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SECTION A: COMPULSORY

QUESTION 1: Read the case and answer the questions below:

CASE: Terry’s Dilemma

Terry has worked for Dutchman Enterprises for seven years. Dutchman is a call center that
handles customer service enquiries (e.g., questions about bills) for several major credit card
companies. Since starting with the company, Terry has progressed from mailroom worker to
customer service representative, and he is now senior customer service specialist in the call
center. Terry’s technical skills are unmatched, and there is no customer service problem in the
department that he doesn’t know how to fix. Terry’s supervisor, Frank, is a new college
graduate, and while Frank is fine with the department’s everyday administration, when
something out of the ordinary happens, he has the sense to seek out Terry for advice. Truth be
told, not a thing happens in the department without Terry’s informal approval.

Terry enjoys the attention and respect he gets as the go-to person in the department. Even
though it is technically against the rules, Terry, not Frank, writes the work schedules (Frank
admits that Terry knows who what best). Not surprisingly, Terry has been known to use the
schedule to recognize or punish his fellow colleagues in the department.

Terry didn’t always have such an enviable position. He failed to graduate from high
school and the neighborhood “club” of which he was president was characterized by many,
including the police, as a gang. At the urgings of Terry’s parents, a close family friend- “Uncle
Jake”—took a personal risk and got Terry the Job at Dutchman. Jake set up a weekly lunch
appointment with Terry to help him set his priorities and focus on his future. Through these
mentoring sessions, Jake encouraged Terry to get his GED and then his associate’s degree at the
local community college. Jake was proud of what Terry had accomplished and the strong bond
that they had formed.

Although Jake retired from Dutchman last year, he still keeps in touch with Terry and the
various other employees that he had mentored over the years. To his great pleasure, he receives
several calls each month from this group, some just checking in, and others asking for his
opinion and advice. Just last week Jake received a call from the HR director. “There’s going to
be a supervisor opening in the marketing department. Do you know anyone who may be ready
for this challenge?” Jake responded that he might and as soon as he hung up the phone, he
immediately called Terry to set up a meeting.
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Terry always enjoyed this get-together with Jake. Although now their meetings were less
frequent than when he was a ‘rebel kid” he still appreciated hearing Jack’s insights. On more
than one occasion, Terry shared that it was more than likely to he’d be dead if it weren’t for
Jake’s intervention. Terry was honored when Jake told him about the new supervisor opportunity
and how Jake thought he was the man for the job. Jake’s statement “it will be a hard transition
but you can do it and it’s time for you to move on” echoed in Terry’s mind on his drive home.

Moving to another area like marketing would be difficult. Terry was ‘the man’ in the call
center. He had spent years crafting his skills and had the respect of his fellow workers and
management alike. If he made the move, he’d be starting fresh. He wondered if his workers
would make the same jokes about him that he and his buddies did whenever they got a new
supervisor, There was also a salary issue. If he was to take the job as supervisor, he’d no longer
get his overtime, and in some weeks his take-home pay could even be less than it is now.

Jake had told Terry to think long term. They were scheduled to meet again tomorrow to
talk about the specifics on how to apply for the supervisory position. With Jake’s endorsement,
Terry was a ‘shoe-in’ to get the job, but he still wasn’t sure if he really wanted to take the new
supervisor position.

Questions:-

a) What bases of power would you say Jake and Terry have? Explain your answer.
[5 marks]

b) If Terry takes the job of supervisor, his bases of power may shift. Explain this change.
[5 marks]

c) Describe in general, how management would use the different power bases in an
organizational environment. [20 marks]

d) Politics exist in all organizations. What techniques would you apply in controlling
political behavior? [10 marks]

Total marks [40 marks]
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SECTION B
Answer any three (3) questions from this section.

Question 2

Every group comes into at least partial conflict with every other group with which it interacts.
What would you say the factors are that contribute to such conflict? Explain your answer with
practical examples. [20 marks]

Question 3

Discuss organizational development (OD) intervention strategies that are commonly used by
practicing managers [20 marks]

Question 4

Using relevant examples, explain the working Model designed to help illustrate the link among
organizational stressors, stress and the consequences [20 marks]

Question S

‘The organic model of organizational design stands in sharp contrast to the mechanistic model
due to its marked different organizational characteristics and practices.” Discuss and explain the
important differences between Mechanistic and Organic Structures. [20 marks]

Question 6

Perception being one of the psychological variables is said to be a cognitive process. Illustrate
and discuss with relevant examples the perceptual process as outlined under individual behavior
and differences. [20 marks]



