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CASE 3-2 Olleen, (b) by Colleen's bos:
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Reply to All?!

Jamal Wright arrived at the offi
speak at the Miami Chamber of

soon surfaced. It was a message from r
focused on the efficiency of Iozistical :::t:rz t:g/rl;sé;.mansger in charge of distrbution anaysi. Herjob
the firm's headquarters warehouse. Sue had sent outa cIZI% :slzns hlfppl'ng s 2 e g
that hac ' in any of the areas within the firm UnfortigmgglnpUt ey CRER

- y, the question was open ended, and
d had created a monster. She had sent the message to all of the 546 supervisory-level
r within the company. She had not used a mail merge process to send the messages;
 group with all of the e-mail addresses included in the recipients line of her message.
yus. As several well-meaning recipients responded with their observations and sug-
rtunately selected Reply All. Apparently, the recipients were under the impression
ole had received the initial e-mail. Unfortunately, as others also hit Reply All in

of e-mail messages flooded the firm's servers. :
They were noticeably aggressive messages. hkf Rernfyvg
1 to use e-mail properly!” and “You idiots
zed what was going on—they had replied

sponses, millions
fmore recent messages.
and “I wish you people would learn
; were even some who obviously reali

p pressing Reply All'"
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80 PART I MANAGING IN CONTEMPORARY ORGANIZATIONS

The tumult of messages was growing greater minute by minute. The company was bogged down in
its inability to function by e-mail, and there seemed to be no end in sight.

QUESTIONS

I. How could blunders like the one described above be prevented?

2. Since it was not prevented, what should Jamal do now?

CASE 3-3
The Potential for Technology

Bill Emory is the operations vice president of a banking firm in California that
operations. These operations vary from drive-in facilities with ten employees tg [y,
as many as 150 people. Employee turnover has always been a major problem in

has forty-eight branch

ger facilities employing
hese hipir e





