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Summary

This report uses BMW as a case study to analyze the state of its management complaint area. In corporate policy, BMW's hiring policy is unfair, such as the South Carolina plant due to the racial factor triggered complaints. In performance management, the difference between sales and logistics departments in terms of performance and bonus settings has led to employee dissatisfaction, which is a deviation from the requirements of Fayol's theory. In mainstream management theory, Weber's theory points out that BMW's hierarchical management has problems such as ignoring the opinions of the grassroots, and Taylor's theory shows that there is a mismatch between the skills and tasks of the employees in the production and sales departments, as well as an emphasis on quantity rather than quality. Under the Critical Management Theory, the Frankfurt School reveals that BMW's management has concentrated power, and the Post Modern Management Theory points out that BMW's traditional management is difficult to adapt to the complex market. It is recommended that BMW should optimize recruitment, set up an evaluation team based on Harvard's experience, optimize the distribution of bonuses, set up cross-departmental platforms and mechanisms, pay attention to the opinions of its employees, and carry out training practices to cultivate a specific corporate culture, and improve its complaint handling and operation management capabilities.
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[bookmark: _Toc25354]1.0 Introduction

This report explores BMW as a case study in managing key complaint areas. BMW faces challenges in the areas of corporate policy rationality, R&D and production synergy, communication effectiveness, and performance management and incentives, which affect internal operations, employee status, brand image, and market position. With the help of mainstream management theories such as Fayol, Weber, Taylor, etc., we analyze the conformity or deviation of its operation and management norms, and apply the Frankfurt School and post-modern management theories to explore the power dynamics and market adaptability, and then put forward targeted suggestions based on the analysis. It provides a reference for BMW to improve its management level and respond to complaints.
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[bookmark: _Toc14692]2.1 Complaints arising from poor enterprise policies

In today's business environment, the recruitment policies of certain enterprises deviate from the right track, with discriminatory tendencies such as gender, age, and geography, and also show irrationality such as over-reliance on academic qualifications and setting up complicated and out-of-touch assessment criteria with job requirements. These policies violate the principles of equality, fairness, and inclusiveness and harm the rights and interests of job seekers. Duan (2014) mentions many reasons for labor discrimination, such as gender, race, and educational background. Therefore, job seekers will complain to labor inspection departments, industry associations, etc., and the community will strongly condemn it through various forms such as online comments and social media discussions.The BMW plant in South Carolina is the biggest case in point.

[bookmark: _Toc12831]2.2 Performance Management and Incentives

Zhang (2024) points out that in modern business management, most companies set up performance appraisals and conduct diverse training programs to provide employees with promotion and growth opportunities. Taking BMW as an example, the performance and sales of its sales department directly affect employees' salaries, bonuses, and positions（BMW 2024） . Among them, the amount of bonus is usually high but fluctuates greatly (Ding 2024). In contrast, although the logistics department is crucial to the normal operation of the company, employees in this department receive relatively small bonuses and have more limited career development because their work results are difficult to be quantitatively measured through actual actions. This unequal distribution of bonuses tends to trigger dissatisfaction among employees in the logistics department.

In addition, Li (2024) stated that some departments in some companies have unscientific salary settings in terms of human resource management incentives, which affects the motivation and quality of work of the employees, and Wang (2024) also mentioned that when there is miscommunication between departments and inefficient work, it means that the company's management policies need to be adjusted, and the employees need to be trained accordingly. 

As Fayol suggests the five functions of management: are planning, organizing, directing, coordinating, and controlling (Ning 2024), from these aspects, there are still many problems in different departments in terms of performance appraisal and salary management, despite the various management measures taken by modern companies.

[bookmark: _Toc6170]3.0 Management Theories

[bookmark: _Toc30358]3.1 Mainstream management theories

[bookmark: _Toc26378]3.1.1 Max Weber's Bureaucratic Thoery
Max Weber's Bureaucratic theory focuses on the principles of a clear division of labor, clear hierarchy, and strict rules. (Tom 2024) BMW has a clear hierarchical structure.  Managers‘ neglect of basic employees’ opinions goes against the proper information transfer and feedback mechanism in a bureaucratic system. (Tan 2013) When it comes to the performance appraisal mechanism, although companies can distribute bonuses strictly according to the rules, they do not have the flexibility to think about the differences between different departments. So bureaucracy then lacks adjustment in the diverse working scenario of modern society. (Yi 2024)

[bookmark: _Toc31335]3.1.2 Frederick Taylor's Scientific Management
Taylor's management theory advocates standardization and a piece-rate wage system. (Ding, 2011) BMW has implemented standardization in the production department. Still, the mismatch between staff skills and tasks, such as the frequent occurrence of staff errors in workshop production, has led to complaints about low productivity and unstable product quality, which is prone to customer complaints about product quality and internal dissatisfaction in the production department. Over-emphasis on sales performance results in sales staff emphasizing quantity over quality, which is reflected in an increase in customer service complaints. Customers may complain because they are not treated with respect and professionalism, which is detrimental to the company's reputation and long-term development, and makes the company even more passive in complaint handling. It may also lead to staff questioning the management orientation, which may result in a decline in internal cohesion and give rise to more complaints about management decision-making and the working environment.

[bookmark: _Toc14545]3.2 Critical Management Theory Analysis

[bookmark: _Toc24573]3.2.1 Frankfurt School Theory
The Frankfurt School theory emphasizes the relationship of rights in society organizations, and groups. (Qiu 2024) In BMW, the rights between management and employees are not equal, for example, the authoritarian style of some leaders, who make decisions alone without obtaining the opinions of employees, reflects that the management's rights are too centralized, and therefore ignores the opinions of employees. Zhou（2012）mentioned that the rights of management and shareholders should be kept at a balanced level and employees should be given appropriate rights. A long period of authoritarian policy will only lead to employee dissatisfaction and complaints.

[bookmark: _Toc8047]3.2.2 Post-modern management theory

The main purpose of this theory is to question the universality of traditional management and to promote a diverse business system. Some scholars have also mentioned that postmodern management theory incorporates more elements and more approaches. (Liu 2024) BMW's current management model, despite the standardization of traditional management, is gradually failing to cope with the complex automotive market. For example, strategic decisions have not kept up with the flexibility and variability of market demand and lack of environmental adaptability. Yan（2024） mentioned, in team work, speak freely to put forward suggestions and ideas. This atmosphere is conducive for employees to challenge the status quo try new ideas and develop a sense of innovation.This is exactly what post-modern management focuses on.

[bookmark: _Toc28074]4.0 BMW Detailed Case Study

The U.S. Equal Employment Opportunity Commission reported that BMW's Spartanburg, S.C., plant violated fair hiring rules by disproportionately excluding African-American logistics workers. Black workers complained about having their criminal records checked, and BMW's policy provided for the dismissal of employees with felony or misdemeanor charges and the rejection of job applicants with records. The investigation found that 80 percent of fired logistics workers were African American. 2008 change in contractors led to a tightening of policy, affecting workers who had previously passed screening. BMW was ordered to pay $1.6 million in damages and settle two other charges after a lawsuit in U.S. District Court in South Carolina identified 56 African American workers as victims of racial discrimination. (Joey 2024)

The above case is from a real incident and by analysing it, it can be concluded that the area that BMW was involved in this incident was in the area of recruitment and hiring policies. BMW had a policy regarding the dismissal of guilty employees and rejection of employee applicants with criminal records, 80% of which were African American, resulting in complaints of racial discrimination. Workers argued that such policies did not take into account the differences in the circumstances of individual employees, unfairly impacted different races, violated the principle of fair recruitment, and infringed on the rights and interests of the African-American community to equal access to job opportunities. Some scholars refer to labor law, which exists to ensure the fairness, openness, and legality of labor relations (Zhang 2024).

According to Max Weber's theory of bureaucracy, although BMW has a hiring policy regarding criminal records, the existence of such a policy is not reasonable. It is too extreme and fails to take race into account, violating the bureaucratic theory's requirement that summary rules should be reasonable and fair. When faced with job applicants of different races, the BMW Group rejected them decisively and dismissed them in strict adherence to the rules, failing to exercise judgment and flexibility according to the actual situation. Therefore, it shows that there is still a big problem with the rule system in guaranteeing fairness and justice.

[bookmark: _Toc6894]5.0 Recommendations

Based on the case mentioned in 5.0, I think the BMW Group can optimize its recruitment rules. It has been suggested that Harvard University used semi-structured interviews to gain experience. (Lin 2024) Although BMW Group does not belong to the scope of the university, we can learn from this way to accept every employee equally and then set up an evaluation team, which includes experts in human resources, legal counseling, etc., to conduct a comprehensive heart evaluation and information examination for every employee regularly. Treat different groups with the same way of examination, so that everyone is equal. I think the enterprise system needs to be improved. The BMW Group should give equal rights to every job seeker. When the job search is passed, establish a responsibility training course. Let every employee start from the same starting line, no matter what happened in the past, in the future as a BMW Group employee, should do my obligations and responsibilities, and start again. BMW has mentioned that to reach zero greenhouse gas emissions, which also reflects BMW's corporate responsibility and commitment to environmental protection (BMW 2023).
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This article uses the BMW Group as a case study to analyze several complaint areas involved in the company's management process. BMW as a renowned manufacturer faces many management challenges that have a significant impact on its internal operations, brand image, and market position. This report takes a comprehensive look at its management practices, first analyzing key incidents such as organizational structure and communication, performance management and incentives, and racial discrimination in recruitment at its South Carolina plant, and then borrowing mainstream management theories such as Fayol, Weber, and Taylor, as well as Frankfurt School and Postmodern Management Theory, to analyze BMW's operations and norms in terms of their fit or deviation, revealing issues of power dynamics and market adaptability, and finally putting forward targeted recommendations such as optimizing the recruitment process and strengthening communication and coordination, Finally, it proposes optimizing the recruitment process, strengthening communication and coordination, and other targeted suggestions.

I think that BMW can firstly optimize its recruitment policy in dealing with complaints, such as learning from Harvard University's experience of semi-structured interviews, so as to build an equal selection mechanism. Moreover, it should conduct a comprehensive assessment and information review of job applicants, only in this way can we ensure that the recruitment follows the principles of fairness, impartiality, and inclusiveness.

At the same time, the optimization of the bonus distribution mechanism is also extremely critical, based on the nature of the work of each department to determine a reasonable plan, otherwise, it is easy to affect the enthusiasm of employees due to unfair distribution.

In addition, the establishment of a cross-departmental communication and collaboration platform and information exchange mechanism is indispensable, which can promote R & D and production and other departments to collaborate. At the same time, we should pay attention to the opinions of employees and deal with them promptly, and actively carry out training and practice programs, through which we can cultivate a fair, inclusive, and innovative corporate culture, and ultimately enhance the sense of identity and belonging of employees, to comprehensively improve the company's ability to deal with complaints as well as the overall level of operation and management.
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