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Problem Situation:

George Stewart is Vice President of Customer Services, which has six departments: Order Processing, Credit, Billing, Accounting, and Customer Communication.  Overall the departments are staffed by experienced people and are running smoothly.  All department procedures and jobs are well documented.

George has just received a telephone call from Bill Moro's wife.  She told George that Bill had suffered a severe heart attack and he would have to have major surgery.  He would not be able to come back to work for six to eight weeks.  Bill is the manager of the Order Department, which does the initial processing and set-up of all incoming orders and maintains customer records.  Charles Nelson, who was Bill's Assistant Manager was promoted recently and now works in another division.  Other than the Assistant Manager vacancy, the department is fully staffed with qualified people, but none is qualified for management.

George believes that specialization is the key to high levels of efficiency in his operation.  Each of the department heads have extensive experience in their special area and have been promoted up through the ranks in the department that they not supervise.  Their average years of service with the company is fourteen years and all have been in their present position at least three years.  This is the first time George can recall that a department has been without both a manager and an assistant manager.

George is seriously concerned because the peak sales season begins in one month and approximately 60% of the total annual orders are received in a period of approximately two months.  During this time, it is usually necessary for the department to work heavy overtime and good supervision is very critical to the department performing effectively during this critical time.  The peak season also means additional work for his other departments, but not to the same extent as the Order Department.

What would you do if you were George Stewart?
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