In-Basket Project

Marketing/Management Case Problems

Teacher Resources
Topic:

Management Team Decision Making

Time Line:
45 - 90 minutes per case problem


Description:
Cases involve the analysis of one or a combination of elements essential to the effective operation of a business in a given occupational area.  These elements may include, but are not limited to, financial management, personnel management, merchandise management, marketing issues, and security issues.



Students will assume the role of a management team for a business.  After reading and analyzing an occupationally based situation, the team will present their analysis in a predetermined format.

DECA Competencies:
Communications skills—


The ability to exchange information and ideas with others through written, speaking,reading, or listening.

Analytical skills—


The ability to derive facts from data, findings from facts, conclusions from findings,and recommendations from conclusions.

Production skills—


The ability to take a concept from an idea and make it real.  

Teamwork—


The ability to be an effective member of a productive group.

Priorities/time management—


The ability to determine priorities and manage time commitments.

Economic/Financial—


The ability to utilize information to interpret financial statements.

SCANS Proficiencies

++Demonstration and utilization of proficiencies is dependent upon case problem decision making, analysis, and presentation.

Resources:


Allocates Time







Use “prep” time efficiently







++Apply time management techniques in case problem analysis


++Allocates Human Resources



Share in analysis, decision-making and presentation with team members cooperatively

Information:


Acquires and Evaluates Information







Utilize information presented in case problem for analysis


Organizes and Maintains Information



Determine how to utilize information in presentation


Interprets and Communicates Information



Analyze information from case problem to aid decision making and presentation

Interpersonal:


Participates as a Member of a Team



Utilize human relation skills of adaptability, self-control, and assertiveness to effectively reach decisions.


Serves Clients/Customers


Demonstrate knowledge of business/industry expectations when analyzing case problem.


Exercises Leadership



Determine opportunities when leadership skills are needed to facilitate analysis of case problem.


Negotiates to Arrive at a Decision



Utilize team decision making skills to facilitate analysis and presentation of case problem.


++Works with Cultural Diversity


Demonstrate knowledge of business/industry expectations when analyzing case problem.

Basic Skills
Reading:


Understand and interpret written information



Writing:


Communicate thoughts, ideas, information, and messages in written form such as reports, summaries,  and presentations.

Mathematics:  


Perform basic computations to aid case problem analysis.

Listening:


Receive, interpret, and respond to verbal and non-verbal messages.


Speaking:


Demonstrate the ability to organize information and ideas in an oral presentation.

Thinking Skills


Creative Thinking:

Demonstrate a variety of problem solving abilities.

Decision Making:

Generate, evaluate, and present best alternative.


Problem Solving:

Recognize problems, determine plan of action.

Seeing Things in 



   the Mind’s Eye:

Organize and process symbols, pictures, graphs, objects and other information.


Knowing How 


to Learn:


Use efficient learning techniques.

Reasoning:


Discover a rule or principle underlying the relationship between two or more objects and applies when solving problem/situation.

Personal Qualities
Responsibility:


Employ personal initiative in cooperatively solving case problem within a teamwork structure


Self-Esteem:


Believe in the value of personal thoughts, feelings, ideas, and opinions and can express in non-threatening ways

Social:



Demonstrate friendliness, adaptability, empathy, and politeness

Self-Management:

Set personal goals, monitor process, and exhibit self-control

Integrity/Honesty:

Choose ethical course of action

NBEA Standards

A number of Marketing, Management, Economics, and Communications standards are met through these Marketing/Management Case Problems.

Marketing/Management Case Problems 

Teacher Instructions/Guidelines

Description/Jobs

Students are divided into teams and given a case problem.  In a predetermined format, team presentations will be evaluated based upon their analysis of the case problem.  Suggestions for presentations are as follows:


1.
Oral presentation with or without visual aid.


2.
Oral presentation with computer generated visual aid(s).


3.
Written presentation


4.
Oral/written presentation

Equipment/Software

Computer/printer

Supplies/Materials

Case problem for each student

Assessment form 

Paper, report cover

Recommended Uses

DECA/BPA competition preparation

Springboard activity

Unit summary activity/assessment

Teamwork activity

DECA Competition Preparation

Implementation

The following guidelines are helpful when preparing two-person teams for the Management Team Decision Making Pilot Events.  These guidelines will be exactly the same for each occupational category:  Financial Services, Hospitality Services, Sports and Entertainment Marketing, and Travel/Tourism Marketing.  Each occupational case problem will be occupational specific, and each will be different and distinct from the other occupational categories.


1.
Must be two person team.


2.
Team members must be familiar with the DECA evaluation form.


3.
Each member of the team will be given the same case problem/information.


4.
Thirty (30) minutes will be given for “prep” time.



A.
During this time the team should read and analyze the situation.



B.
A ten (10) minute verbal presentation should be planned and organized




following the evaluation form outline.




1.
It is vitally important that both team members verbally





communicate effectively.  




2.
Notes taken during “prep” time should be utilized in the





presentation.


5.
Each team member should be prepared to “field” a question(s) from the judges.


6.
The team should appropriately introduce themselves to the judges.


7.
Team members should demonstrate appropriate nonverbal communications.



Poise and enthusiasm are essential to successfully compete.


8.
After the team has presented, one team member should ask if the judges have



questions they could address.


9.
The team should have an appropriate closing when leaving the presentation room.


10.
Team members might want to reflect upon their presentation with regards to



apparent strengths and weaknesses.

Marketing/Management Case Problems 

Example Output/Solutions

Suggestions for Classroom Evaluation

1. Team presentations could be presented to and evaluated by

A. Classroom teacher

B. Peers

C. Administrators

D. Business men/women (ideal for actual pre-DECA competitive experience)


2.
Utilize the DECA evaluation form to maintain a consistent approach.

Suggestions for Competitive Judging


1.
Teams with prior competitive experience could provide peer guidance and
demonstrate appropriate verbal and nonverbal behavior.

2. When first initiating this activity, it would be helpful to provide opportunities for teams to 



present to teacher without an audience.

3. Students will need help in visualizing a competitive judging situation.  Take time to

describe potential room layout, seating/standing during presentations, etc.

4. Prior to participation at the District and State Career Development conferences,

teachers should address appropriate grooming and dress requirements.

Teachers should utilize the (usually issued –first of August) DECA Guide for more information about Management Team Decision Making Pilot Events.  The evaluation form is found in that section.   For additional information regarding DECA, teachers may contact National DECA at www.deca.org.
Travel & Tourism

Case Problem 00-1
Your team will assume the role of Co-Marketing Vice Presidents for Miles, Memories & More Travel Club.  Membership growth is an important component of your job responsibilities.  

In 1975, Captain Ned Armstrong founded Miles, Memories & More with 100 members and one Boeing 720, “Miss Destination”  At that time, Ned wore many hats.  He created, coordinated, and sold tour packages, loaded luggage, flew the aircraft, escorted the tours, and even cleaned the plane.

Today Miles, Memories & More has grown to serve more than 40,000 families in 45 states.  These members have access to over 500 value-packed trips a year—from day trip getaways to coastal resorts and urban hot spots, to sunsoaked escapes to the beaches of the Caribbean, to adventure journeys to exotic corners of the world.  No matter where members wish to go, they can rest assured that all the details of the travel experience will be handled by caring and knowledgeable travel professionals.

Members receive the following benefits:

*
Nonstop or direct flights chartered exclusively for club members

*
10% discount with sister companies, Triple Travel, and Triple Times Experiences, on flights and


vacation packages to and from many host cities.

*
1-800 and on-line reservations

*
Travel counselors

*
Small group (family, business) charters

*
Discounts on selected dining, lodging, entertainment, and shopping services

*
Weekly e-zines

*
Bi-monthly travel magazine

*
International currency exchange

*
Travel insurance packages

*
Frequent traveler discounts

*
Handicap accessible and other special need arrangements

*
Travel language classes

It is your Board of Directors’ decision to expand the company.  New target markets should be identified and a promotional plan should be designed to reach these individuals and families.  Several host cities in the Midwest have been identified as being most likely to yield new clients.  Those cities include Chicago, Cincinnati, Cleveland, Dayton, Indianapolis, Louisville, and Milwaukee.  

At the present each airport in the above named cities has an information counter for Miles, Memories & More as well as colorful terminal posters promoting the benefits of being a member.  At least two billboards within three miles of each airport provide visual recognition for all individuals approaching and/or departing the airport terminal.  For one week in May, September, and December, a newspaper advertising campaign promotes a reduced membership fee if the individual/family will join during the “promotional” period.  In addition travelogues and travel trade shows are held each spring at McCormick Place in Chicago and the Indianapolis Convention Center.  Weekly radio spots are aired in all Midwest cities.

At the present the Chicago and Indianapolis markets appear the best geographic areas to target.  Your team should determine promotional activities that would generate new memberships within these cities.  Your promotional plan will be presented to the CEO of Miles, Memories & More.

Travel & Tourism

Case Problem 00-2

Your management team (Events Unlimited) should assume the role of consultants under contract by the Springfield Chamber of Commerce.  

The Chamber is planning and organizing a bicentennial celebration for the city.  Even though the city’s birth date celebration will not take place for another 11 months, the Chamber wants to ensure as much business support for the celebration as possible.  487 businesses are members of the Chamber.  It is the Chamber’s desire that each business be contacted.  Your management consulting firm has been contracted to encourage businesses to participate in this historic event, and to offer suggestions and proposals that will enable businesses to benefit financially as well as obtain positive public relations.

Springfield is a city with a population of approximately 40,000 located in the Midwest.   Over the past five years, new housing subdivisions have been developed.  It has been estimated that another elementary school will be needed within the next three years.    Springfield is located within two hours’ driving distance of three major metropolitan areas each with a population over 100,000. 

The city of Springfield is known as a community that values historical restorations, education, and culture.  Students in the Springfield Community School Corporation are frequent recipients of national academic recognition.  The crime rate is well below the national average.  Springfield Community College is located in the heart of the historical district.  Regular cultural events are scheduled in the Townsend Center, the college’s auditorium.

The historical district is unique among cities in the Midwest.  Thirty homes are listed on the National Historic Register.  Two privately held family factories have been in continuous operation for one hundred years.

Very few chain stores are located within the community.  There is a strong sentiment of loyalty for local businesses.  

To the older generation/outsider, Springfield may seem as if it’s a Mayberry USA.   Younger families are moving to Springfield because of the quality of life.

In order to motivate businesses to start planning activities and promotions during the celebration, the Chamber has asked your firm to make a ten minute presentation during the next Chamber monthly luncheon.

Travel & Tourism

Case Problem 00-3
Your team will assume the role of Marketing Directors for Miles, Memories & More Travel Club. 

In 1975, Captain Ned Armstrong founded Miles, Memories & More with 100 members and one Boeing 720, “Miss Destination.”  At that time, Ned wore many hats.  He created, coordinated, and sold tour packages, loaded luggage, flew the aircraft, escorted the tours, and even cleaned the plane.

Today Miles, Memories & More has grown to serve more than 40,000 families in 45 states.  These members have access to over 500 value-packed trips a year—from day trip getaways to coastal resorts and urban hot spots, to sun-soaked escapes to the beaches of the Caribbean, to adventure journeys to exotic corners of the world.  No matter where members wish to go, they can rest assured that all the details of the travel experience will be handled by caring and knowledgeable travel professionals.

Members receive the following benefits:

*
Nonstop or direct flights chartered exclusively for club members

*
10% discount with sister companies, Triple Travel, and Triple Times Experiences, on flights and


vacation packages to and from many host cities.

*
1-800 and on-line reservations

*
Travel counselors

*
Small group (family, business) charters

*
Discounts on selected dining, lodging, entertainment, and shopping services

*
Weekly e-zines

*
Bi-monthly travel magazine

*
International currency exchange

*
Travel insurance packages

*
Frequent traveler discounts

*
Handicap accessible and other special need arrangements

· Travel language classes

Over the past five years, the Club has received calls from teachers, who are members, wanting to know if it would be possible to schedule one and two day trips to historic sites for their classes.  It appears that these trips would be held in late October, April and/or early May.  Sites frequently requested have been Washington D. C., Philadelphia, and Boston.

In analyzing records, these times seem compatible with airport and equipment availability. The Board of Directors has made the decision to schedule the one and two day trips during the requested times for the coming school year.

The decision was also made to allow any school to book a trip providing the teacher or individual responsible for the group is a Club member.

Each trip will be escorted by one of the Club’s experienced travel counselors.  The counselor will meet with the teacher/individual in charge of the group and personalize the trip to meet the needs of those traveling.

Cost for the trips will be dependent upon date of trip, day of week, and size of group.  For all reservations made at least six months in advance, a 50% deposit is due at the time of booking.  The balance must be paid 45 days prior to the scheduled departure.  Trips booked less than six months in advance must submit a 75% deposit.  

The Board of Directors has requested that your department prepare a promotional plan that would market the educational, historic trips.

Financial Services

Case Problem 00-1
Your team should assume the role of Directors of Investor Relations for National Community Bank.

Mrs. June Jones, a local high school business/marketing teacher has contacted the bank with regards to obtaining a guest speaker who could address financial planning for high school seniors.  She has 24 students in the class.  She has indicated that 90 minutes would be available for the presentation. From an informal survey, she has gathered the following information:

· 10 students have savings accounts in local banks/credit unions

· 3 students have checking accounts

· 1 student has investments in mutual funds

· 1 student has a VISA card

· the average weekly income is $90 - $110.

· 18 students are 18 or 19 years of age

· 17 students are making car payments

· 19 students are making car insurance payments

The Bank President, Evan Kampen, has contacted your team and has asked that you prepare a ten minute overview of information that could be effectively shared with her class. You will be presenting your information to Mrs. Jones and Mr. Cloyd.

Financial Services

Case Problem 00-2
Your team will assume the role of Public Relations Directors for Global Bank of New York.  Global Bank of New York has just acquired Community National Bank--20 small banks in central Indiana.   

Community National Banks were known and received recognition for their corporate support of public education, Habitat for Humanity, and Special Olympics.  Branch managers were encouraged to assume leadership positions in civic organizations.  Each branch had a community room that was offered rent free for community/school activities.  All branches were members of local Chambers of Commerce.  Communities knew that branches could be depended upon to donate money for school carnivals, enter teams in civic competitions, offer lobbies for bake sales, provide space and water for car washes, supply prizes for fairs and festivals, and support many other types of local charities.

Global Banks have maintained that localized and personalized customer service will not be affected, as well as the continued support for local charities.  

All former employees of Community National Bank have been offered their same position with a $500 bonus to continue employment with Global Bank for the first six months.  In addition, small group meetings with Global Bank executives were held to field questions, concerns, and suggestions for the successful transition of new ownership which will take effect in two months.

As in any new change, corporate executives know that there may be a loss of customers as well as some employees.  In order to facilitate a smooth transition and to minimize an erosion of the customer base, a promotional campaign must be undertaken to enlighten the local communities about the coming changes.  The corporate advertising department has created a promotional newspaper and radio campaign, but corporate executives are looking for suggestions that will address the local community support issues.  Global Bank wants to maintain its “Good Community Neighbor” status.

Your team has been requested to present a proposal addressing a campaign to assure the community of continued support for local concerns.

Sports & Entertainment Marketing

Case Problem 00-1

Your team is to assume the role of human resource/marketing coordinators at Indy Days and Nights located in Kokomo, Indiana.  This park is Indiana’s only virtual reality theme park.

Investors selected the Kokomo site for the following reasons:

1. within an hour’s driving time of three major metropolitan cities

2. within 60 miles of many college campuses (Purdue University, IUK, Ivy Tech, Indiana Wesleyan University, Taylor University, Ball State University) 

3. nearest virtual reality park is four hours away 

4. diverse economic area, industrial, agricultural, and service businesses  

5. located near numerous shopping, restaurant, and hotel facilities 

6. progressive community 

7. cooperative local government/tax abatement

The Human Resource/Marketing Department has many areas of responsibility.  As coordinators in this department, your team has the following responsibilities: recruiting new employees, training employees, coordinating benefit plans, scheduling employees, handling grievances, and planning for future employment needs.  

During the first year of operation, employee turnover was 70%.  The park has had a very difficult time of locating and keeping employees.  Approximately 100 individuals are employed by Indy Days and Nights.  Of those 100, 70% are part time employees.  Part-time employees are paid accordingly when compared to other part-time employment opportunities within the Kokomo area.  All employees are placed on probation for the first 90 days, and upon successfully fulfilling job requirements during the probationary period, are given a $.25 raise per hour.  Sunday and holiday pay is double-time.  

As a part-time employee, all meals are provided free of charge during a work shift.  Work shifts usually are five hours in length. Employee uniforms (khaki slacks, polo shirt, Nike athletic shoes) are provided by the company.  

Employees are given a 10% discount at the gift shop.  Each employee is given free admittance to the park for himself/herself and a guest.

Indy Days and Nights is open 365 days during the year and is open from 10:00 a.m. to 10:00 p.m. on weekdays and holidays and 10 a.m. to midnight on Friday and Saturdays.

The President of Indy Days and Nights has asked that your team present suggestions and a proposal that would address the employment problem.

Sports & Entertainment 

Case Study 00-2
As Sports and Entertainment Marketing interns working in the Sports Information Department at Benson State University, you have been asked to formulate ways to increase attendance at the Benson State football games.  You will present your proposal to the Sports Information Director at Benson State University.  

Benson State is located in Benson, a city of 57,000.  Benson is known as a city with the following:

a college campus, three major industries, a small airport, excellent public transportation, access to a major interstate, several nationally recognized entrepreneurs, excellent public education facilities, active Rotary, Kiwanis, and Lions’ Clubs, progressive thinking city/county government, well-liked mayor, active Chamber of Commerce, excellent regional medical health facility, three radio stations, one cable access channel, one daily newspaper, one weekly newspaper, and an excellent regional medical health facility.

Benson State has 16,500 undergraduate students and 5,800 enrolled in graduate school.  Approximately 40% of students attending the university are commuters.  

Benson State is known for outstanding programs in Architecture, Entrepreneurship, and Telecommunications.  83% of enrolled students live within the state, and 67% live within 100 miles of the campus.  International students represent 11% of the enrollment.  Recent statistics show an increased number of students from Asian countries.

Benson State athletic programs have been successful in recruiting many students graduating from high schools within the state.  Benson State has received national recognition for its men’s and women’s volleyball programs.  Twice during the last ten years, Benson State basketball teams have received NCAA Tournament bids.  

The Alumni Association has also received national recognition for outstanding financial support from alumni.
In order for Benson State University to maintain their NCAA Division I status, season football ticket sales as well as attendance at home games must be increased.

The following information was gathered from last year’s gate and season ticket sales:

· 53% of all seats in the stadium are sold to season ticket holders

· 17% of all seats sold are single game sales (home game average)

· 78 % of all season tickets were purchased by individuals living within 25 miles

· 4 % of students purchased season tickets at their discount price

· 81% seats filled –(homecoming--highest attendance game)

· 8% of seats are reserved for opponent teams 

· Approximately 35% of fans leave within 20 minutes into 3rd quarter

· Win/loss—past three years  11/25

The athletic department goal’s for the coming year is to sell 80% of all seats for all games.  At the present 89% of last year’s season ticket holders have purchased tickets for the coming year.  Based upon previous year’s sales, another 5% of previous season ticket holders will renew when the fall semester starts.

There are only 6  home games next year.  The first game of the season will be the first Saturday in September and the season concludes the Saturday before Thanksgiving.   Games begin at 1:00 p.m.

The Sports Information Director is interested in a proposal that would identify possible target groups and inexpensive, but effective ways to reach those groups.

Hospitality Management 

Case Problem 00-1
Your sales management team has been asked by the Executive Sales Director of Hotel International to propose plans to sell their hotel/banquet/catering services in Indianapolis to area  college campuses.  

Information obtained from recent surveys has shown the following:

· Parents have been unable to locate rooms close to a college campus when visiting their college students.  

· Hotels on college campuses are at 100% capacity on weekends during the academic year.

· Fraternities and Sororities host parents’ weekends and have expressed a need for catering/banquet facilities.

· Fraternities and Sororities have been seeking off campus facilities to house formal and informal activities.

· Alumni and fans of sports teams are also consumers of hotel facilities.

· All universities generate a  large following of loyal sports fans.

· Hotels in surrounding cities are not at capacity and are analyzing ways to increase their capacity. 

·  Local competitors have also had access to the same survey.

You realize that Ball State, Butler, Indiana, and Purdue Universities are within an hour drive of the hotel.  All of the universities have very active fraternity and sorority organizations.

The Indianapolis Hotel International has the following features and offers these amenities:


Hotel features

407 guest rooms on 6 floors,

Number of suites: 44


Wheelchair accessible


Free Airport transportation


Services for the hearing-impaired

Elevators


Washers/dryers



Babysitting or child care


Indoor & outdoor pool


Laundry service


Exercise facility



Banking/ATM


VIP floors




Gift shops/newsstand


Near airport



Restaurant/coffee shop


Bar/lounge




Pets accepted


Business services


Conference rooms: 17


Catering


Audio/visual equipment


Fax services


Photocopy machines


Secretarial services


Business services


Recreational facilities


Running track/path


Room features


Air conditioning



Non-smoking rooms*


Television  



Cable TV/satellite


Pay movies/movie rental


AM/FM radio


Complimentary newspaper

Cooking facilities*


Refrigerator*



Mini/honor bar*


Maid service



Telephone


Private bathroom



Hair dryer


*Limited Availability

Corporate management has requested that your sales team present a proposal that would 

1. determine a specific target market within the universities 

2. a promotional plan directed toward that audience.

Hospitality Services

Case Problem 00-2

Your team is to assume the role of Directors of Marketing for The Presidential Quarters.  

The Presidential Quarters is a quality residential-style, all-suite hotel located 20 minutes from a large metropolitan city (Madison) and 30 minutes from an international airport.  The property is known for its attention to detail and meeting requests for unique amenities desired by convention guests.  Complimentary airport shuttle service is available.

Presidential guests know they can expect peace and quiet, along with all the comforts and conveniences of home.  Presidential Quarters features a unique “lodge,” where business, convention, and/or leisure travelers relax and socialize in spacious, well-appointed, apartment-style suites. 

Complete meeting facilities are available offering 3400 square feet of flexible space, accommodating up to 350 people.  Professional conference specialists will take care of everything from initial planning to specialty catering.

Presidential guests can expect the following services to be available:

· a daily complimentary breakfast

· a complimentary evening manager’s reception (Monday – Thursday)

· exercise center (swimming pool, fitness equipment)

· executive business center (laser printer, photocopier, access to a fax machine)

· complimentary maid service and complimentary grocery shopping service

· wheelchair-accessible 

· safe deposit boxes

· concierge

· dry cleaning/laundry service

· wake-up calls

· daily newspaper

· free, secure parking

Three levels of suites are available:  Washington, Lincoln, Kennedy.

All suites offer the following amenities:  

· air conditioning

· 27”TV-cable (ESPN, CNN, Disney, HBO)

· refrigerator

· Coffee maker

· Hairdryer

· Iron/ironing board

· Telephone—voice mail, two phones, fax data port

· Clock radio/alarm clock

· Exclusive bathroom amenities (Bath & Body Works)

· Scald Proof shower/tub

· Hypoallergenic pillows

Washington Suites:  Spacious living room, comfortable bedroom (1 king or 2 double), separate dressing area with large vanity.

Lincoln Suites:  Spacious living room, comfortable bedroom (1 king or 2 queen), separate dressing area with large vanity and sink, fully equipped kitchen.

Kennedy Suites:  Spacious living room, two bedrooms (one—king, one—2 queens), two separate bathrooms, fully equipped kitchen.

The Madison Convention Bureau has contacted all hotel properties within 30 miles of the downtown business district regarding a national USS venue that will be held in August, 2002.  It is estimated that over 8,000 swimmers and their families will be involved in this two week sporting event.  Many pools, including public education facilities, as well as private club pools will be utilized.  A natatorium located in the downtown business district will be serving as the sporting event’s headquarters.

Your property has an opportunity to make a presentation to the United States Swimming event planning committee.  The committee will then endorse hotels that appear “swimmer friendly.”

Corporate management has directed you to create an attractive “swimmer/family” package that would entice the event planning committee to endorse The Presidential Quarters.  This presentation will be given to the Corporate management prior to the event planning committee.

Hospitality Services

Case Problem 00-3

Your team is to assume the role of Human Resource Counselors for The Retreat, an all-suites conference hotel located in a resort area.  

The Retreat employees include the following:

Management Staff:

· General Manager (male, Caucasian, 48 years old)

· Night Manager (male, Caucasian, 32 years old)

· Office Manager (female, Caucasian, 58 years old)

· Front Desk Day Manager (male, Caucasian, 29 years old)

· Front Desk Night Manager (male, Caucasian, 35 years old)

· Loss Prevention Manager (male, African-American, 25 years old)

· Housekeeping Manager (female, Caucasian, 59 years old)

· Grounds Manager (male, Caucasian, 57 years old)

· Conference Coordinator (male, Caucasian, 34 years old)

· Sales & Marketing Director (male, Caucasian, 30 years old)

· Food Services Manager (female, Caucasian, 55 years old)

Employees:
Front Desk:
8 employees (2 female Hispanics, 1 male/1 female African-American, 





1 male/3 female Caucasians)

Housekeeping:
27 employees (8 female/4 male Hispanics, 8 female/1 male African-American, 





6 female Caucasians)

Grounds:
6 employees (1 male Caucasians, 3 male Hispanics, 2 male African-Americans)

Conference:
4 employees (4 male Hispanics)

Food Services:
22 employees (12 female Hispanics, 4 male Hispanics, 6 female Caucasians)

Recently an employee of a minority group filed a complaint with the Civil Liberties Union regarding verbal harassment while under employment at The Retreat.  The employee alleges that several co-workers and a manager subjected him to a great deal of verbal harassment.   Because of this harassment, he suffered acute emotional stress and had to take time off from work.  Because of so many days missed, he was fired from his position.  He believes that hotel management has not provided cultural diversity training to its management staff, and therefore, working conditions for individuals of minority groups frequently involve forms of discrimination and verbal harassment.

The Chairman of the Board has asked that your department develop a program that would address cultural diversity and propose a plan of action that could be implemented immediately.  

Your team will be making a ten minutes presentation to the Chairman outlining the plan of action. 
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