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LETTERS TO THE EDITOR 409 

very low level, we may be destroying the 
organization's method of signaling that the 
system is out of equilibrium. This is remi- 
niscent of Lewis Coser's point that minor 
conflicts are important as a means of fore- 
casting and thereby avoiding major conflicts 
which may rip the organization apart. I be- 
lieve that permitting the organization to 
exhibit frictional conflict is healthy and 
actually provides an equilibrating mecha- 
nism. But what we must do is remove the 
incentive for people to engage in organiza- 
tional coups d'etat and other forms of stra- 
tegic conflict. Such mechanisms for changing 
the power structure of the organization are 
far too costly, and we must seek other ways 
of making the adjustments with more con- 
tinuity. 

It is my own personal opinion that organi- 
zation theory as a discipline is temporarily 
stalled and will not begin to make substan- 
tial progress again until the design orienta- 
tion I am arguing for here replaces the 
hands-off, detached, natural science attitude 
that dominates current research. 

Louis R. Pondy is an associate professor in 
the Graduate School of Business Administra- 
tion at Duke University. 

M.A.S.H. NOTE: A REPORT ON 
THE ARMY'S PRODUCTIVITY 

PROGRAM 

J. Ronald Carey 

In the mid 1960's the Army adopted a 
scheme to improve productivity by eliminat- 
ing mistakes at work. A letter was sent to all 
the major logistical organizations describing 
the program and requiring its implementa- 
tion. 

The receipt of the zero defects program 
letter in Frankfurt at one of four mortuaries 
in the U.S. Army Mortuary System, Europe, 
led to a consultation among the staff. It was 
agreed that the program was worthwhile, 
but how was the staff to decide if the mor- 
tician's work was free of defects? All such 
judgments were considered subjective, 
gauged, for instance, on the basis of com- 
ments of family and friends: "Doesn't he 
look natural," "I've never seen him so peace- 
ful," or "Are you sure that's my husband?" 

It was decided to rely on the form that is 
filled out by a mortician who examines the 
remains when they arrive in the United 
States. Effects of embalming are not always 
immediately noticeable and a body may 
develop a reaction to the fluid. Such reac- 
tions are beyond the control of the embalmer 
and occur in no more than 1 percent of the 
cases. 

The mortuary staff, however, determined 
that each unfavorable reaction would be 
considered a defect and set a goal of 99.44 
percent. (In previous months the worst re- 
sults were just below this figure; most were 
close to 99.5 percent). 

The staff submitted its reports and a year 
later there was a month when the zero de- 
fects rate went up to 99.8 percent. The mor- 
tuary's commanding officer was called to 
headquarters to receive the general's con- 
gratulations. During the visit, a staff officer 
pointed to a large chart on the wall. There, 
behind him, was the mortuary's record out- 
lined on a graph, with the latest month's 
figures circled in red. "There was a time 
there I thought you were putting us on," the 
staff officer confided, "but now I'm a con- 
firmed booster." 

J. Ronald Carey is a doctoral candidate at 
the University of Texas at Austin. 
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