TMA 01

Part I:

Dear Chris Pike,

I have identified some of the problems affecting your branch of Zinn’s Burgers and Pizza and the business as a whole. Staff problems seem common and this may be due to a lack of, or lack of adherence to, formal procedures. This may be made worse by the fact that staff turnover is high due to a heavy reliance of student employees. Also during periods of peak trading, namely late at night, there is often no formally trained manager on site and therefore formal procedures at these times may suffer. In fact the case study states that ‘despite regulations, levels of service and product quality seem to be deteriorating’. Another problem arises when impromptu changes to formal procedure, without consultation with and clearance from head office, leads to less continuity in business structure.

Preston (2006, pp. 37-8) states that a clear and public business structure should:

“Enable participation - the structure underpins how power and accountability operate within the business.

Provide a framework - It is the structure that makes it clear who is doing what and helps people to work together.

Provide continuity - Without a structure there is a tendency for people to constantly set up new systems and procedures in response to new situations.”

In a business without structure there would be no agreed way

of making decisions and decisions could be open to reconsideration whenever anyone was unhappy with them. An example from the case study shows that when the manager “withdrew ‘formal’ benefits” without consultation, “there was a sudden increase in employee departures”.

A formal business structure can help to keep informal practices in check. Freeman (1972-3, pp. 152-3) states that “This is not to say that formalization of a group structure will destroy the informal structure, it usually doesn’t, but it does hinder the informal structure from having predominant control.” This is clear from the case study, as after unauthorized changes to the group structure, the informal structure got worse; “an ‘us’ against ‘them’ attitude became apparent”.

“Business structure is pivotal in the relationship between ‘task’ (what the business does) and ‘process’ (how the business does it)” as stated by Preston (2006, p.35-6). The case study shows the business (employee) structure to look like this:

Configuration of the business structure, as argued by Pugh and Hickson (1968), shows the shape of the role structure. From the diagram it is clear that there is a long chain of command between head office and the night managers responsible for the restaurant at peak times, thus the night managers have less authority and become ‘out of touch’. The case study 

shows that   “although theoretically the night managers have complete control...they did not command the respect that the manager or assistant manger did”.

I would suggest that the night managers receive formal training and therefore have the same authority as the daytime managers. This will shorten the chain of command between the night managers and head office. It will also ensure that during late night peak periods there will be a member of staff with authority to supervise employees. The case study shows that more formal supervision “appeared to have worked and the amount of food waste decreased”, the night managers should provide this supervision. Also unauthorized changes, such as to formal employee benefits, must stop so that there can be continuity throughout all the branches going forward. Head office should be consulted by the area supervisors and managers when any problems or queries arise. It could be suggested that head office update the operations manual to negate deteriorating standards of service and product quality.

Robert Goldsmith

Part II:

TGF Activity 1.2 - Using Metaphors

This discussion has shown me how to look at businesses and business definitions in different lights. It has become clear that there is no one specific way to look at or define a business organisation. All businesses operate in a myriad of different

ways and thus can be looked at in different ways. No two people will come to the exact same conclusions or definitions when looking at the same business. Morgan’s metaphors therefore provide a set of ‘lenses’ through which business organisations can be seen in different ways. Morgan’s framework is just one useful way of understanding businesses, it is not meant to suggest fixed types of businesses, in fact more than one metaphor or a mixture of metaphors can be used for the same business. Also as the business changes according to circumstance and over time, so will the metaphors used to describe that business. Although morgan’s metaphors can’t provide a strict ‘one size fits all’ way of looking at business organisations, they do provide a great way of seeing the differences and similarities between organisations and therefore help one to look at businesses in context.
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