CAN WORK REALLY BE THIS MUCH FUN?

Kathy Gilcrease, Sam Houston State University

Joseph Kavanaugh, Sam Houston State University

Case Objectives and Use

The case illustrates how the characteristics of a high performance work group can be intermingled with the characteristics of a high performance team in a particular work environment to lead to a group’s success.  Furthermore, it raises questions regarding techniques a group can employ to maintain success after there has been a change in the group’s membership.  After reviewing the case study, students will be able to:  1.  Distinguish between a high performance work group and team.  2.  Acknowledge the characteristics of a team.  3.  Recognize the characteristics of a work group.  4.  Learn the appropriate setting for a work group and a team.  5.  Discover the necessary components that contribute to a group’s success.  6. Learn how to successfully cope with change in a group’s composition.

The case is appropriate for use with undergraduate and graduate management courses studying the work group and team environment including Organizational and Group Behavior Courses, Human Resources Management, and Small Business Management.

Case Synopsis

The case involves a high performance work group, which displays many characteristics of a high performance team in the setting of a small office on a university campus.  Because of the administrative environment in which these employees function, their performance demonstrates characteristics of a high-performing work group when addressing issues of task priorities, setting the work agenda, etc., and characteristics of a strong team when deciding on and managing issues of work process, or how they accomplish their work, singly and collectively.  Through displays of their strong interpersonal relationships, one can see why the group is so successful, but the continued success of the group is in jeopardy when one member announces her retirement.  The group is left with the pending question; can our group survive the change? 

Contact:  Joseph Kavanaugh, Ph. D., Department of Management/Marketing, College of Business Administration, Sam Houston State University, Huntsville, Texas 77341-2056.  Tel:  936-294-1236.  FAX:  936-294-4284.  E-mail:  Kavanaugh@SHSU.EDU.

CARPACIO’S SHOE STORE

Thomas Celli, Jill Kruke, and Cheri A. Young, University of Nevada, Las Vegas 

Case Objectives and Use

Carpacio’s is a high-end shoe store located in Las Vegas, Nevada.  The store is controlled by an experienced store manager, Ava Yamamoto, who also designs and orders shoes for all three stores in the chain.  Heather Rosenberg secures a job at the store in August, 2001, through her father’s acquaintanceship with the store’s owner.  She immediately clashes with Yamamoto who is known as being tough to work for, but at the same time, is respected for running a very profitable store.  Rosenberg feels punished since she kept in the storeroom “tightening” the shoe bins for two weeks rather than being allowed to sell shoes.  Rosenberg develops camaraderie with her fellow employees who share similar stories regarding Yamamoto’s transactional and tyrannical leadership style.  Through her supportive relationships with co-workers, Rosenberg experiences elements of empowerment and feels competent in her ability to sell shoes.   

Following September 11, 2001, Rosenberg’s hours are reduced to zero.  Rosenberg is outraged since she believes she is a better sales person, more reliable, and has at least equal seniority as another coworker who is still working almost full-time.  After four weeks, Rosenberg receives a few shifts.  However, less than two weeks later, she asks for the coming weekend off, claiming a family emergency (she does not tell Yamamoto she wants to visit her boyfriend who is stranded in Canada following the terrorist attacks).  Yamamoto is frustrated with and suspect of Rosenberg’s request.  She tells Rosenberg she can not have the time off and that Rosenberg should call her in three hours with her decision (whether to quit her job or to change her plans). 

Case Synopsis

The readers of the case are forced to question their global and perhaps simplistic assumptions and rules of thumb regarding leadership, empowerment, and motivation, and to recognize the practical and expressive consequences (cultural messages) of managerial activities and actions.  Specifically, the teaching objectives of this case are for readers to:

1) Grapple with various styles of leadership (including transactional, transformational and petty tyranny) and assess their impact on organizational performance;

2) Identify and analyze the practical and expressive consequences of managerial activities and their impact on socialization outcomes (job satisfaction, commitment, work adjustment, and performance) and the communication of organizational culture;

3) Compare various theories regarding intrinsic and extrinsic motivation and to question their applicability to and impact on sales personnel (e.g., do extrinsic rewards like monetary rewards undermine performance?); and

4) Debate whether empowerment of employees is possible with an unempowering and unapproachable leader. 

_____________________________________ 
Contact Person: Cheri A. Young, Ph.D., University of Nevada, Las Vegas 
Mail: 4505 Maryland Parkway; Box 456021  Las Vegas, NV 89154-6021 USA 
Voice (702) 895-4124; FAX (702) 895-4872; e-mail: cyoung@ccmail.nevada.edu 

DEREK ROSS
Darren Oryniak, Workers Compensation Board

John Melnyk, University of Winnipeg

Case Objectives and Use
Derek Ross deals with a subtle situation, and as such is most suitable for an upper-level undergraduate course in Human Resource Management, perhaps in conjunction with the topic of managing in a unionised environment.

Traditionally, decision-oriented cases focus on major incidents or major initiatives.   However, in reality, a great deal of managerial work involves dealing with innocuous day-to-day matters that represent neither significant problems, nor significant opportunities ...until or unless...  The situation facing Derek Ross is a good example of a matter that could easily develop into a problem if not handled skilfully and sensitively.  Therefore, the case is an excellent vehicle to highlight the importance of being aware of context for managerial decisions, and for action planning at an interpersonal level.   It is also an excellent vehicle for an in-class role play.

Case Synopsis
Derek Ross is the manager of the Claims Department of a Workers Compensation Board (WCB).   One of his three direct reports, supervisor Jayne Terry, has presented him with a written request for an adjusted work schedule, to allow her to be out of the office for one business day per week during the academic year in order to pursue a Masters degree in Sociology.  She proposes to make up the time by coming in early and on weekends.

There is no specific policy applicable to this request, but there is precedent at WCB for schedule flexibility for educational purposes, and the organization pays 80% of the tuition for recognized courses of study.    However, the situation is complicated by the fact that Jayne has ten adjusters reporting directly to her, and that some of her work involves client interaction.  She is also a member of the union that represents the adjusters, despite being a supervisor.

Furthermore, while working in her previous position as adjuster she filed a sexual harassment complaint against her supervisor that eventually resulted in his being fired.    This incident somewhat polarized department employees, and Derek has heard through the grapevine that Jayne felt Derek was part of the camp that had sided against her.   However their working relationship to date has been satisfactory.

In this context, Derek ponders how he should respond to this request.

___________________________________________ 
Contact Person: John Melnyk, University of Winnipeg 
Mail: 170 Machray Avenue, Winnipeg, MB
CANADA  R2W 0Z7 
Voice: (204)-586-9463; FAX (204)-586-9463; e-mail: jmelnyk@mba1983.hbs.edu

HARRY DOYLE

Thomas L. Wheelen, University of South Florida

Case Objective and Use


Teaching Objectives:  Communications, Role Theory, Career Management, Stress Management, Abusive Techniques, Advice of Others, Going Over Your Boss’s Head, Values, Motivation, Conflict Management, Theory X and Y, Zero-Sum Game.  This case can be used in an HRM course.  This case can be used in an Organizational Behavior course.  The case can be used in a Management Skills course.  The case works exceedingly well as a role playing case.  The case works well for an exam but must provide specific direction and/or questions for students.

Case Synopsis


Harry Doyle (age 28) was completing the last of  4 six-month assignments in a  manufacturing training program (MTP).  Harry was married, former naval officer, an MBA and had received above-average performance appraisal evaluations on all his previous assignments.


Harry made a concentrated effort to get a foreman assignment.  He felt it was a critical position to obtain and perform well in for future advancement in the company.


Harry was in the 4th month of his last assignment.  He was doing exceedingly well in all aspects of the position, except for a strong value conflict between him and the general foreman, Pete Conigliaro.  The issue resolved around the fact that Pete would berate women working on the conveyors if a major quality control error occurred.  There were 3 quality control checks built into the testing phase of the product – so no product had ever gotten through these 3 tests that was defective.  There were 5 conveyors and a sub-assembly area.


Harry’s approach to being a foreman was that he would treat his women employees as in he would want his mother or sister treated.  Pete and Harry had many heated words over Pete’s comments and actions to Harry’s employees.  These conflicts have escalated to the point that Harry has decided to go to Pete’s manager, Jim French.  He is scheduled to meet with Russ Brown, local MTP representative, at 9:00 a.m. the next day.  Harry has received advice from others to ignore Pete and finish his last two months, since Pete will not change.

Contact Person: Thomas L. Wheelen, University of South Florida

Mail: 6215 Soaring Ave., Temple Terrace, FL  33617  USA

KERRIE’S LEADERSHIP CHALLENGE:  LEADING AN UNPOPULAR CHANGE

Kathleen Gurley and Assad Tavakoli, Fayetteville State University

Case Objectives and Use

This case study is based on experience in a Fortune 100 company facing a decline in the economy and responding by establishing goals for reducing operating costs.  The case focuses on the leadership required to manage this change and the role of the Human Resources Leader as an internal change management consultant supporting the senior management team.  Part A depicts the General Manager’s leadership style and the dynamics within the senior management team as they evaluate various potential strategies to meet the goal.  The student is encouraged to evaluate the effectiveness of the GM’s style and to appreciate the difficulty of building a cohesive senior team.  Part B deals with the implementation of the strategy chosen and the approach taken to build involvement and commitment to the change lower in the organization.  Key aspects of leading change that the student should realize are weak include a clearly articulated rationale for change, a compelling vision, dealing with resistance, and a clear governance structure for the change initiative.

The teaching note was written for graduate courses in Organization Behavior or Change Management and should be used after a framework has been introduced for managing major organizational change.  The case may also be useful in undergraduate courses in Organization Behavior and Principles of Management to demonstrate concepts such as team dynamics, diversity and leadership style.

Case Synopsis

 
Kerrie, the General Manager of a large business unit in a financial services company, has a successful track record of growing the business, but is now faced with leading an unpopular cost reduction initiative.  In Part A of the case Kerrie decides to use a team-based approach to developing and selecting strategies to meet the 20% cost reduction goal that has been set for her business unit.  Kerrie has made progress in building an effective team, but she knows that the cost reduction decisions will be a test for her team.  Kerrie is also aware that the strategies selected will impact a large number of employees, and she asks her Human Resources Leader to provide guidance in developing a change management plan.  

Part B of the case describes the implementation of the strategy selected.  A redesign team is formed and chartered to develop a team-based design for account management that optimizes the allocation of resources.  Competitive benchmarking demonstrates that other companies are taking advantage of the internet and telephone to provide a more cost effective approach to account management.  A task analysis survey completed by the Account Managers shows that they are spending a lot of time on low value tasks.  The redesign team is developing recommendations but looks for help from the senior management team in dealing with the anger and resistance in the account management workforce.

____________________________________________________________________

Contact person:  Dr. Kathleen Gurley, Fayetteville State University, Fayetteville, NC 

Mail:  SBE, Fayetteville State University, 1200 Murchison Rd, Fayetteville, NC 28301

Voice: 910-672-1319; FAX: 910-672-1698; e-mail:kgurley@uncfsu.edu

Recruiting Challenges at Cintas Coproration

Woody D. Richardson and Brien N. Smith, Ball State University

Case Objectives and Use

The case presents a good springboard for discussing the recruitment process and the importance of an overall recruitment strategy for an organization.  The case demonstrates the common practice of sending employees to their alma maters to recruit.  Students are asked to describe what kind of information they would need before considering a job offer.  Students could then describe the demographics and qualifications of the recruiter needed to convey this information.  Finally, the students could describe the key presentation components that Cintas could consider using in recruiting to its Management Training Program.

The case presents a good opportunity to explore student’s expectations regarding the job market in general and their specific desires regarding a suitable employer.  You may ask students to visit your own career center or one of the many websites providing salary information to obtain salary ranges for jobs of interest to each of the majors represented in your class.  This may serve as a “reality check” for many of the students who have not been collecting this information.

This case is intended for use in an Employee Selection class in a discussion of recruitment practices.  Alternatively, the case can be used early in the Business Policy course.  The case is short enough to be easily covered in one class period or as a part of class period if using a recruitment lecture.  

Case Synopsis

The case follows, Jason and Patrick, two service area managers for Cintas Corporation as they return to their alma mater to recruit for the company’s Management Training Program.  A senior-level Business Policy class constitutes their audience for the presentation.  Cintas is the largest uniform provider in the United States with sales of over $2.2 billion in 2001.  Jason and Patrick briefly present a description of Cintas and its outstanding achievements (e.g. 32 consecutive years of growth in revenues and profits, making Fortune’s list of Most Admired Companies, etc.).   They project that the company will expand its workforce from its current level of 24,000 to 47,000 in 10 years. They also describe the 2-year Management Training Program open to all business majors where trainees rotate through all aspects of the business. 

At the close of the presentation only 3 students pick up information on the company leaving Jason and Patrick to wonder what went wrong.  Patrick and another alumnus of the University were scheduled to visit a junior-level class in one month.  As the case closes the two are in a quandary over what if anything should be done differently for their next visit to campus.

__________________________

Contact Person:  Woody D. Richardson, Ball State University, Muncie, IN 47306

Mail: Department of Management, 2000 W. University Ave, Muncie, IN 47306-0350

Voice: (765) 285-5236; FAX (765) 285-5308; Email: wrichardson@bsu.edu.  

TEAM ONTARIO

Robert J. Ellis, Wilfrid Laurier University

Case Objectives and Use

This case explores the relationship between managing sports teams and managing teams in organizations.  The purpose was to discover insights into managing teams that would be applicable in both domains.   Most students reading this case will have played on sports teams, so there should be both interest and comfort in discussing the issues.  This sports case should also appeal to women, as the broader context for the events described here was the resurgence of women’s participation in sports.   The case would be appropriate for undergraduate and graduate courses in organizational behaviour and leadership, and in particular for sessions on team development.

The specific objectives of this case are to: Examine the clarity of a leader’s purpose and goals, and in particular, the relationship between short-term (winning) and long-term (development) goals; examine the factors that contribute to the development of a cohesive team; and examine the factors that contribute to the learning of new systems and new roles in teams.

Case Synopsis

This case describes the experiences of the coaches and players of Team Ontario as they prepare for the upcoming Canada Winter Games.  For the players, being chosen to represent Ontario at the Games was a huge step in their development.  For Bill Bowker, being appointed Head Coach was a culmination of a long career in hockey, first as an aspiring player and then as a successful minor league coach.  Coach Bowker faces some daunting challenges in this role.   He must build the players into a cohesive and skilful team in just 5 weekend training camps.  Some of the players had played with each other in the past, but many more had played against each other.  At the same time as the coaches were trying to mould the players into a cohesive team, they were also teaching them how the game was played at a higher level.  Although the players were all-stars from their respective leagues across Ontario, many were finding the transition to a higher competitive level to be a trying experience. 

Contact Person:  Robert J. Ellis, Wilfrid Laurier University

Mail:  75 University Avenue West, Waterloo, Ontario, Canada, N2L 3C5

Email:  bellis@wlu.ca 

The 3rd Exam

Clark S. Kincaid, University of Nevada, Las Vegas

Case Objective and Use

This case is designed to help students respond to human performance questions with greater sensitivity, sophistication and thoroughness.  The case may seem simple upon first glance, however, upon further review; issues of group behavior, motivation and decision-making present some challenging dilemmas.  Additionally, this case intends for students to reflect upon their own educational motivation and academic behavior.

This case may be used in courses in organizational behavior, human resource management, ethics and teaching.  In this case, students are challenged with a situation that does not have material evidence of wrongdoing.  Students must make decisions and justify them.  This case will challenge students preparing for a career in education to examine their personal teaching philosophy

Case Synopsis

In the first part of this case, Dr. Greg Gatlin an instructor of organizational behavior had just delivered his third examination of the semester.  While scoring the scantron portion of the examination, he noticed an unusual silence when running five of the answer sheets through the scantron machine.  Gatlin made specific note of the students that performed so well on this examination and he was puzzled.  The students performing at such a high level on this examination were not those he would have assumed.

Upon further investigation of his course records, Gatlin discovered the five students shared many similar characteristics.  The four males were all members of the same fraternity and had particularly poor attendance records.  The lone female student was a member of a sorority and while not having as poor attendance as the males; she did not attend class on a regular basis.

The five students examination scores were significantly better than the class average (75%) for this examination, ranging from 94% to 100%.  Gatlin is confronted with the question of what he should do with the suspicious test results, and no specific evidence of cheating.

In the second part of this case, Gatlin confronts the students about their examination results.  The five students admit to cheating on the examination and Gatlin has them each write a one-page paper on what should be the consequences of their actions.  The five papers submitted to Gatlin are very different in tone and acceptance of responsibility of the deviant behavior.  The Code of the College does not provide specific direction on how a case of academic dishonesty must be dealt with; great latitude is given to the instructor in dealing with the situation.  Gatlin now must decide what he should do with the five cheaters.

___________________________________

Contact Persons:  Clark S. Kincaid, University of Nevada, Las Vegas, Las Vegas, NV

Mail:  4505 Maryland Parkway, Box 456022, Las Vegas, NV  89154-6022

Voice (702) 204-3130; FAX (702) 895-4871;email: Kincaid@unlv.edu
