 20 10 3.2
I have forgone the corporate ladder to be more family oriented. 20 25 25 25 5 2.7
I am more interested in politics. 15 15 10 10 50 3.65
I read the newspaper more. 15 15 10 10 50 3.65
I have joined a religion or participate more in religious activities. 10 5 15 40 30 3.75
I have gone back to school. 20 0 0 0 80 4.2
I have started spending my life savings. 80 0 0 0 20 2.4
I have started to save more money. 74 0 0 0 26 2.04
I have decided to pursue my life long dream. 45 0 32 2 21 2.54
I work fewer hours. 60 8 7 5 20 2.17
I volunteer my time more. 90 0 0 0 10 1.4
I now contemplate what my purpose in life is. 23 43 24 7 3 2.24
I have slowed down my pace in life. 25 45 25 3 2 2.12
I quit my job. 64 0 0 0 36 2.44
I have joined the American Red Cross. 100 0 0 0 0 1
I became certified in CPR and/or first aid. 94 0 0 0 6 1.24
I am less tolerant of the Arabic Culture. 15 3 72 10 0 2.77
Offer a position in another country, decline due to fear of terrorism 98 2 0 0 0 1.02
I am less loyal to my employer. 0 15 78 0 7 2.99



I find myself not trusting others as much as I use to. 23 23 46 4 4 2.43
My desire for materialistic items has decreased. 100 0 0 0 0 1
I now have more flexible working hours. 60 8 7 5 20 2.99
My commitment to my employer is less. 0 15 78 0 7 2.99
I live for today rather than thinking of the long term. 60 5 12 10 13 2.11
I am more concerned with diversity. 100 0 0 0 0 1
I prefer to be in a job I love than for  money. 0 0 77 0 23 3.46
I decided to start a family or increase the size of my family. 100 0 0 0 0 1
I have changed my job to be closer to home. 98 0 0 0 2 1.02
My number one priority is my family. 0 0 0 2 98 4.92
My employer started a diversity program. 95 0 5 0 0 1.10
Being in a relationship is important. 78 2 5 3 12 1.69
My values have changed with what happened with 9/11. 81 4 8 0 7 1.48
Meeting a deadline is important to me. 0 0 0 4 96 4.96
I am involved with the community. 15 0 0 0 85 4.4
I became depressed and needed to seek medical help. 100 0 0 0 0 1
My family and friends are more important than work. 0 0 13 2 85 4.72
I registered to vote. 99 0 0 0 1 1.04
Happiness is more important than success. 0 0 5 0 95 4.9
Recognition is more important to me than compensation. 56 0 4 0 40 2.68
I am looking for secure and meaningful experiences at work. 0 12 35 45 8 3.49
I am more caring towards other employees. 0 18 50 4 28 3.42
I desire to work in an environment where managers care about me. 5 5 0 10 80 4.55
I fear that the work place is now a target for terrorist attacks. 98 0 2 0 0 1.04
I care about the well being of other people. 2 5 12 0 80 4.48
I have a genuine concern for other people. 2 5 12 0 80 4.48
I changed my career objectives. 100 0 0 0 0 1
My chosen line of work gives me a sense of well-being. 45 0 23 0 32 2.74
Compared to other areas of life, work is not as important 14 6 56 20 4 2.94
Rank all things inlife, I would rank work near the top. 20 25 25 25 5 2.7
My life goals are job oriented. 20 25 25 25 5 2.7
My company has an established plan in case of an emergency. 0 0 10 0 90 4.8
Confidence in my company due to crisis planning helped me w/ 9/11 100 0 0 0 0 1
I am more concerned about security. 20 5 5 5 70 4.15
I am more caring towards others at work. 2 5 12 0 80 4.48
I am caring towards others in my personal life. 2 5 12 0 80 4.48
I have more emphasis on work/life balance. 2 0 3 2 93 1.84
Vote for the president who promises to stop the war in Iraq. 20 10 40 0 30 3.1
I care about helping others. 2 5 12 0 80 4.48
My gender is 36

Male
64

Female
My income is A=10 B=64 C=20 D=6 E=0
My age is A=2 B=16 C=20 D=19 E=25 F=18
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