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The case study elaborated various aspects concerning Palmer’s situation in Moss and McAdams (M&M) accounting firm. While it illustrated how successful a matrix organizational structure can be in firms that require specialization in different areas, it also showed how management co-ordination can be challenging in a matrix model. Essentially, M&M was well established due to this matrix structure, and the specialization advantage of this structure had allowed the company to acquire a major consulting project with Springfield Metals, beating two other two Big 5 accounting firms for the project (M & M Case study, n.d.). Nonetheless, the case illustrated how a lack of clarity in employee roles and poor communication can cripple matrix structures. For instance, Olds was not involved in the negotiations regarding how he would split his time between two projects, and clear terms were not set between Palmer and Crosby, thus undermining Palmer’s project and leading up to the eventual request of Olds to join Crosby. Even worse, Palmer’s side of the story was not acknowledged by Sands who had been unavailable when Palmer wanted to report and only showed up abruptly at Palmer’s office (M & M Case study, n.d.). Also, Crosby’s role in making the conflict worse by ignoring Palmer’s complaints were not addressed by Sands. These factors could have contributed to Palmer feeling insignificant to the organization.
If I was Palmer, I would have first expressed my disappointment concerning how Crosby handled my concerns about Olds’ diminished participation in my project as a result of being excessively involved in Crosby’s project. I would have explained the terms of our agreement before the arrangement to have Olds participate in two projects. I would also express my disappointment due to the loss of Olds’ expertise and wish him the best in the consultation project, and ask Sanders for a competent replacement. Nonetheless, I would suggest that the management should come up with better ways to minimize such conflicts. However, from Palmer’s perspective, little could be done to avoid the loss of Olds. For starters, Olds stated that he enjoyed consultation work compared to auditing and even spent more time on the consultation project, which showed that he was more inclined towards Crosby’s project. Despite that, Palmer should have involved Olds in the negotiation of terms for his involvement in both projects to clarify Olds’ targets and minimize ambiguity. Also, Palmer should have recognized or rewarded Olds for the slight improvement in performance after they had a conversation regarding Olds’ decreased performance. Additionally, Palmer should have reported the conflict to Sands earlier to quickly solve the situation before it got to the point where he had to deny Olds’ request for a day off.
This case study also exposed some advantages and disadvantages of a matrix structure in an organization. For starters, the matrix structure enables an organization to maintain a competitive edge by maintaining specialization in certain fields (Rathore et al, 2015). In this case, the matrix structure enabled M&M to specialize in consulting and auditing simultaneously, through Crosby’s team which was in charge of consulting projects, and Palmer’s team, which was in charge of an auditing project. As such, the matrix structure allows organizations to balance the growth in various regions while simultaneously improving their specialized services through the decentralization of power (Rathore et al., 2015). For instance, both Crosby and Palmer could make management decisions, which illustrate the decentralization of power. However, matrix structures frequently exhibit ambiguity in functional roles, especially if a member is supervised by two managers who give contrasting instructions (Rathore et al., 2015). In this case, Olds was caught in the middle between Crosby’s and Palmer’s directives, which led to his decreased performance in one of the projects. Additionally, matrix organizations may hamper the co-ordination of managerial responses to certain events, as illustrated by the lack of co-ordination between Sands’ and Palmer’s reaction to Olds’ situation.
Therefore, the organizational management at M&M could have employed several methods to enhance their effectiveness in dealing with similar situations to the one in this case study. Fundamentally, the management should create clearer policies and guidelines regarding employee roles in different projects, which enhances accountability that is associated with higher levels of collaboration, organizational commitment and minimizes deviant employee behavior (Bazigos & Harter, 2016). Additionally, the company should foster open channels of communication to further clarify the specific roles of each employee in the various projects. Nonetheless, such communication should be more horizontal as opposed to top-down commands to effectively address employee feedback and complaints. The management should also create better ways of addressing conflicts between managers created by a competition for resources and employees in a well-co-ordinated manner that leaves both parties satisfied. Ultimately, the company managers should ensure that all employees understand whom they answer to and the duties for which they are responsible (Bazigos & Harter, 2016).
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