Chapter 18 Organizational Change
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Synopsis

Change is one of the challenges every manager can count on facing, as the employees and managers of Student Advantage attest in this video segment. Acquisition has been one of Student Advantage’s most successful growth strategies, and the company’s managers recognize the potential for corporate cultures to collide instead of meshing in the course of this kind of change. They discuss several strategies they have used to avoid conflict between cultures and other aspects of change that, for this firm, has so far been mostly top down.

Discussion Questions
1.
Do you think Student Advantage’s reliance on teamwork would help managers’ efforts to implement change within the firm? Why or why not? What can a company do to ensure that teams promote needed change instead of resisting? 


Students’ opinions may vary but it seems likely that teamwork would be an asset to change in this firm because employees are motivated to achieve group goals. Lowering group resistance to change requires ensuring that group norms are not unnecessarily threatened, that cohesiveness does not lead to groupthink, and that groups are not permitted to fall back on escalation of commitment when change is called for.

2.
Can you recall any instance in which you witnessed or experienced conflict during a period of change in an organization? What do you think was the reason for the conflict, and how was it resolved? 


Responses will vary according to the situation. Students’ experiences might point out the differences between evolutionary and revolution change, or between top-down and bottom-up change.

      3.
What are some of the potential sources of external change for a firm like Student Advantage? How can an organization be forewarned about these kinds of changes? 


External change can come from any factor of the external environment including economic, political, legal, competitive, demographic, social, and ethical forces. An organization is best forewarned by maintaining a constant watch on the forces most likely to affect its operation.

4.
How does a service firm like Student Advantage control quality during periods of change? What elements of total quality management (TQM) apply to service firms? 


The principles of TQM apply equally to manufacturing and service firms and focus on taking continuous incremental steps toward higher performance, with all the organization’s functions cooperating to improve quality. Students should mention at least several specific TQM principles such as creating constancy of purpose toward improvement, replacing reliance on inspection with programs to build quality in from the beginning, minimizing total cost, elevating training and leadership, eliminating fear and barriers to communication, decentralizing decision making, and empowering workers by placing management in the role of facilitator rather than supervisor.

5.
Why would a firm’s managers resist certain changes imposed from outside the organization? List as many sources of such change as you can and the reasons you think an on organization would oppose them. 


An organization might resist political and legal changes it felt would be detrimental to its business, such as surcharges, use taxes, tariffs, quotas, embargoes, pollution controls, hiring quotas, safety regulations, antitrust laws, price ceilings and other kinds of restrictions. It might also resist changes that appear to be illegal or unethical, such as price fixing schemes, the payment of bribes, or the user of insider information for financial gain. Firms have also resisted unionization, minimum wages, and various work-life benefits such as family leave. Students will undoubtedly suggest additional examples.
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