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Chapter 15:  Designing Effective Organizations  

Video:  Hotel Monaco  

Time:  14:15

Summary:

This video discusses the luxury boutique hotel known as Hotel Monaco.  The Hotel Monaco has seven locations throughout the United States that provides four-star service to both the business traveler as well as the weekend excursionist.  It is renowned within the industry as being an exemplary leader for its outstanding performance record.  

This hotel attributes its high level of success to its dedicated employees, its top-level of service offerings, and its unparalleled customer service.  The adaptable structure of this organization has proven time and again that indeed, it is profitable to modify operations to better suit the needs of customers within varying regions of operations.

Its unique three-T strategy encompassing Task, Treatment, and Tangibles, combined with attention to its target market, has proven to be highly successful for this business.  In the competitive arena of hotel services, the Hotel Monaco is proving it really does have “the right stuff”.             

Discussion Questions:

1.
As indicated within the video, the Hotel Monaco utilizes three differing managerial levels within its operations.  Differentiate between staff personnel and line managers.         

2.
The assistant manager of the Hotel Monaco - Chicago, indicates that each manager faces a significant challenge in effectively managing the total number of employees within his or her specific departments.  Describe the concept of span of control.  Discuss problems associated with a narrow versus a wide span of control.  Discuss advantages associated with a narrower span of control.     

3.
The Hotel Monaco speaks of its dedication to superior customer service as being the cornerstone of its business.  It places a high value on receiving feedback from each of its customers.  It claims this feedback helps determine whether or not it is successfully achieving its goals.  Discuss the four dimensions associated with determining organizational effectiveness.      

