Unit Round – up

Case Study

Read the case presented here and in groups of 3 to 4 discuss the possible solution to it. First, identify the problem ( s ) and the reasons why it happened; second, brainstorm and list all possible alternative solutions; third, discuss the pros and cons of each alternative; then, based on your discussion of pros and cons, decide which alternative is the best; finally, prepare to present your solution to the class and exchange points of view/ answer questions about it.

The Ski Trip

Amanda Boyer, a special ,accounts claims manager for a large commercial insurance company, and her husband Chad had decided to spend a along holiday weekend skiing in Killington, Vermont. Amanda realized that Killington would be a popular destination because of the holiday and  and made reservations early with a hotel in the area. Neither Amanda nor Chad, a full time graduate student, had the time or inclination to research about smaller independent inns in Killington. Instead, they readily settled on a Quality Lodge, a national chain that had recently opened a motel in the area. They had both stayed in other Quality Lodges and had been satisfied with the service and accommodation. They were pleased to secure a reservation with one in Killington, feeling safe in their expectations of what it would be like. They drove from Cincinnati on a Friday afternoon anticipating a memorable weekend.

The 12-hour drive, the last bit in heavy snow, left the couple exhausted and ready for a good night´s sleep. They arrived close to midnight  at the Quality Lodge. The property was constructed on a large plot of land and consisted of several two-story buildings each of which contained a number of rooms. The front desk registration area was located in a separate building apart from any of the guestrooms. Upon arrival, the two checked in and chatted with the front desk clerk about the weekend conditions. They learned that, unfortunately, temperatures were dropping and, with wind-chill, would reach between 30 and 60 degrees below zero. The clerk assured them both, however, that the new hotel was well insulated and that the heating system was more than adequate. Amanda and Chad drove to the building containing their suite with visions of warmth, comfortable rooms. They instead entered an icy-cold sitting room and an even colder bedroom. The heating unit had not been running and the thermostat registered 40ª F. They turned the heater and fan on high and after listening to it clang for 5 minutes and detecting only a trace of heat, they called the front desk to report the problem. The same clerk with whom they had spoken earlier apologized for the inconvenience  and said that she would move them. Amanda suspected that the hotel was full and questioned the clerk, who assured them that by the time drove back to the front desk she would be able to assign them another room. When they tramped from their car back to the registration office, she again apologized and said, “I made a mistake. We are all booked for the weekend so you will have to stay in your current room.” She continued more brightly, ”However, here is a space heater you can use.  It should heat up your room in no time.” The front desk  agent pointed to a cumbersome 40-pound electric heater. By this time it was a quarter to one in the morning and Amanda knew that if they were going to get any sleep, or heat, that night they had no choice but to take the heater without further delay or discussion. Together they squeezed it into the still – packed car and carried it to the room.

Although they did not express their extreme displeasure with the front desk clerk, they were shocked and furious about how they had been treated. Indignant that they had been tricked in to returning to the registration office to collect the space heater, they felt the least the clerk should have done to resolve the problem was have a hotel employee deliver it. They concluded that the Quality Lodge did not care about their guests, as the clerk was more concerned about not rousing someone on the maintenance staff than she was with providing service. Even with the space heater plugged in , the only thing really hot in the room was Amanda and her husband. Off to a bad start at then hotel, their unresolved anger affected the rest  of their stay, causing them to view the slightest imperfections in the hotel as major defects, which they generalized to the rest of the chain.

