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Learning objectives

* To explore the value differences that may exist between
family orientation and work culture, and the conflict that
may occur between work and family.

¢ To develop communication strategies which lead to conflict
resolution.

The case

Background

Brighter T-Shirts Limited was established 10 years ago by Trevor Barnett
and his wife, Jeanette. The company, in the business of clothing manu-
facturing, is based in Hamilton and employs 250 people, including six office
staff. Trevor and Jeanette's eldest daughter, Caroline, joined them four years
ago after completing her Business Studies degree, majoring in marketing at
Massey University. Caroline assumed the position of production manager. The
management team compromises Trevor (general manager), Jeanette (Trevor’s
part-time personal secretary and board chairperson), Caroline, and John (the
company accountant). The staff consists of office clerks, salespeople, and ware-
house production and dispatch workers.

Marena, a 32-year-old married woman with three children, works as a re-
ceptionist for the company. She is regarded as responsible and hard-working
by company management. Her children are aged six, eight and 10. They attend
after-school care until 4.00 pm when Marena’s husband can pick them up after
work. Marena starts work at 9.00 am and finishes at 5.30 pm. The school is
only five minutes drive from Brighter T- Shirts Ltd, and so she is able to care
for the children before school and drop them off on the way to work. During
the school holidays the children attend holiday programmes and spend time
with their maternal grandparents. Over the two years she has worked for the
company, she has had six days’ sick leave to care for her children and/or her
elderly mother-in-law.

Brighter T-Shirts Ltd has grown rapidly in the last five years and operate
in a highly competitive business environment. The company has establishe
an excellent reputation, largely due to their innovative marketing of qua
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garments. This innovation also extends to some of its business practices.
Management-staff relationships are, on the whole, excellent. Staff have a
vested interest in the well-being of the company, as part of their remune-
ration is through company profit bonuses which are announced at a staff
meeting every six months. At this meeting the views of staff are actively
sought to discuss any ideas and/or problems they may have. There is pro-
vision for sick leave (seven days per year) and, as most of the production
workers are women, it is stated that this leave can be taken to care for sick
dependants.

Two months ago management realised that profits were significantly
lower than expected. This has not yet been discussed with staff and would
not be, at least officially, until the next general staff meeting and bonus
pay-out in two months’ time. After a long buoyant period, John and the
family have become very aware of their vulnerability. The upturn in the New
Zealand economy has seen a burgeoning of small businesses stepping into
available niches, including the rag trade. Caroline has clashed increasingly
with her parents and John as to the best course of action to take. Trevor’s
perception is that the company’s traditionally hierarchical management
structure has served it well, but his daughter believes that it needs to
restructure in order to face future challenges with more creative decision-
making processes,

The incident

Caroline has had an unproductive lunch-time meeting with her father and has
been working with John on the latest production forecast. She becomes
concerned when she hears Marena on the phone in the reception area, clearly
having a private conversation while a client is waiting for service.

Caroline attends the waiting client and, as she does so, she gives Marena
a ‘meaningful’ look. Marena, realising that Caroline is annoyed with her,
quickly finishes her call, saying
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This is because she has been talking to the secretary at her children’s school
about arrangements to care for her youngest child who has suddenly been
taken ill

Marena offers to take over the client from Caroline, but her efforts are
ignored. She feels frustrated and guilty as she has not satisfied Caroline
through not being available for a few minutes to do her job. In addition, she
has not solved the problem of her sick child. She would like to leave work
to pick up the child and take him home, but feels it may ot be politic at the
moment to ask for the time off. Instead she phones her husband at work to
see if he can pick up the child. This exchange takes about five minutes. Marena
also phones the school to let them know of her arrangements as it will take
her husband at least 20 minutes to get to the school. After doing all this she
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is satisfied that her overriding concern has been dealt with, if not as satis-
factorily as she would like.

Meanwhile, Caroline has served the client and another who had telephoned
with a query about an order. Caroline is furious that Marena had the cheek
to continue making private calls when she had indicated earlier that this was
not acceptable.
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Marena, quite taken aback at Caroline’s tone, becomes flushed with anger,
which Caroline interprets as guilt and embarrassment. Marena makes an effort
to control her anger and starts explaining the cause of her calls. Caroline, who
feels she has already wasted her own and the accountant’s time, does not
allow Marena to finish her explanation and warns Marena her job could be
at risk and she'd better decide where her loyalties lie. Marena becomes
embarrassed as well as angry as this conversation takes place within earshot
of the accountant and the two office clerks. She asks Caroline if she may see
her privately for a moment but, exasperated by the thought of spending more
time on an issue that seems relatively unimportant, Caroline shouts at her.
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At that moment Marena’s phone rings but she is so upset she barely hears it
until Caroline snaps,
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1 Identify the major characteristics of Brighter T-Shirt's
organisational culture.

2 (a) Where do you think areas of conflict may occur between this

culture and that of Marena’s family values?
(b) How could this conflict be overcome? Use the following,

problem-solving guidelines in coming to a solution:
« diagnose the problem areas;

think of alternative solutions to each problem;

predict the likely outcomes;

evaluate the solutions and possible outcomes;

make decisions and substantiate them.
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