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• 


SECTI()N A: COMPULSORY 

QUESTION 1: Read the case ami anSWCI" thc qucstions bclow: 

CASE: LEIGH RANDELL 

Leigh Randell is supervisor or in-Ilight servIces at the Atlanta base of Omega 
Airlines, a successful regional air carrier with routes throughout the South and 
Southwest. In addition to Atlanta, it has bases in six major cities. 

Randell's job involves supervision or all in-night services and personnel at the 

Atlanta base. She has been with the airline for seven years and in her present job 
f()r two years. Allhough preferring flying to a permanent ground position, she 

decided to try the management position. In her job, she reports directly to Kent 
Davis, vice president or in-flight services. 

During the past year, Randell has observed what she believes is a great deal of 
duplication or eJ'/()rt between ilight attendants and passenger service personnel in 

Lhe Lerrninai with respect 1O paperwork procedures for boarding passengers. ThIS, 

she bel ieves, has resulted in unnecessary delays in departures of manyt1ights-­
especially through llights (those that don'1 originate or terminate in Atlanta), 
because most Omega through nights stop in Atlanta, 

Randell believes that such delayed departures are probably not a major problem at 
Omega's other hases or at smaller airports. 'rhus, she has decided to try to 

coordinate the efforts or flight attendants and passenger service personnel with a 

simpler, more efficient boarding procedure, thereby reducing ground time and 
increasing passenger satisfaction through closer adherence to depatiure times. 

r11 this respect, she has, on three occasions during the past two months, written 
memos to Tom Ballard, Omega's passenger services representative at the Atlanta 

base. Each time, Randell has requested information regarding specific procedures, 
lime, and costs i()r boarding passengers on through nights. She has received no 
reply from Tom Ballard. His job involves supervision of all passenger service 

personnel. [[e has been with Omega for live years, having joined its management 



Page 3 of 5 BUS 232, BA 214, BA 32411DE (M) MAY, 2018 

training progl'am immediately aner graduating from college. He reports directly to 

Ahll1 r~rock, vice president ol'pnssengcr services at the At](lllta base. 

Exhibit I presellts the organization structure ['or the Atlanta base . 
• 

I ,(1sl week, J ,eigh wrote a memo to Kent Davis: 

'For several months, I have been trying to develop {I new method for facilitating 

the boarding (~l pllssellger,\' Oil throllgh flight~, by more c/ose(~' coordinating 

e.florts (~lln-Flight Services and Passenger Services. The re,\'ults would he (l 

ret/uction in clerical work, costs, and ground time anti closer adherence to 

departure times for through flights. Unfortunately, I have received no 

cooperation {It all in my efforts from the passenger services representative. I have 

made three written reque.\'ts for information, each of which has heen ignored. 

Needless to say, this has been frustrating to me. While I realize that my belief~ 
may not always he correct, in this instance I am on(y trying to initiate something 
that will be heneficial to everyone involved: 
Pa.\'senger Serl'ices, Tn-Flight Services, (lnd most important, Omega Airline, J 

would like to meet with you to discw·;s this matter {lnd the possihility ofmy 

tram.ferring back to flight duty'. 

Kent Davis summoned Alan Broek and Tom Ballard to hastily called 

conference. Tom Ballard was mildly asked why he had not furnished the 

information that Randell had requested. 

"Too busy," he said. "Her questions were out of sight. There was no time for me to 
answer this sort ofreqllest. [Ive got ajob to do. Besides, I don't report to her." 

lf13ut Tom, you don't understand," Kent Davis said. 

"All Leigh Randell is trying to do is improve the present system of boarding 

passengers on through /lights. She has taken the initiative to work on something 
that might benelit everyone." Tom Ballard thought for a moment. "No," he replied, 
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"11 didn't look like that to me. You know J've also had ideas on how to improve the 

system for quite some time. Anyway, she's going about it all wrong." 

EXHIBIT 1 

OMEGA, ATLANTA: ORGANIZATIONAL CHART 

Questions :­

President 

'Omega Airlines 

Vice President. of 
Passenger $ervk~s:"""':Atlanta 

/\!on Brock 

Passenger Services 
Represerltativ~Atlanta , ,,- . - ,- ',--~-1".:~" ,,, :'/'-' ___ . <, .", \" , 

·...LeighRf'ln~·.~h:;;,·:·',·F,::".···Tom Ballard 

sup~rvi~~nc).fi
.serYice~i\tl· 

_'1t_ ) 	 In your own opinion, why is horizontal and diagonal communication 

morc di fficult to attain and what remedies would you recommend to 

the management of Omega Airl ines to ensure effective 

communication throughout the organization 110 marksl 

b). \Vith this kind of an organizational structure, by what other means 

would Randell have requested the information ['rom T0111 Ballard? 

15 marksl 

c). 	 Discuss the general barriers to communication. [25 marksl 

ITotal marks 40) 
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SF:CTION B 

Answer any three (3) questions from this section . 
• 

QUESTION 2 

ill OrgalliL,aLionai Chang~ and l)~v~lopm~nl, il is ~ss~ntial for managers to 
understand and effectively manage resistance to change. Explain the major reasons 
/()r resistance to change exhihited hy ernployees at workplace. 120 marks] 

QUESTION 3 

Many jobs are designed so that employees are rewarded not only for their 
individu211 contribution but also I'or their work. in groups and teams. Discuss with 
relevant examples, the various approaches to job design. . 120 marl{s] 

QUESTION 4 

rlpvp\nnnlpntDic:ellC:" ollidl,linl'" f(w rn~ln~lOlnn eh throlloh ...., - ...... 0" ........• "' •... ""0"
·········0···0 ---. ""r'"-''' 

iilkrv~111ions. 120 marksJ 

~UESTION 5 

Using relevant examples, discus the individual behavioral factors that influence 
decision - mak ing process. [20 marksl 

QUESTION 6 

Teams are increasingly becoming the primary means for organizing work in 
contemporary organiz~ltions. 

a. Discuss reasons why teams are rormed. [12 marksJ 

h. Explain the requirements fix effecti ve teams. 18 marks] 

ITotal20 marksj 


