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Case I: Managerial Turnover: A Problem?

HealthCareLaunderCare (HCLC) is a company that specializes in picking up,
cleaning, and delivering all the laundry for health care providers, especially hospitals,
nursing homes, and assisted care facilities. Basically, these health care providers have
outsourced their laundry operations to HCLC. In this very competitive business, a
typical contract between HCLC and a health care providers is only to two years, and
HCLC experiences a contract nonrenewal rate of 10%. Most nonrenewals occur
because of dissatisfaction with service costs and especially quality (e.g., surgical grab

that is not completely sterilized).

HCLC has 20 laundry facilities throughout the country, mostly in large
metropolitan areas. Each laundry facility is headed by s site manager, and there are
unit supervisors for the intake, washing, drying, inspection and repair, and delivery

areas. An average of 100 nonexempt employees are employed at each site.

Operation of a facility is technological sophisticated and very health and safety
sensitive. In the intake area, for example, employees wear protective clothing, gloves,
and eyewear because of all the blood, gore, and germs on laundry that comes in. The
washing area is comprised of huge washers in 35-foot stainless steel tunnels with
screws that move the laundry through various wash cycles. Workers in this area are
exposed to high temperatures and must be proficient in operation of the
computer-control systems. Laundry is lifted out of the tunnels by robots and moved to
the drying room area, where laundry is dried, ironed, and folded by machines tended
by employees. In the inspection and repair area, quality inspection and assurance
occurs. Laundry is inspected for germs and pinholes (in the case of surgical grab—
pinholes could allow blood and fluid to come into contact with the surgeon), and other
employees complete repairs on torn clothing and sheets. In the delivery area, the

laundry is hermetically sealed in packages and placed in delivery vans for transport.
HCLC’s vice president of operations, Tyrone Williams, manages the sites, and

site and unit managers, with an iron fist. Mr. Williams monitors each site with a

weekly report of a set of cost, quality, and safety indicators for each of the five areas.
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When he spots what he thinks are problems or undesirable trends, he has a conference
telephone call with both the site manager and the area supervisor. In the decidedly
one-way conversation, marching orders are delivered and are expected to be fulfilled.
If a turnaround in the “numbers” doesn’t show up in the next weekly report, Mr.
Williams gives the manager and supervisor one more week to improve. If sufficient
improvement is not forthcoming, various punitive actions are taken, including base
pay cuts, demotions, reassignments, and terminations. Mr. Williams feels such quick
and harsh justice is necessary to keep HCLC competitive and to continually drive
home to all employees the importance of working “by the numbers.” Fed up with this
management system, many managers have opted to say “bye-bye number!” by leaving
HCLC.

Recently, this issue of retention of site and unit managers came up on the radar
screen of HCLC’s president Roman Dublinski. Mr. Dublinski glanced at a payroll
report showing that 30 of the 120 site and unit managers had left HCLC in the past
year, though no reasons for leaving were given. In addition, Mr. Dublinski had
received a few copies of angry resignation letters written to Mr. Williams. Having
never confronted or thought about possible employee retention problems or how to
deal with him, Mr. Dublinski calls you (the corporate manager of staffing) to prepare
a brief written analysis that will then be used as the basis for a meeting between the

two of you and the vice president of HR, Debra Angle (Ms. Angle recommended this).

Questions:

Address the following question in your report:

1. What are the costs of this turnover; might there be any benefits? (20%)

2. If retention is a problem of HCLC, what are the main ways we might attack it?
(20%)
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Case II
Until the completion of its acquisition by Bank of America to form the

second-largest financial services company in the United States, FleetBoston Financial
qualifies as the nation’s seventh-largest financial holding company, with assets
exceeding $190 billion. The company has served 20 million retail and 6 million
commercial customers worldwide and has had more than 50,000 U.S. employees and
10,000 employees abroad. From 1994 to 2003, Fleet aggressively pursued growth

through acquisition, more than doubling its workforce and quadrupling its assets.

In the late 1990s, it became clear that the most pressing human resource issue at
Fleet was high and rising employee turnover, particularly in the bank’s retail
operations. Overall turnover had reached about 25% annually, and among some
groups, such as teller and customer service representatives, turnover was upwards of
40%, placing the bank’s customer-focused strategy at risk. Casual comparisons
suggested these levels were higher than industry norms, though such benchmarking
didn’t account for the fact that Fleet operated in some of the tightest labor markets in
the United States, such as Boston and Providence, Rhode Island. In 1997, the
company began analyzing information from employee surveys and exit interviews to
determine why people were leaving and which aspects of their employment they most
valued or were concerned about. The results of that analysis seemed to suggest that
inadequate pay and heavy workloads (the latter partly due to delays in filling vacated
positions) were the key drivers of turnover. Management tried to address some of
these concerns by tracking market pay more systematically and by offering more
flexible working arrangements on a trial basis in order to help relieve employees’
stress on the job. Yet to Fleet’s surprise, turnover rates continued to rise rapidly.
Evidently, what employees said was troubling them was an unreliable guide to the
actual causes of turnover.

(Adopted from Nalbantian, Haig R., Szostak, Anne, (2004), “How Fleet Bank Fought
Employee Flight,” Harvard Business Review, V1.82, Pp.116-123)

1. If you work at the Human Resource Department of FleetBoston Financial Co.,
what approaches will you adopt to discover the ‘real’ determinants of employees’

turnover? 20%
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Case 1I1:

RBRALZ N LR TBMRAN - BHRBFHNXMES " BB EBA
(cafeteriabenefits) > ZBFEMHBA MK BETTRARBATHER > Had
R RAT RSN EERATEF > BEREHLE TH@EA -

BB TAFMEARE > BHRFRALETARSERE BT - NRE ALK
ZER Bl FREHEINZZEL BREZBRMABRRICLBEZRF D F&
BEZBI 2EZLmBAYXIEEMRELEE BLBERBFTRA B L%
EE et T&iER E ) (employer of choice)z % °

BAl S Mg ERE AUTAE  wEIEA RIEHA T KB
FleRNARB—TLBARMLE R N NARTTPHMBZIAB N i
REE B TESE CREE REALNR BRI - EEHNLEE AE—R
M2 EEA > wEBRERY  BRREEARELRERRREZBERYESR
#BTEE RF HEAER - B kAehiE RETAERINEE
SEIN I BB AT AR A o ko TR TR AR AR A R ELe) B AR AR B 0 B AT bk
FEREIKA -

2. BAAITHMERE ~ FERRE - EramaiRkE T AR ABNEELE
TAWEFEAD c FPAMLRRE - EF T2 T BARA ) BLRE—EFR
TATay I & 7 (20%)

3. BMIFRZIFEMBLMAHBEEAEB FAREEIRY I/ RERF &
ABEBEMFRABRA I - A —BANTRES > ARELT > R &
EEOFARA ML 2 ? (20%)
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