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Case #1

DUE:  

Part 1:  November 1, 12noon

Part 2:  November 11, in class

Teams of 2

The Perfect You is a hair and body care salon in Raleigh, North Carolina.  The owners, Susan and Mike, have built the organization over an eleven-year period from a 2-chair hair stylist operation.  Its primary business has been hair, nail and skin care.  However, during the last year, the owners have purchased the building next door and opened a small body building area.  They hope to expand this area.  The business has had its ups and downs throughout the years, but has primarily been stable.  Some instability has appeared recently with the changes in the economy and the new investment in the body building area; however, Susan and Mike hope that this instability is only temporary.

The salon currently employs eight hair stylists, two manicurists, one masseuse, and two part-time receptionists.  It has recently added three trainers to run the body-building area, and expects to add more as that portion of the business “develops.”  Susan and Mike continue to do some hair work, but their primary role in this growing business has become more managerial.  (Including Susan and Mike, this is a total of 18 people, which is the same number of students in your section of Mgmt 386.)  

Financial paperwork is currently done by an accounting service under contract with the salon.  However, the growing business has made Susan and Mike realize that they should have accountants on staff.  Therefore, they have hired two people, Alison and Brett, to get the financial matters in order and to handle the large amount of paperwork that currently flows through the organization.

Alison and Brett soon became aware that the business could be made more efficient by decreasing some of paper storage and hand-processing of information.  Susan and Mike have easy-to-use software on the computer in their office to process the payroll.  However, each stylist, manicurist, masseuse, and body building trainer keeps customer information on index cards that he or she maintains.  Although all sales are rung on a cash register, there is no way to track the individual transactions.  Inventory is done by hand and inventory records are kept on paper.  All this paper-based processing worked well when the business was small, but it is now starting to create data duplication and errors. 

Therefore, Alison and Brett are recommending that a database be developed for handling such things as customers, inventory, and employees.  They are suggesting that a PC-based database development software, such as Microsoft Access, be purchased and the database be developed by an outside contractor (Alison and Brett do not have the expertise to develop the database).  They are also asking Susan and Mike to consider some customer relationship management software and perhaps even an expert system that will help identify and recommend solutions for the hair, skin, and body building problems of the customers.

While these ideas sound intriguing, Susan and Mike have some concerns.  In addition to the cost of the recommendations, everyone on staff is accustomed to doing things by hand.  Stylists, manicurists, trainers, and the masseuse are comfortable keeping their own customer files and, along with the receptionists, simply ringing up sales on a cash register.  

Therefore, Alison and Brett face a challenge in convincing Susan and Mike that they need some or all of the suggested software.  In addition, they must also face the task of transitioning the other employees.

Your task is to create a change plan.  To do this, you will:

PART 1, due Friday, November 1, 12:00noon  

Take on the role assigned to you in class (on Oct. 28) and post a message, on WebBoard, that is appropriate to the role.  Your message must:

-  respond to Alison and Brett’s suggestions

-  take into consideration your job in the organization (Susan, Mike, hair stylist, manicurist, masseuse, receptionist, or body-builder trainer) and your level of innovativeness (innovator, early adopter, early majority, late majority, laggard)

-  be specific, creative and realistic

-  be about 6-8 sentences in length

-  include the name of your role (but do not include the role type, such as innovator, early adopter, etc.)

PART 2, due in class on Monday, November 11  

The Perfect You has hired you and your partner as consultant change agents to create a change plan.  This plan must include the following:

1)  the changes you are recommending.  Be specific and descriptive.  

2)  the actions that will allow the organization to realize your recommended changes.  This is not a general plan.  Rather, it must take into consideration the traits of the people in your organization (see the WebBoard postings) and the traits of the organization.  This plan must be detailed.  Make use of the information given in class, in the readings, and any other sources.  Be creative!  

Include a timeline of your plan’s “phases” and list and describe the action items in each phase (an example will be given in class on October 28).

Reminder:  Dr. Manns will be out of town at a conference November 2-9.  Therefore, any questions regarding the exam on November 6 must be addressed to her before November 2.  It is highly recommended that questions regarding this assignment be asked in person before November 2.  Alternatively, last-minute questions can be addressed over email on November 10th.

