OCCUPATIONAL CATEGORY

Apparel and Accessories Marketing

Management Level
INSTRUCTIONAL AREA

Business, Management and Entrepreneurship

PARTICIPANT INSTRUCTIONS

PROCEDURES

1.
The event will be presented to you through your reading of these instructions, including the Performance Indicators and Event Situation. You will have up to 10 minutes to review this information to determine how you will handle the role-play situation and demonstrate the performance indicators of this event. During the preparation period, you may make notes to use during the role-play situation.

2.
You will give an ID label to your adult assistant during the preparation time.

3.
You will have up to 10 minutes to role-play your situation with a judge (you may have more than one judge).

4.
You will be evaluated on how well you meet the performance indicators of this event.

5.
Turn in all your notes and event materials when you have completed the role-play.

PERFORMANCE INDICATORS 

1.      Describe crucial elements of a quality culture.

2.      Explain the nature of wage and benefit programs.

3.      Explain ways to build employee morale.

4.      Explain the concept of staff motivation.

5.      Develop strategies to achieve company goals/objectives.

EVENT SITUATION

You are to assume the role of store manager of a location of The Extras, an accessories chain. The regional manager (judge) has asked you to develop a plan for improving employee retention.

The location of The Extras is one in a locally owned chain of six stores throughout the state. The stores carry mid- to high-priced accessories including scarves, purses, wallets, belts, sunglasses, jewelry, hair clips and other fashionable items. In your store, employee turnover has increased from 35% to 75% in the past year because many part-time employees decided to leave. From exit interviews, you compiled the following information about why those employees chose to leave:

Top Five Responses to the Question  “What is your main reason for leaving our store?”

1.
Becoming bored due to lack of challenges
45%
2.
Didn’t enjoy working with the other employees
25%
3.
Not enough sales training...didn’t feel comfortable in my position
13% 
4.
Didn’t get the hours that I wanted
9%
5.
Looking for a better hourly wage
8%



Your standard starting wage for an entry-level employee with no sales experience is $5.75/hour. Because of previous sales experience you have started some employees at $6.25/hour. You offer one of the highest starting salaries in your mall, and employee reviews are done annually with a possible pay increase of 2% to 5%. You attract employees easily, but it is difficult to keep them motivated and enthusiastic about the job. 

You have five part-time sales associates on staff and one full-time assistant manager. Your assistant has been with you for over a year, but the part-time staff is all relatively new. The job description for the sales associates’ job reads:

        Customer Service (greet customers, assist in finding and selecting merchandise)

        Cashier (ringing up sales, handling cash, counting change, balancing drawer at the end of shift)

        Housekeeping (dusting, vacuuming, mopping entryway, cleaning employee bathroom, taking out trash)

        Stocking and checking in merchandise

The store’s computer/register has the capability to track sales and print reports of hourly, daily, monthly, quarterly, individual employee and specific merchandise sales. The closing employees always print a daily report. Schedules for the week (Sunday to Saturday) are made by Thursday of the week before, with special requests being honored as much as possible if given to you by Wednesday.

As store manager, you need to develop a plan of action to build employee morale, encourage teamwork, help employees understand the importance of open communication and increase the quality of customer service. With that plan, employee retention should improve. The regional manager (judge) has approved a store incentive budget of $450 for the months of April through June.

You will present your plan to the regional manager (judge) in a role-play to take place in the store’s office. The regional manager (judge) will begin the role-play by greeting you and asking to hear your ideas. Once you have presented your information and have answered the regional manager’s (judge’s) questions, the regional manager (judge) will conclude the role-play by thanking you for your work.

JUDGE’S INSTRUCTIONS

DIRECTIONS, PROCEDURES AND JUDGE’S ROLE

In preparation for this event, you should review the following information with your event manager and other judges:

1. Procedures 
2. Performance Indicators 

3. Event Situation 
4. Judge Role-Play Characterization 
Participants may conduct a slightly different type of meeting and/or discussion with you each time; however, it is important that the information you provide and the questions you ask be uniform for every participant.

5. Judge’s Evaluation Instructions 
6. Judge’s Evaluation Form 
Please use a critical and consistent eye in rating each participant.

JUDGE ROLE-PLAY CHARACTERIZATION

You are to assume the role of regional manager of The Extras, one location in a chain of accessories stores. You have asked the store manager of one location (participant) to develop you a plan for improving employee retention.

The Extras is one in a locally owned chain of six stores throughout the state. The stores carry mid- to high-priced accessories including scarves, purses, wallets, belts, sunglasses, jewelry, hair clips and other fashionable items. In the manager’s (participant’s) store, employee turnover has increased from 35% to 75% in the past year because many part-time employees decided to leave. From exit interviews, the manager (participant) compiled the following information about why those employees chose to leave:

Top Five Responses to the Question  “What is your main reason for leaving our store?”

1.
Becoming bored due to lack of challenges
45%
2.
Didn’t enjoy working with the other employees
25%
3.
Not enough sales training...didn’t feel comfortable in my position
13% 
4.
Didn’t get the hours that I wanted
9%
5.
Looking for a better hourly wage
8%




The store’s standard starting wage for an entry-level employee with no sales experience is $5.75/hour. Because of previous sales experience, the manager (participant) has started some employees at $6.25/hour. This store location offers one of the highest starting salaries in the mall, and employee reviews are done annually with a possible pay increase of 2% to 5%. The store attracts employees easily, but it is difficult to keep them motivated and enthusiastic about the job. 

The manager (participant) has five part-time sales associates on staff and one full-time assistant manager. The assistant has been with the store for over a year, but the part-time staff is all relatively new. The job description for the sales associates’ job reads: 

  Customer service (greet customers, assist in finding and selecting merchandise)

  Cashier (ringing up sales, handling cash, counting change, balancing drawer at the end of shift)

  Housekeeping (dusting, vacuuming, mopping entryway, cleaning employee bathroom, taking out trash)

  Stocking and checking in merchandise

The store’s computer/register has the capability to track sales and print reports of hourly, daily, monthly, quarterly, individual employee and specific merchandise sales. The closing employees always print a daily report. Schedules for the week (Sunday to Saturday) are made by Thursday of the week before, with special requests being honored as much as possible if given to the manager (participant) by Wednesday.

You have asked the store manager (participant) to develop a plan of action to build employee morale, encourage teamwork, help employees understand the importance of open communication and increase the quality of customer service. With that plan, employee retention should improve. You approved a store incentive budget of $450 for the months of April through June.

The store manager (participant) will present the plan to you in a role-play to take place in the store’s office. You will begin the role-play by greeting the store manager (participant) and asking to hear the ideas. 

During the course of the role-play you are to ask the following questions of each participant:

1.
How can we measure the effectiveness of your ideas?  How long before we will see results?

2.
Why should we even worry about retaining our employees?  It’s not difficult for us to attract replacements.

3.
What should we do if this plan doesn’t work?

Once the store manager (participant) has presented some ideas and has answered your questions, you may conclude the role-play by thanking the store manager (participant).

You are not to make any comments after the event is over except to thank the participant.
JUDGE’S EVALUATION INSTRUCTIONS

Evaluation Form Information

The participants are to be evaluated on their ability to perform the specific performance indicators stated on the cover sheet of this event and restated on the Judge’s Evaluation Form. Although you may see other performance indicators being demonstrated by the participants, those listed in the Performance Indicators section are the critical ones you are measuring for this particular event.

Evaluation Form Interpretation

The evaluation levels listed below and the evaluation rating procedures should be discussed thoroughly with your event chairperson and the other judges to ensure complete and common understanding for judging consistency.

	Level of Evaluation
	Interpretation Level

	
	

	Excellent
	Participant demonstrated the performance indicator in an extremely professional manner; greatly exceeds business standards; would rank in the top 10% of business personnel performing this performance indicator.

	
	

	Good
	Participant demonstrated the performance indicator in an acceptable and effective manner; meets at least minimal business standards; there would be no need for additional formalized training at this time; would rank in the 70-89th percentile of business personnel performing this performance indicator.

	
	

	Fair
	Participant demonstrated the performance indicator with limited effectiveness; performance generally fell below minimal business standards; additional training would be required to improve knowledge, attitude and/or skills; would rank in the 50-69th percentile of business personnel performing this performance indicator.

	
	

	Poor
	Participant demonstrated the performance indicator with little or no effectiveness; a great deal of formal training would be needed immediately; perhaps this person should seek other employment; would rank in the 0-49th percentile of business personnel performing this performance indicator.


JUDGE’S EVALUATION FORM

2002 AAML

Event 1 

DID THE PARTICIPANT:
	1.      Describe crucial elements of a quality culture?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempted to describe crucial elements of a quality culture but was ineffective or vague.
	Adequately described crucial elements of a quality culture.
	Effectively described crucial elements of a quality culture.
	Very effectively described crucial elements of a quality culture; gave examples.

	

	2.      Explain the nature of wage and benefit programs?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Explanation of the nature of wage and benefit programs was ineffective or incomplete.
	Adequately explained the nature of wage and benefit programs. 
	Effectively explained the nature of wage and benefit programs.
	Very effectively explained the nature of wage and benefit programs.



	

	3.      Explain ways to build employee morale?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Explanation of ways to build employee morale was ineffective or incomplete.
	Adequately explained ways to build employee morale.
	Effectively explained ways to build employee morale.
	Very effectively explained ways to build employee morale; gave examples.

	

	4.      Explain the concept of staff motivation?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempted to explain the concept of staff motivation but was vague.
	Adequately explained the concept of staff motivation. 
	Effectively explained the concept of staff motivation.
	Very effectively explained the concept of staff motivation; gave examples.

	

	5.      Develop strategies to achieve company goals/objectives?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempted to develop strategies to achieve company goals and objectives but was vague.
	Adequately developed strategies to achieve company goals and objectives.
	Effectively explained ways to develop strategies to achieve company goals and objectives.
	Ver y effectively developed strategies to achieve company goals and objectives; gave examples.

	

	6.   Overall impression of the participant’s skills and performance?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 1
	2, 3, 4
	5, 6, 7
	8, 9, 10

	Demonstrated few skills with little or no effectiveness.
	Demonstrated limited ability to link some skills effectively.
	Effectively demonstrated specified skills.
	Demonstrated skills in a confident, articulate and integrated manner that meets the highest professional business standards.

	
	
	
	
	
	


Judge’s Initials 

Total Score 

