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Case Study 1: Handling Employee Schedule Issues
1. An employee of yours has been late or missed shifts four times in 2 months. However, when at work, this employee is hard-working, friendly with customers, and a good team member, putting the good of the team before their personal interests. You weigh the negative aspects of excusing this employee's absences and tardiness, since the rest of the staff takes notice, against the positives of the employee's work ethic and attitude. Name 3 ways you can improve this employee's performance habits before terminating them. Would you consider just terminating their employment to set an example?

Answer:
1. Ask the employee the what opportunities they have about arriving to work on time.
2. Accommodate the employee needs as long as you can be equitable with other employees, depending on the situation.
3. Discuss what might be available through the company’s EAP program, depending on the situation
4. Establish SMART goals for arriving on time and clearly define consequences.

Case Study 2: Encouraging Manager Confidence
You have a floor manager who consistently avoids dealing with any customer complaints or frustrations. They often shy away from dealing with food mistakes or complaints about slow service and would prefer to let the server deal with these issues. However, this may cause clientele to leave feeling frustrated, as they feel like no one on duty other than the server acknowledged that there was a problem. How do you improve their confidence in dealing with these types of situations, whether the complaints are valid, or when an aggressive customer is just prone to complain? 
Add your answers in a different color font.


Case Study 3: Improving Staff Initiative
You have a manager that works shifts late into the evening and often leaves work that should be performed at closing for the next day's opening staff. While the management functions are performed satisfactorily and completed at the end of the night, the hourly staff often leaves a mess for the staff the next morning to deal with. The opening staff often complains about the work and it sometimes sets back their progress getting the restaurant set up for the day. How do you go about getting this work accomplished each night and critiquing the performance of the closing manager if you can't be there every night to check their progress?

Case Study 4: Motivating Employees Effectively
You are trying to come up with a new format for employee meetings that may engage a large group of people in a more constructive setting. However, you know that more than 50 people will be attending this meeting and you want to keep it concise and straight-forward. Name 2 strategies for leading a team meeting without making a set agenda and reading off of a notepad or clipboard.

Case Study 5: Improving Staff Communication Skills
You have dealt with several customer complaints that they find a series of your coupons misleading. How do you train your staff to speak to customers who may have questions, and how willing are you to waver on the actual worth of the coupon? List three scripts you may give your staff to diffuse these situations and which one to use in which scenario. What role should the management play in diffusing any possible conflicts?

Case Study 6: Supervising Workers with Previous Experience
Jim is a relatively new manager, but has great interpersonal skills and self-motivation. Jim is younger than (or the same age as) most of the staff he manages, and was recently promoted from the ranks of hourly staff to a full-time management position. How do you suggest he make the transition successfully from being "one of the team" to being the manager that most likely will manage this staff?


Case Study 7: Conflicts in Personalities
You have a shift supervisor that is looking to move forward into a more full-time position as a salaried manager, but you know that person has issues and personality conflicts with the General Manager. The shift supervisor has positive skills, however, that could translate well with the group of employees and clientele they most often work with. This person is strong-willed, however, and often voices opinions loudly the GM may not agree with. How do you present the situation to your GM? Do you promote the shift supervisor even if you know it may cause conflict with the GM?

Case Study 8: Streamlining Team Activity among the Management
There are several members of the management team that work on audits of the food and liquor invoices. Each manager does a small portion of the invoices and then one of the manager puts together a summary sheet. However, you have found that each manager uses slightly different formulas when computing the audits at each location. In addition, the completion of the report is left up in the air until someone puts the audits together. How would you suggest streamlining this process to improve the productivity of the managers? Or, would you make the entire audit one person's responsibility?

Case Study 9: Increasing Management Workload
You are hoping to begin a new program to add employee incentives and promotions that will require weekly and maybe even daily monitoring. In addition, many of the promotions require logging into the employee website to log and track information and post updates. You have a wide variety of management staff that could find the work interesting, but no one has volunteered. Who do you assign the work to, if the staff work in all different departments - kitchen, serving, bartending, and hosting? How would you assign the work, divide up the duties, and make sure that the program is consistently monitored? Also, you plan on assigning $5000 to incentives for the employees over the course of the year. As one of the planning managers, how would you spend the money?

Case Study 10: Employee Promotion
You are hoping to fill some entry-level management position(s). In addition, there is always the opportunity of adding to your Training and Team Leader Staff at any time with few downfalls (other than a higher hourly rate for the training staff). You have several candidates suggested by different members of the management staff for promotion, and all have positives and negatives. Rank the order in which you would promote and to what position of the following staff:

Betty: Very efficient worker, but keeps to herself. Above average skills for accomplishing work in a timely fashion and very thorough with work. Hesitant to deal with other employee issues, and would prefer to avoid conflict by finishing any leftover work herself. However, very eager to take on training new staff and disciplining the staff that she currently works with. She currently works only as a server and host.

Jane: Extremely outgoing staff member, and works easily with all other members of the staff. Jane is always willing to pitch in when asked but hardly ever asserts herself to start the extra work. Jane is also eager to take on training new staff and has experience at her previous job in a management role. However, you know that she was let go from her management position at her previous job. Currently works as a server and bartender. 

Robert: Works only a shift or two a week, but is highly competent and has great skills in most departments. Has worked almost every position front-of-the-house and has always had good results in any department. However, Robert is also working 2 other part-time jobs and hasn't committed to working more than his current schedule even though he is a talented employee. He is well-liked by his fellow staff when he works. 

James: Has worked in many restaurants before with a lot of customer service experience. James has good instincts but is sometimes quick to rush to judgment with other staff members and boss others around. Some of the staff like him for his assertive attitude and ability to motivate the team, while others find him abrasive (even though he is just trying to motivate the staff). James is interested in either a training position or an entry-level management position and wants to work full-time. Currently works as a server

Jeremy: Is a skilled organizer and cleaner and works very diligently. Jeremy has great work ethic, average leadership skills, and above-average performance with customers because he is so fastidious. However, when it comes to disciplining his fellow staff, Jeremy is likely to turn a blind eye to any issues he might experience or let bad behavior slide. Jeremy says he would only like a full-time management position, but you don't know if he would take less than that if asked.

In what order, for what positions, and how would you promote these staff members, if any?


