RETAIL MERCHANDISING 

MANAGEMENT LEVEL

Performance Indicators

1. Explain the role of training and human resource development.

2. Explain the concept of staff motivation.

3. Explain the employee’s role in expense control

4. Explain the nature of remedial action.

5. Explain the nature of positive customer/client relations.

Event Situation

You are to assume the role of a local store manager for a location of BARGAINS UNLIMITED, a chain discount store.  Your district manager (judge) has asked you to analyze and solve some employee staffing problems that are affecting business at your store.

Because the labor market is tight in your area, you have had a difficult time hiring and retaining staff at your location of BARGAINS UNLIMITED, especially for the evening shift (6:00 p.m. to 11:00 p.m.).  Your best employee will not work this shift.  On several occasions when you scheduled experienced employees for evening shifts, they quit to take jobs with other stores that offered them more preferred hours.  Compounding this problem is the difficulty of hiring and scheduling supervisors for evenings

Recently, customers shopping during evening hours have begun complaining about poor service, rude employees and even employees engaging in horseplay during work.  You have also become aware that many of the duties assigned to the evening shift are not being completed or are being done poorly.  This has caused problems for the morning shift and has forced you to schedule extra daytime hours to keep the store in shape and running smoothly.  Currently, the evening managers are recent high-school graduates who started with the store as entry-level employees.  Only one of these managers makes a strong attempt at doing the job well.

Although you have tried to hire more responsible staff and managers for the evening shift, few people have applied.  When you have asked more experienced supervisors to take evening shifts, they have indicated that they would quit if you scheduled them for evenings.  You have even offered a pay incentive for supervisors who work the evening shift, but so far none have agreed to change.  What’s worse, sales have decreased noticeably as this problem has become more pronounced.

Your district manager (judge) has spoken to you about your increased payroll cost and the number of customer complaints.  The district manager (judge) expects you to get things back in line.  Your task is to develop a strategy for dealing with this problem and to review it with the district manager (judge).

Your plan for resolving this problem should at a minimum cover the following:

· Specific ways that payroll can be controlled

· Supervision guidelines that will control employee behavior

· Strategies for hiring and retaining quality employees for the evening shift

· Ideas on how to motivate employees

You will present your plans to the district manager (judge) in a meeting to be held in your store office.  The district manager  (judge) will begin the role-play by greeting you and asking to hear your suggestions.  After you have presented your ideas and have answered the district manager’s (judge’s) questions, the district manager (judge) will conclude the role-play by thanking you for your work on this project. 

