Activity 7.3 - Chain of Command and Span of Control - Case Study Example
Mustafa was bored with his work as a telephone operator in a large telephone banking firm. The business received calls from customers who wanted to use banking services but did not have time to go to a bank branch.
Mustafa worked in a team, called team A, with other colleagues, Hassan and Amel. They were supervised by Asser, who was under the authority of Mohammed. There were two other groups of telephone operators, team B and Team C. These two teams were the same size as team A. They also had their own supervisors who reported to Mohammed.
All calls were recorded and supervisors could listen in to make sure all workers were polite and helpful to customers. Telephone operators were only allowed to do certain tasks for customers. Other jobs, such as transfers of large sums of money, had to be referred to a supervisor or manager. Telephone operators had to aim to answer 20 calls per hour. No wonder Mustafa was bored with his work!
Activity 7.3
Read the case study above
a) Draw the organisational chart for this telephone business.
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b) What is the span of control for the supervisors?
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________	[3]
c) What would be the advantages and disadvantages of removing the supervisors altogether? Your answer should include references to:
[bookmark: _GoBack]Chain of command:_____________________________________________________________________
__________________________________________________________________________________________________________________________________________________________________________
Delegation: ___________________________________________________________________________
__________________________________________________________________________________________________________________________________________________________________________
Span of Control: _______________________________________________________________________
_____________________________________________________________________________________
__________________________________________________________________________________	[6]
© Enderoth
