 “Understanding Stakeholders”
OC Transpo Buses snarled at Hurdman Station; commuters furious
http://ottawa.ctvnews.ca/buses-snarled-at-hurdman-station-commuters-furious-1.2553380
a) Description of the issue:  

During the morning of September 8th, OC Transpo buses had experienced a major congestion during rush hour at Ottawa's Hurdman Station. The problems started around 7:30 am, right at the peak of rush hour. Dozens of buses plugged Hurdman Station, causing significant delays for commuters (Passengers were furious and many of them waited more than an hour to get on a bus). 

b) The stakeholders involved and their positions regarding the issue:

1. Customers/consumers: The passengers could only be furious and disappointed, since every one of them had to be somewhere at a certain time. Some of them were students that had to go to class, other, employees that had to get to work on time. This issue caused a delay to their daily activities that could’ve created series of other problems. They had to rely on different options to get to their destination, so they could’ve felt panic.
2. Employees: The bus drivers were under a lot pressure from the passengers and their directory board, so they felt a lot of tension. On the other hand, they were doing their best to solve the problem and maintain everything under control. “OC Transpo employees were left scrambling to help frazzled passengers.”[footnoteRef:1] [1:  http://ottawa.ctvnews.ca/buses-snarled-at-hurdman-station-commuters-furious-1.2553380
] 

3. Directors: OC Transpo’s directory board was trying to find ways to solve the problem as soon as possible and had to explain to the public what were the main causes. Since they represent the company, they need to convince their customers to continue using their service, even after the incident. They’re not happy about what happened but they need to take measures to prevent another similar incident. 

c) Identifies the implications for the particular business(s) involved:

This situation made some OC Transpo customers very disappointed of the service, making them stop using it and giving away bad rating “OC Transpo is the worst bus service in Canada.”[footnoteRef:2] All of this brought the loss of customers as the taxi services gained them. Also, the business had to make changes in its organisation and way of functioning, so they get back on track. They also had to apologise and explain the situation to the population (they did it through Twitter). Finally, there was tension between employees and directors, between employees and customers. [2:  Ibid. ] 


d) And critically assesses the appropriateness of the article 

Joanne Schnurr, from CTV Ottawa published this article on September 8th as a fact that occurred on the same day. She quotes the customers, the employees and posts some tweets and pictures related to the subject. It’s a fair article, in the sense that she’s not giving away any personal opinions and she’s not accusing anyone, nor taking anyone’s part in the problem. She’s simply presenting the facts, with credible examples and quotes from the people involved. In other words, there is no bias in the reporting.
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