Unit 10 Assignment
Zero Hour Cab Company

Michelle Adams has been the maintenance supervisor for a Zero Hour Cab Company for almost a year.  Recently, she has been very concerned because the cab drivers were not reporting potential mechanical problems to the maintenance department.  On a number of occasions a cab left the garage with major problems of which the previous driver was aware, but had not reported to maintenance.  Calling out the field teams to fix a breakdown is costing the company a lot of money, dissatisfied customers, lost tips for the drivers, and extra expense.  

To counteract this problem, Michelle has implemented a preventive maintenance program.  It required the drivers to fill out a detailed report when they suspect any mechanical problems in the taxis they have been driving.  She sent a written personal memo to each driver explaining the program, asking the drivers to report any mechanical problems so they can be fixed before they became serious. The program has been in effect for several weeks, but Michelle has discovered that only a few of the drivers are actually making the reports.  

Michelle has sent a follow-up memo urging the drivers to fill out the maintenance forms and warned them about the serious consequences of field breakdowns.  Since she rarely sees the taxi drivers, unless they bring their cabs into the garage for repairs, Michelle also asked the dispatchers to encourage drivers to support the program.  These actions have done little to improve the level of driver cooperation.  

In frustration Michelle has met with some of the taxi drivers informally, to find out why they are resisting the maintenance program.  She learned that they regarded the reports as just another paperwork exercise that made more busywork for them.  The drivers doubted that management was serious about spending more money to keep the taxis in good running order.  Finally, even when a taxi went into the garage for preventative maintenance, it was not always obvious to the drivers afterward that the repairs had been made, or what benefits resulted.



Your assignment:

Michelle has been able to convince top management that the maintenance issue is important enough to be a strategic goal for the drivers.  She has now been assigned to design a way in which drivers will be motivated to report problems, and also to measure the compliance of the drivers to this rule.  She has determined that the best way to do this is by tying the reporting of errors to the performance evaluation system.  At Zero Hour cab, performance evaluations for the drivers are performed by the dispatcher/supervisors for each of the geographic units.  There are 8 units and therefore 8 supervisors administering performance evaluations.
Michelle has decided to use the chart on page 445 of your textbook as the basis for her recommendation.  Using the chart as a model, five groups will be formed.  The groups will have the following assignments:

Group 1:  How will the system be used?  What will the performance evaluation system be used to motivate the drivers?  The drivers are evaluated on several factors.  How important is maintenance reporting relative to other factors, and how will you make the performance evaluation reflect this?
Group 2:  Who should do the evaluation and how?  Since she is not currently doing the evaluation, how will Michelle get her issues into the evaluation system?  Should she be directly involved in each evaluation?  If not what mechanism should she use to make certain the issues are covered?  If the drivers are being evaluated by the maintenance people, should they maintenance people be evaluated by the drivers?  Can this be linked to compensation or rewards?  If so, how?

Group 3:  What will be evaluated?  What specific measures of success will be used? Since there are multiple drivers for each car, how will you determine who is at fault if a breakdown occurs?  Is reduced breakdowns an acceptable measure of success?  What else could be measured?
Group 4:  How will the drivers be evaluated?  Should absolute or relative measures be used?  Should a forced ranking be used?  Why?
Group 5:  The form of the evaluation is not critical at this point.  Instead, group 5 should address reasons why performance measures fail (pages 458460 of your text).  What can Zero Hour do to avoid these pitfalls?
