Week 4
Zero Hour Cab Company
Michelle Adams has been the maintenance supervisor for a large taxicab company for almost a year.  She was 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 that the previous driver was aware of, but had not reported.  Calling out the field teams to fix a breakdown was costing the company considerable trouble, dissatisfied customers, lost tips for the drivers, and extra expense.  

Michelle implemented a preventive maintenance program that required the drivers to fill out a detailed report when they suspected any mechanical problems in their taxis.  She sent a written memo to each driver explaining the program and asking drivers to report any mechanical problems so they could be fixed before they became serious.  After the program had been in effect for several weeks, Michelle discovered that only a few of the drivers were making the reports.  

Michelle 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 saw the taxi drivers, unless they came into the repair garage, Michelle also asked the dispatchers to encourage drivers to support the program.  These actions did little to improve the level of driver cooperation.  

At this point, Michelle met with some of the taxi drivers informally to find out why they were resisting the maintenance program.  She learned that they regarded it 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 what repairs had been made or what benefits resulted.

QUESTION:

Form groups.  You are advising Michelle.  She has no "legitimate power" over the taxi drivers, because she is the maintenance manager, not their line supervisor.  Using the knowledge you have gained in this class, design a program to exercise her use of power and leadership in getting the drivers to participate in the reporting program.  Please give me a step-by-step approach, outlining each step of your recommendation, and state why you think it will work.  We will discuss this at the end of class.
