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Values are culturally defined principles that people use to decide what is attractive, good, and beautiful and that serve up as broad guideline for community living. Values are shared standards that people need to make choices about how to learn and behave. Values are overarching principles that support beliefs, precise statements, and people hold to be true. In other words, values are abstract standards of kindness, and beliefs which individuals think to be true or false. Cultural values and beliefs not only colour how we recognize our surroundings but also form the heart of our personalities. We learn from families, schools, and religious organizations to think and act according to accepted principles, to pursue admirable goals, and to consider a crowd of cultural truths when rejecting alternatives as false. Particular values and beliefs will operate as a form of “cultural capital” that can glimmer in a few people the positive strength of mind to pursue success. Cultural values are sometimes not in agreement with each other and even opposing. Sometimes we find ourselves torn between the “me first” attitude of a distinctive success at all costs, and the opposing need to belong and contribute to some bigger community. Likewise, we affirm our beliefs in equal opportunity only to turn around and encourage or humiliate others because of their race or gender. 
Each of the thousands of culture in the world have their own values. In general, the values that are important in higher earnings countries differ to some extent from those in lower income countries.  Societies in lower income nations have cultures that value survival: people who are very much poor give priority to physical safety and financial security. These people worry about having enough to eat and a safe place to sleep during the night. Generally speaking lower income societies tend to be traditional and have values that celebrate the historical and highlight the importance of family and religious beliefs, compliance of authority, and conventionality. Societies in higher income countries where people take existence for a given have cultures that value uniqueness and individualism and focus on quality of life. People in these countries think about lifestyle and individual happiness. In general, these counties tend to be material balanced, placing less importance on family ties and religious beliefs and more importance on independence and acceptance of diversity.  An attitude is the way an individual expresses or relates their beliefs and values, and is communicated through their words and behaviour. Attitudes relate directly to our personal and work experience. Attitudes can come from our direct experiences or they may come from observation. Social standards and people can have a strong impact on our attitude. Social norms involve society's rules for what behaviors are considered appropriate. Some of the main components of attitude are: cognitive, emotional, behavioral. The cognitive components are your thoughts and beliefs about the subject . Attitudes can be based on beliefs. The emotional components are how the object, person, issue or event makes you feel- attitudes can be based on feelings. The behavioral components are how the attitude influences your behavior  - attitudes based on behaviour. Along with these values and their components are certain theories that go along with them. 
[bookmark: _Toc396301935]What Is Learning Theory of Attitude Change
Learning Theory of Attitude Change: Classical conditioning can be used to create positive emotional reactions to an object, person or event by associating positive feelings with the target object. Operant conditioning can be used to strengthen desirable attitudes and weaken undesirable ones. People can also change their attitudes after observing the behaviour of others. 
[bookmark: _Toc396301936]Elaboration Likelihood Theory of Attitude Change
Elaboration Likelihood Theory of Attitude Change: This theory of persuasion suggests that people can alter their attitudes in two ways. 1. They can be motivated to listen and think about the message, thus leading to an attitude shift. 2. They might be influenced by characteristics of the speaker, leading to a temporary or surface shift in attitude. 
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Theory of Persuasion: The theory of persuasion suggests that people can alter their attitude in two ways. They can be motivated to listen and think about the message, thus leading to an attitude shift. They can be influenced by the characteristics of the speaker, leading to a temporary or surface shift in attitude. Furthermore, education can contribute to the well being of individuals and society by promoting certain attitudes and values.
[bookmark: _Toc396301938]Role in customer management
The above-mentioned theories and values play a big role in customer management. In modern business customer relationship is one of the most important phenomena, which is concerned not only with the specific attention to the customers, but also with ways and means of retaining the customer base forever and in essence combating one’s competitors. The ultimate aim of any business is customer satisfaction, which will certainly build customer loyalty as a major determinant of a firm’s success. Customer loyalty is important in any role or business. Take for example, a property accountant. A role in property management accounting is to prepare financial statements to internal and external readers and the shareholders. Financial statements need to be accurate and free of bias and errors. During the year employees will enter all receipts and expenses in the accounting system and will deposit all cheques at the bank on a timely base. Bank statements will be reconciled monthly and necessary journal entries will be booked in the accounting system such as insurance, property tax expenses, rebates and discounts from vendors. In the property management it is very important to ensure that all tenants are happy with the service provider to them and that all of their issues and problems are solved as soon as possible. Various issues such as fixing the water leaking, cleaning the snow or fixing the heat simply can determine if the tenant will renew their lease when the time comes for renewal, in other words, creating customer satisfaction.
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The two factor theory presented by E.Hersberg  and his associates developed the “motivation hygiene” theory. They found two factors affecting a job situation – satisfiers and dissatisfies. Satisfiers were related to the nature of the work itself and to rewards that flowed directly from the performance of that work – recognition, responsibility and advancement. The dissatisfactions were related to the context rather than the content of the job – company policies, incompetent supervision, working conditions, salaries, interpersonal relations and job security. Based on my previous work experience, this theory can be associated with any organization or working place. This theory is very relevant to any organization in the current economic and market conditions. In any organization we can see people working extremely hard to achieve their goals and meet deadlines. These employees concentrate on their work and follow the company policy. On the other hand we have the employees that are not working very hard, they are constantly finding excuses why work is not done and why they are not able to meet the deadlines. They are constantly talking with the other employees and usually they complain from the management or from the other employees. Regardless how you try to motivate them they always will be unhappy. Generally speaking these types of people are very unhappy in their personal lives as well. For example, in a position as an Accounting Manager for a property management company, a person supervises and manages both type of employees. In accounting team work is essential for meeting deadlines and providing accurate and timely financial information to internal and external shareholders. It is very challenging to try and motivate the dissatisfied employs to ensure that they will complete the assigned tasks and will not affect the team work. For example when accounts payable person did not pay invoices from vendors on time due to various excuses the company’s image will be affected, the company will have to pay interest if utility bills are not paid on time, and vendors may refuse to work with the company in the future since they are not getting paid on time. On the other hand if a satisfied accounts payable person paid all bills on time the opposite will happen and company’s reputation will be great, company will save on money by not paying interest to the utility companies and vendors will be happy to work with the company and most likely they will gladly offer discounts on any of the services or products they perform.
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Value/Expectancy theory – the theories of Maslow, McClelland and Herzberg are content theories that suggest that individual chooses personal behavior on the basis of 1) expectations that such behavior will result in a specific outcome, and 2) the sum of the valences – that is, personal utilities or rewards derived from the outcome. Expectancy theory is based on the perceptions on the individual worker. For example when two employees the same job may attach different valences for money, the differ in their perception of the instrumentality of performance for obtaining high pay, and differ in their expectations of being able to perform at a high level. Therefore, they would likely exhibit different patterns of motivations. In my previous company I have seen many people that would perform the same tasks with different expectations. For example two accounts payable people that pay invoices to suppliers have different expectations when performing their work. One will be working very hard, paying invoices on time and will expect to be rewarded by receiving a higher bonus at the year-end. This person also expects to have a higher valuation on his/her performance review. The other accounts payable person will be paying invoices whenever they feel like it, will constantly complain and will be expecting help at any time from other workers. This person does not care about the yearend bonus and his/her year end valuation. Everything that this person cares is to come to work without any stress and to go home on time. This person cannot be motivated and regardless what the management will do complaint will not stop. If this person gets a great bonus at year end and a good valuation work performance will not improve or change. Belief and attitude of the person will remain the same and nothing can be done to motivate the person and to bring more value to their work.
Motivational and Value/Expectancy theory can be seen and applied in any company or organizations. Beliefs, values and attitude are formed in the people during their lives and the environment in which they grew up and socialize with others. The biggest impact comes from the families where we are raised and taught what is valuable, what the expectations from us are and how we should behave, work and treat other people in our lives. Working in a company where they have employees from different cultures will impact the working place environment and we cannot expect every one to behave on the same way as we think is appropriate. For example in some countries is acceptable to say things or to behave in one way that in other countries this will be viewed as a bad way of saying it or acting inappropriate. Seems that some people will consistently experience more job satisfaction that others regardless of what tasks they performed.
[bookmark: _Toc396301941]Value Theory
The Value theory argues that almost any factor can be a source of job satisfaction as long as it is something that people value. The values theory focuses on discrepancies between what people have and what they want. The greater those discrepancies, the more dissatisfied they will be. Sometimes organizations do many different surveys and they try to implement what employees would like to see and have at the work place. For example the company I used to work for does a survey every year to find what people think about customer service and the management staff. Surveys are then evaluated and the management takes actions in order to improve the work place environment and to make employees satisfied. The company I used to work for has many employees with different culture and attitude. Sometimes it seems impossible to make everyone happy and satisfied. For example when there was a company event some people will like the organized event, the food and the entertainment, however some employees will be dissatisfied. Even when the next event will take a place at a different location with different type of food some employees will be dissatisfied again. This is an example that even when the company is considered to be a great one not everyone will be satisfied and I think that this seems normal due to the difference in employees’ views, values and attitudes towards the work environment.
Abraham Maslow developed and refined a general theory of human motivation. According to Maslow, humans have five sets of sets of needs. 
1. Physiological needs – these needs will be the basic that a person needs to have in their life like food, water and shelter. This means that everyone is working in order to pay their bills, to be able to buy food, take care of their kids and families. Generally speaking we all need to have a job in order to survive. On the way humans behave and act is usually consistent and the more people have and make the more they demand to have and they continue to look for a better job or opportunity. These make them happier, more satisfied and proud of themselves of what they have achieved and accomplished. Our company is trying to be fair to employee and to provide fair pay and benefits to all employees. 
2. Safety needs – these needs are freedom, security and stability at work which will improve their lives. Organizations need to provide safe working environment to all employees.  Rules and regulations should be in place, which will create a comfortable working environment for all employees. For example our company is constantly review the companies polices and it updates them. Various meeting and training are provided to people at any level of the organization. Fire policy and training are provided on a timely base and false fire alarms are triggered to ensure people can exit the building quickly and safe. People are provided with health and insurance plans which bring comfort to employees and their families. They feel save and they know that any emergency situation is covered. 
3. Belongingness needs – these needs are the friendship and the social interactions at work. In my opinion the interactions at work are extremely important and have a huge influence on employees and the work place. For some people this determines the company that they would like to work and stay for a long time. Management plays a huge role in our company to ensure that all employees are treated fairly and equally. We have a lot of employees that work for the company for over ten years and they feel extremely important and valuable. When employees feel the support of the other employees and the management they value and appreciate their working place. For example when one of the girls lost her husband unexpectedly the whole company supported and helped her. It is amazing to see how the team worked together in order to bring some relief to this employee. 
4. Esteem needs – these needs include employees’ recognition and appreciation. The feeling of confidence, independence and competence makes the person feels good and motivated. For example our company’s policy specifies that everyone should be treated with respect and dignity regardless of the employee position in the company. At the year end all employees are evaluated. Input from employees and the management is considered before making a decision for a salary increase or a bonus paid. Various trainings are provided online or in person in order people to be trained and updated with new information on the accounting system or in their working field. This is a great way of making people more confident and competent at work.
5. Self – actualization needs – these are the needs for people to be creative, and getting promotions at their work place. These needs are very unique to each person is very much related to their believes and values. For example some people are happy at the position they currently hold and they believe that this is the work they would like to perform as long as they work. For another person holding the same position this is only a temporary position until further promotion. Base on my experience these people are motivated and they perform better vs. the person that is fully satisfied with their current job role.
[bookmark: _Toc396301942]Application in Organizations 
Organizations are very complex and the management staff plays a huge roll in determining the work place environment. Employees can change their behavior and believes to align with a great working place. Once the management change and new rules are in place resistance from employees will exist. Based on my experience there is always resistance when new rules are in place. For example when we implemented a new accounting system employees were constantly complaining and blaming their errors on the new accounting system. They did not like some of the futures that the system presented. Over time all the employees that complained accepted the new system and are currently happy to use it. 
It seems that based on the various theories people’s attitudes and values influence their behavior more strongly when counteracting situational factors are week. Financial incentives, conformity and obedience pressures, deindividuation, group thinking, and other conditions may lead people to behave in ways that are at odds with inner convictions. According to the theory of planned behavior and similar models (Aizen, 1991, 2015; Fishbein, 1980), our intention to engage in a behavior is strongest when we have a positive attitude toward that behavior, when subjective norms (our perceptions of what other people think what we should do or how we should act) support our attitudes, and when we believe that the behavior is under our control.  Attitudes have a greater influence on behavior when we are aware of them and when they are strongly held. Sometimes it seems that we act “without thinking”, out of impulse or just a habit. Attitude – behavior consistency increases when people consciously think about their attitudes before acting (Powell & Fazio, 1984; White et al., 2002). In addition, attitudes are stronger and more predictive of behavior when they are formed through direct personal experience, rather than through second –hand, indirect information (Millar & Millar, 1996). General attitudes are better at predicting general classes of behavior, and specific attitudes at predicting specific behavior. Working at different organizations and building our own experience will influence our attitude and how we behave. Based on my experience when we work for a company that is public and it has various deadlines that need to be published the pressure on the employees is huge and they work in a stressful working conditions. Employees are aware of the fact that if they do not complete their tasks on time for a few months they will be under the management pressure and they may have to find another job. This working environment contributes a lot to the entire employee’s team behavior and attitude towards the work and the management team. Lets look at another example where people work at a small private company where the deadlines are not that specific and they have more time to complete their tasks. People feel more relaxed and less stressful. Again, this environment contributes toward their behavior and attitudes. These two examples support the theory mentioned above that the general attitudes predict general classes of behavior. Working for a public company will put more pressure on the employees and the management staff and will create similar behavior and attitude in all employees. Although they all have their own beliefs, they have no choice but to change the way they behave and act in order to have their jobs, to feel secure and to be able to survive and support their families. This is very true and affects especially all the immigrants that leave their courtiers and looks for opportunity in other countries. In the current market conditions all over the world these days, people have no choice but to adapt to the current market conditions, to change their behaviors and attitudes in order to have their dream lives. Workplaces change constantly and management staff is trying to adopt different policies to support and make sure that the working environment is great for employees. On the other hand employees change their behavior and attitude in order to adapt to the working conditions in their organization. 
From my experience, I would try to evaluate employee’s behavior at work and the way they behave.  My previous company had employees from different cultures around the world. As I mentioned earlier it is very challenging to ensure that all employees are fully satisfied with the work they perform. I have taken many courses and webinars to ensure that I understand the reasons of their behavior and the various ways of motivating them. In order for me to be successful at any job, I need to become familiar with the various cultures environment and the various behaviors of different cultures. I have taken different approaches to each employee in order to motivate him/her in order to increase effectiveness and meeting of deadlines that our company is obligated to complete. My previous property management company dealt with people from all over the world since different people will rent an apartment to leave with their families. We would also rent places to various companies that are managed by people with different behaviors, values and attitudes.  Our management team needed to make sure that all government policies are in place and all rules are followed. Many companies’ policies are review weekly and are distributed to all tenants so they are aware of them. The company’s attitude and behavior is extremely important in order our company to be successful in this competitive business and to make sure that all units are fully occupied and there is no vacancy or at least to have minimum vacancy. Our management team tries to understand every tenant and what his/her needs are. We change our attitude and behavior towards every tenant by trying to adopt his/her view and to make tenants happy and feel comfortable in their apartments’ or on the way they run their businesses. Being successful in the current market conditions means changing our attitude and behavior almost every day and making sure we understand every person that works with us. 
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In conclusion, every complaint received needs to be taken seriously and discussed during management meetings. The best solutions are evaluated – cost vs. benefits and the appropriate action is taken to ensure that the problem has been solved and the tenant is happy. For example when we had complaints that at some of the units we had bugs the company hired a third party organization to solve the problem. This made the tenants happy and surely changed their behavior and attitude towards the company. They believed that we have taken all actions in order to solve their problem and to avoid any future potential issues. By doing this the company ensures that they will have a long time tenants and they will refer other people to our company to do business with us. Our management team is organizing various events for all tenants like summer outdoor barbeques and other so tenants feel happy and that we care about them. Based on my experience, it seems that communication is one of the key success to ensure we understand employees, their behavior and attitudes. By communicating through various meeting, emails or text messages with customers, we can understand the problems better and we can understand employees and tenants better and what their needs and expectations are. I try to lead by example and by showing employees how much their work is appreciated and how valuable they are. I believe that this is the best way of managing people at any workplace. I also think that in order for an organization to be successful a great work environment needs to exist and teams need to be socialized all the time. Helping each other and great teamwork needs to exist regardless of one’s own beliefs, attitude and behavior. Current market conditions change daily and current working conditions should change constantly to adapt to the market. Understanding the others and not judging the way they behave and think need to be in our minds as humans. We are all different people, but we must all believe and act on the best way possible based on our thoughts of what is right and wrong. 
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