
This memo reports the findings for the Story Behind the Story interviews with 10 food services
staff members.  We began this first step in the intercultural problem-solving process that invites all
levels of the staff and  management into a collaborative effort to improve performance.  This report
documents the first step in this process, focused on identifying problems and getting stories behind
the story.  This first report forms a basis for the next step, where everyone is engaged in a
problem-solving search for options.

Food service workers were asked to respond to a scenario which represented typical problems
in the food service industry (scenario is attached).  Staff members were asked to give their
opinion about the following issues:

1. What is the problem in this scenario?
2. Whose problem is it?
3. Why did the problem happen?
4. How do Jill and James see the problem?
5. Do you have personal experience with these issues?

Many of the food service workers agreed about what problems existed in the scenario, and
why they were happening.  These “problem types” were grouped into "decision points":
decision points represent spaces where the manager, waiter, or customer made important
behavioral or cognitive choices that affected the outcome of the scenario as a whole.  These
decision points fell into three general categories:  Respect, Teamwork and Delegation,
and Improving Performance:

Decision Point #1:  Respect
This decision point focuses on how employees, management, and customers treat each other
as "human beings" rather than as "objects," even in the face of difficult situations.  Respect on
the job can show up in many different settings, including the following three areas:

1a. Job-Related Stress.  Stress resulting from everyday problems or unusual
circumstances can negatively affect interpersonal communication and job
performance -- especially when employees don't have strategies in place for dealing
with normal, day-to-day job-related problems.  Stress is often taken out on those
lower in the hierarchy by giving short, unexplained, or unreasonable tasks or by
losing one's temper.

A Stress Story Behind the Story:  One time I was working in the back,
mopping up a mess from a spilled vat of vegetables.  Well, the managers had
been having a bad day, and one of them came in and slipped on the wet area,
even though there was a sign.  This manager yelled at me as if I had done it on



about how to make the salad bar better -- but now I don't even try to suggest
new things."

A Top-Down Communication Story Behind the Story:  I think that the students
should have a say in how food services is run.  For example, we used to have
all -you-can-eat, and the students really miss that.  I know they would come
here more often if we had it again.  Or students complain that our salad bar is
too expensive, or we don't have enough ethnic food.  If we listened to the
students, I think we would make lots m ore money.

1c. Lack of Intercultural Understandings.  Managers and staff may not have a
good idea about the realities and stresses of their WorkPlaces and WorkLives.
Management might not understand how transportation impacts a staff member's work
performance, and staff members might not understand the budgetary requirements of
management.  This lack of communication about cultural differences can lead to
problems.

An Intercultural Understanding Story Behind the Story:  Sometimes I'm not let
off work until after my bus leaves, and I don't think that the managers realize




