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Case Objectives and Use
This case describes the everyday problems and predicaments occurring in a unionized housekeeping department of a hotel that has not taken a proactive and collaborative approach to its labor relations.  Because of strained relations between the union and management, and the unionized employees’ engrained ways of performing their tasks, the housekeeping managers are experiencing difficulty in implementing new cleaning standards. In fact, the managers of the housekeeping department are practically impotent when dealing with the union’s Business Agent, although one Assistant Director of Housekeeping has learned how to “bend the rules” and lie to the Executive Vice President in order to develop a working relationship with one of the influential housekeeping employees.  The case highlights the difficulty of implementing any kind of change in a union environment, demonstrates the necessity for managers to develop alternative sources of power, challenges one to create new ways of motivating long-tenured, union-protected employees, and forces one to grapple with the ethicality of a manager “exchanging favors” with an employee in order to win his/her loyalty and cooperation. The case was written for use in business or hospitality school upper-division undergraduate and graduate courses in labor relations, organizational behavior, and human resources.

Case Synopsis
The Executive Vice President of the Davidson Hotel in Midtown Manhattan, Sam Khanan, is concerned and increasingly frustrated about the cleanliness of his hotel.  Having rebranded the hotel as a Davidson Hotel, his property has to adhere to the rigorous and strict cleaning standards necessary for being part of a full-service global hotel company that operates, manages and franchises more than 410 hotels and resorts in 63 countries.  Increasing customer complaints and “secret shopper” reports from corporate were forcing him to confront this issue that he had been dealing with for years.  Even with a newly hired Director of Housekeeping, Local 6, the union representing the housekeeping employees, seemed to thwart everything the department tried to do to increase adherence to cleaning standards.  It seemed like the Business Agent from Local 6 was always threatening the managers of the Housekeeping Department or making one of them apologize for something.  Although the Housekeeping managers were begging for more staff, Khanan thought they were adequately staffed and was not convinced that extra staff would solve their problems.  He ran a tight ship, prided himself on knowing what everyone was doing, and insisted that all decisions be run by him before implementation.  He believed that his labor budget for the housekeeping department was more than adequate.  
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