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www.mhhe.com/bernardin6e.

Challenpe :
¢ and Exercise 53, Recruiting at Julia Richter’s “Dressed for Success

' are available online at

EXERCISE 5.4: HR PLANNING AT COMPTECH*

(Overview

How does a company plan and respond to its
source needs? What are the SIEPS necessary to ensure that
the company will have the right people in the 1~iéh1 'ob:‘f}
As stated 1in Chapter 5, HR planning is the f()rccastik:lg of
human resource needs in accordance with the company’s

human re-

- ‘ allenges that may be
encountered. kFor this exercise you will create such a plan

for the profiled company, COMPTECH, INC.

Learning Objectives

After completing this exercise, you should be familiar with
the process of HR planning, including

I. Using an environmental scan to identify internal and
external strengths, weaknesses, opportunities, and
threats.

2. Conducting labor supply forecasts, labor demand
forecasts, gap analysis, action planning, and
controlling and evaluating the HR plan as it unfolds.

3. Tying all aspects of the HR plan together so that they
work seamlessly with the business at hand.

Procedure

Part A: Individual Analysis
Before class, read the COMPTECH, INC., scenario and
answer the questions on Form 5.4.1.

Part B: Group Analysis
The class should break into groups and then formulate an
HR plan for COMPTECH.

l. Each group should take one of the five steps in I;R
planning: environmental scanning, labor deman |
forecasting, labor supply forecasting, gap analysis,

and action planning. 5 T
Each group should meet and determine 155

relevant to their assignment and possible strategies

for facing those 1ssues. _
. After megeting separately, groups will then collaborate

CH, INC.
to complete an HR plan for COMPTE

S

o

Scenario

Background | . .
Fo“nfed in 1980 by twO “«downsized IBM software engl

' ited by man
neers, Maryland-based COMP’I'EfCtI;lIelspgig:lt:;i Coympuw)l"
| L L O
analysts as being the inventor

*Contributed by David Herst.

superstore concept. COMPTECH is the leader in the dis-
count computer retail sales industry and America’s largest
personal computer retail outlet. The company operates Over
350 stores in the United States and Canada and employs
over 10,000 full-time associates.

History

When Jordan Green and Kyle Brown lost their positions
at IBM in 1980, the wave of corporate downsizings in the
United States had just begun. Green and Brown received
generous severance packages from IBM and decided to
g0 it on their own rather than begin second careers in
another corporate environment. Working out of Green's
home, they marketed themselves as “computer odd job-
bers,” primarily through word of mouth among friends and
associates. Their first contract was to handle the weekend
relocation of a small architectural firm owned by one of
Jordan’s tennis partners.

The partners set to work on a Friday afternoon, confi-
dent that neither would miss his Sunday morning tea time.
Unfortunately, the job proved to be more complicated than
it would have been inside IBM’s corporate headquarters.
Reconfiguring the client’s network in the new location re-
quired several additional port hubs and LAN adapters. The
nearest retail outlet was 60 miles away and would not open
until Monday at 10:00 A.M. Green and Brown recognized a
need for a retail personal computer outlet to cater to small
businesses and self-employed professionals. That week-
end, COMPTECH was born.

The first COMPTECH retail store was opened in
Somers, New York, in 1981 in leased warehouse space.
The concept was promoted as a one-stop-shopping center
for personal computer needs. The store carried personal
computer equipment of all kinds and also offered instal-
lation, maintenance, training, and specialized technical
services. Within 6 months, Green and Brown had a staff
of eight and were looking for space to open a second
location.

After opening their fifth store in the Northeast, the
partners decided to expand nationwide. With financial
backing from a venture capital group, they moved into ev-
ery region of the United States. During the next 12 years,
COMPTECH experienced an average growth rate of 27
new stores per year. In 1990, the company acquired a chain
of computer stores in Canada. By 2012, COMPTECH em-
ployed over 10,000 personnel across the United States and
Canada.

COMPTECH went public in 1990 at $2.00 a share—

by 1994, the stock was selling at $27.00 per share. In 2012
COMPTECH realized gross annual sales In excess oi"
$10 billion. Exhibit 5.4.1 shows the com

pany’s domesti
market share lead among its top compet; y estic

Lors.
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Exhibit 5.4.1
2012 U.S. Personal Competitor
Computer Retail Sales
Dell.com
COMPTECH

Manufacturer direct sales

Warehouse chains
Mail order companies
Retail chains

Small computer stores

Total

The COMPTECH Retail Operation

Because COMPTECH strives to maintain uniformity in
each of the retail stores, layout and appearance are very
similar from store to store and region to region. Corpo-
rate headquarters is responsible for planning and choosing
models for store presentation: retail managers have little
discretion in terms of merchandising approaches. Monthly
tloor plans for the stores are developed by corporate mer-
chandising and distributed through the district managers.
The stores, which range in size from 15,000 to 20,000
square feet, are brightly lit and project a high-tech effi-
ciency look. The product line includes a wide variety of
personal computers, peripherals, printers, and software. In
2012, the average COMPTECH retail store stocked about
3,500 kinds of computers and computer-related items.
Sales were divided among product categories as follows:
Percent of 2012
Product Group Revenues
S 30%

tationary personal computers

Portable personal computers 22
Printers 18
Software 12
Peripherals 10
Technical services 8
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make, year, or type. The computer packages consist of 3
computer, monitor, printer, and plus scanner, a sma|] digi-
tal camera. COMPTECH is considering the possibility of
developing warehouse-type outlets for sales of the yse

computer components.
Shrinking margins on computer hardware and the gyc.

cess of the Newcomer’s Club have prompted COMPTECH
to expand into consumer services. This year the company
plans to offer a service to install wireless home network-
ing. A deal with the local cable and telephone companies
to resell broadband Internet access has been in the Works.
COMPTECH plans on bundling the network installation
with the reselling of broadband services. Management is
also considering a comprehensive program aimed at the fast-
growing telecommuting market. In addition, COMPTECH

s pushing the high-margin printer cartridge business but is

plans to s.ell Some of the used computers collected through
the trade-in program in these emerging markets as well as

offer state-of-the art €quipment for the upscale buyer. The
company has also developed a state-of-the-art website. Of

the 150 million American households with computers, 120
million are €quipped with modems and connected to the

structure that €volved at COMPTECH is
st other large retail operations in the United

an Green is supported by seven senior
VPS) IN various functional areas as wel
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Senior Vice F’reslde:l\“_-j—_——_—_I

Senior Vic

j-____________-

e President
Store Operations

Vice President
Human Resources

Senior Vice Presiaent_
Advertisin

Senior Vice President
Plannin

Senior Vice President
Merchandisin

Regional Vice President
Northwest

District Manage?s |
(8

e e

Store Managers

)

Associate Managers
2 per store

Assistant Managers Assistant Managers
6 per store 6 per store

Associate Managers
2 per store

and Southwest. Under the regional vice presidents are the
district managers (DMs). There are approximately 35 dis-
trict managers. Each district manager is responsible for ap-
proximately 10 stores. Exhibit 5.4.2 shows COMPTECH’s

organizational structure for its U.S. operations.

The Vice Presidents

Vice presidents provide expert advice and strategic input lzo
the president according to their functional area. They make

sure that COMPTECH’s information Systems, marketing,

merchandising, planning, a‘nd

S Providing expert knowledge withi
¢ the CEO on COMPTECH's stren gt
& lWnities, and threats. They are a vital p
?d iImplementing COMPTECH’s busines

hs, weaknesses, OppOI-
art of both creating

g strategy-

R | | res
'Rgglonal vice presidents (RVPs) are p
|\ oPing strategies and £04'S ©

e SJ :

e direc tly responsible for all
& fa. They are also given SOmY '
-~ SWategies tailored to their reg1o™

District Managers

(7

Store Man_ag_ers

Associate Managers
2 per store

Regional Vice President
Southeast

Regional Vice President
Northeast

District Manaﬁeré District Managers
6 6

Store Managers Store Managers

e

Associate Managers
2 per store

Associate Managers
2 per store

Assistant Managers
6 per store

Assistant Managers
6 per store

Assistant Managers
6 per store

The District Manager Job

The job of the district manager is to participate in the devel-
opment of the regional and district strategy, communicate
corporate directives, and supervise and monitor store op-
erations. DMs and regional vice presidents work together
to develop implementation plans for marketing, budgeting,
and purchasing. The DM has full responsibility for ensur-
ing that the plans are implemented at the store level by
communicating directives and monitoring progress of store
management.

DMs screen, select, and evaluate all store managers
and associate managers and conduct regular inspections
of all the stores within the district. The DM is responsible
for following up on monthly store performance reports to
identify problem areas and develop plans and final solu-
tions. The DMs” oversight function is carried out primarily
through conducting regular on-site visits, or “DM Audits,”
at each of the stores, which are an important component of
the store managers’ annual evaluations. The district man-
ager is also responsible for selecting and evaluating the
performance of all other management level personnel in
the district. ‘

The Store Manager Job _ A
The store manager (SM) provides the administrative and

functional supervision of a store unit, includiﬁg inventory
control, sales and returns, vendor relations,

: cash manage-
ment, and related reporting. The SM supervises aﬂ% &
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and/or temporary customer service and stock‘manageﬂzg;’;
staff. In addition, the SM manages the operation of a Z 2
unit, including purchasing of all supplies, special or Ze:
receiving and shipping, and return of overstocked or :
fective merchandise. Finally, the store manager supervise
personnel, which typically includes recom!'n'endatlonlf
for hiring, firing, performance evaluation, training, wWor
allocation, and problem resolution.

Associate Managers

Associate managers (AMs) typically work as a second-in-
charge to the store manager. They assist in the day-to-c.iay
running of the store by monitoring departments, condu?t}ng
hiring interviews, evaluating sales associates, supervising
assistant managers, conducting training, and scheduling

employee shifts. They are also responsible for monitoring
inventory levels and implementing sales initiatives.

Assistant Managers

Assistant managers run different departments within each
store. They may be in charge of portable computers, soft-
ware, networking, corporate sales, or customer service.
Their primary functions include providing service to cus-

tomers within their specialized area, monitoring trends,

and advising the store manager on day-to-day operations
within the store.

Sales Associates

sales representatives for COMPTECH. They greet custom-

€rs, assist them in making purchasin g decisions, and advise
them on their computer needs.

The company is known for its progressive human
resource practices and emphasis on employee training,
All COMPTECH sales associates receive a minimum of

3 weeks’ intensive training on COMPTECH’s entire prod-
uct line before joining the floor sajes staff. Sales associates

receive a base salary as well as incentive pay based on their
sales performance. COMPTECH emplo yeesearn 10 percent

more than their peers in similar Organizations. Approxi-
mately 90 percent of the workforce at COMPTECH

COMPTECH’g business

third-party (e, » Dell.co

1IN New stores dVerapec

: lovees. Turnover 1n ges

are fuli(t)lrr;% ?;iezt for the first few months ang then

about ¥ _averages out to about 30 percent per year, A

Eenelfcalm);n of employee trends since 2002 is presenteq in
rea

Table 5.4.1.

Industry Challenges |
Personal computer hardware has been the mainstay f

COMPTECH’s product line. The PC equipment market hy
matured, however, and further growth from that segmen s

not expected. Purchases of personal computers l}av-e begu‘n
to level off in the United States, a_nd.gTowth 1S tied pri-
marily to replacement sales. Many 1mitators h.ave entered
COMPTECH’s market. BESTPRICE, a national retajl
chain offering computers and other ele'ctromc products ag
well as appliances, has been threatenlng COMPTECH’¢
position in several key markets for some time. Other ware-
house chains and even large retail department StO{'eS are ex-
panding their personal computer depalztments. This is to say
nothing of online direct sales companies such as Dell.com,
which dominates the PC market in the United States
Finally, new technological developments, including access
to rented disk time through telecommunications providers,
are slowing the growth of the personal computer market.
Increasing competition and reduced revenues and
profits have led to intense rivalry and price competition
among computer retailers in the United States, and com-
petition is increasing abroad as domestic companies begin
to look beyond their home markets for NEw opportunities.
The U.S. price wars that began in 1991 continue unabated,
with suppliers forced to slash list prices, cut dealer mar-

gins, and introduce lower-cost lines aimed at the home-
user market.

Another trend that has had a negative Impact on

1S the Increasing tendency of
use alternative channels for dis-
. Mail order catalogues, television
, direct customer sales through
m) manufacturer websites, and

Table 5.4.1 Employee Staffing Trends 2002-2012
Position slf::zilils_g Asiglc?;te :faﬂfatsrg ﬁds;gglgagf Mghoare . District Organizational
10‘090 TP £t ge Manager Exit
TR T 1,005 123 2,780
B, 16 686 24 1;1
9 408 7 26
E 35

2 I
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The decline In growth of the PErsonal co

et business has serious Implications f Mputer equip-
Veeting the challenge of competing in

neans that EVEry store must caref ully monitar nent
he price poInts ol 1ts competitors, The ev
1‘3":1]“0]0@?5 Lo bf: tully supported al each store |
-ould require significant employee retraining F[l:;:‘w.hl(?}]
sores must generate growth through salec f . € retail

p[.m.-iding consumer and small buc;

and perhaps MOSt Importantly, Maintaining their

Exercise 5.4 / HR Planning at CompTech

base by providing a flawless level of customer servic?.
Attracting and retaining qualified technical personnel 1s
vital to COMPTECH’s success.

T'he challenge for COMPTECH is to find a way to sus-
tain its growth without sacrificing its record of excellence
In service. COMPTECH’s corporate goal is to achieve
4-5 percent same-store gains in sales during each of the
next five fiscal years. In the United States, small business
sales/support and technical services are expected to be an
Important component of that growth.
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at COMPTEC
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that will need attention. Raviaw Saiem H? Use Information from the chapter to determine the internal 1Ssues

in general (both domestic and Ebr815nY 1o :llnlcss trends in the retail computer sales sector and in the labor market
“IP you complete the environmental scan

2. Determine the external labor supply available this year in five different states by using statistics from the Bureau
of Labor Statistics website (www.bls.gov) or some other source. Employment statistics can be found at the State
and Local Employment link under the Employment and Unemployment section. Hint: After clicking on the link,
scroll down until you see the link for Create Customized Tables. These will help you find the applicable
statistics.

.o analysis do you propose for the data presented in Table 5.4.17 How do you
What type, or types, of HR plannmgin en?l/ployee movement? Indicate what positions will require more training/

require greater recruitment/selection efforts.

E...lr)

propose to assess the internal trends

g 1
retention efforts and what positions wil




FORM 5.4.1 (Continued)

5. COMPTECH executives set the goal of increasing the diversity of COMPTECH, but there was no specificity to

the goal. They have requested that you prov1de a game plan for achlevmg tl'ﬂs goal PI'OVlde a chronologlcal
outline of your strategy. o) £ VRS WA SHIAEVE VI S ;

4 o | e s o . =N 1 ATy TR
r 1 { LI e 2 5 (5L i s .7 . 3 By
_ e 'y B Wp L ’ i | r. -
'z 4 ' LR IR I R e v e T ol L% i’ e W -y N et al
2 F .'-.:r 1 118 IS . o = JE|; ,,rft- ?JE ?J‘T_fln ol r‘:ll ;‘! ‘?' L N *“ lI {‘;'. 1

.I;i' LA Y n - st im .‘.T_--I-' .
zmw; ) Slsaid 101 ARt b o




	IMG_6675.pdf
	IMG_6676.pdf
	IMG_6677.pdf
	IMG_6678.pdf
	IMG_6679.pdf
	IMG_6680.pdf
	IMG_6681.pdf

