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Chapter 2 Seminar activity – Restructuring Junction Hotel

Student worksheet 2

This activity is based around the textbook’s running case. 

Preparation: Read the case study below:

Simon Chance likes order and being in charge, but after a week with the management team he has inherited at Junction Hotel, he feels frustrated. ‘This place is a disorganized mess,’ he thinks to himself. ‘No one seems to know what they are doing—it’s unmanageable.’ 

The lack of formal organization is highlighted when Chance asks Meg Mortimer, the general manager, for an organization chart. ‘Organization chart?’ she says with a surprised tone. ‘No, we don’t have one of those. I know everyone personally and we work together as a friendly little group.’ 

Mortimer has been at the hotel for over twenty-five years, from when it was a small organization. Although the hotel has grown, she still tries to manage with a personal touch, as if it still had a small group of staff. 

Chance soon realizes, however, that Mortimer delegates much of the hands-on management to her deputy, Linda Wilkinson. Wilkinson’s role has grown over the years to include responsibility for the reception area, the cleaners, the waiting staff the maintenance staff, and the fitness centre employees. Wilkinson also processes stock orders and similar paperwork—something she generally does in a rush whenever she finds time. 

While concerned about Wilkinson’s workload, Chance also notes that Mortimer can’t resist interfering in these everyday decisions, particularly with the cleaners and the reception staff. ‘I know their jobs inside out,’ Mortimer explains. ‘I used to be a cleaner and I was the main receptionist here for years!’ Chance speaks to Linda Wilkinson, who seems stressed. ‘I feel like I run the place on my own—it’s a lot for one person.’ Chance asks about Mortimer’s interference: ‘Meg feels that she needs to be involved in everything,’ Wilkinson continues. ‘I value her occasional input, but sometimes I would like to be left to get on with it.’ 

Chance notes that Wilkinson becomes more stressed when the conversation turns to restaurant staff. ‘The waiting staff are supposed to be managed by me. But Graham Effingham  . . . well, he thinks they work for him.’ 

Head chef Graham Effingham confirms this confusion. 

I have official control over the chefs, but not the waiting staff. That’s stupid, especially when Linda is so overworked already. So, I tell the waiting staff what to do anyway—it gets the job done. Sometimes they go moaning to Linda when I shout at them, but needs must. They’re probably confused about who exactly is their boss, though. I wish I could just run the whole restaurant without any interference. 

Chance feels that things don’t run as smoothly as Mortimer has suggested, sensing further problems with David Hunter, an old friend of Mortimer who works part-time maintaining the accounts. Mortimer often confides in Hunter and trusts his advice—he often chips in with his thoughts on running the reception area and procedures for stock ordering. ‘To be honest,’ chortles Hunter, ‘who gets bonuses and pay rises is pretty much on my say-so.’ Again, Wilkinson resents this interference. 

While Mortimer’s presence seems to hold the hotel together, Chance can’t help thinking that there are simmering tensions, many caused by a lack of a clear structure, with blurred roles and responsibilities. Furthermore, there is a lack of clear rules and procedures, and paperwork in the files is far from ordered. While Mortimer gives the hotel a veneer of being well-organized and managed, underneath the surface it is ad hoc and dysfunctional. 

A meeting with his team of investors is imminent, and they have given him a clear instruction to get a grip on the hotel and make it profitable. Chance realizes that he needs to bring coherent management and organization to the hotel. 

Chance phones Phil Weaver, a friend and trusted colleague from the football club he runs. Weaver has a reputation as a fixer—his hard-headed, no-nonsense attitude is needed to bring order and organization to the hotel. Weaver is seconded to work two days a week at the hotel to ‘shake things up a bit’. With a roving ‘trouble-shooter’ role, he will take a particular interest in the restaurant and the fitness centre, two areas that Chance wants to develop and make more profitable. 

With Mortimer unable to provide an organization chart for the hotel, Chance and Weaver begin their work by sketching out the current organizational structure. As best they can, they try to show where each person fits into the structure—who reports to whom, and what authority each person has.

Seminar activity:

In small groups, imagine you are consultants advising Simon Chance and Phil Weaver. You are asked to do the following tasks:

1. Can you help Simon Chance and Phil Weaver to create a chart of the current organization structure of Junction Hotel? Think of how it is divided vertically into departments and functions, and horizontally into a hierarchy showing who reports to whom. Draw the current chart and be ready to present it to the group.

2. What specific problems do you think exist with the current organization structure at Junction Hotel? 

3. How would you advise that they redesign the structure to overcome these problems? How do you think existing staff might react to this? Draw your proposed structure and be ready to explain why it is more effective than the previous structure.
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