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Scenario Case Management
Case 2
Ask the manager to get into the right frame of mind when he/she notices they are dealing with an unhappy customer. Controlling one’s emotion is vital because matching it with that of the upset customers will only make things worse.
Stop talking and listen to the complaints, and then offer an opinion after fully understanding the problem.
Offer a genuine apology and show that he is responding to the specific complaints, and he should also make sure not to blame the company.
Provide a positive remedy by being clear on what he/she can do and what he can’t and make sure to avoid promises one can’t keep.
Case study 3
The manager should understand their resource needs and then create the employee schedule as per those needs.
He/she should manage changes by making adjustments quickly and communicating with employees.
Assign the shifts to the employees' following skills and availability.
Measure the effectiveness of their schedules, learn from the data, and adjust the scheduling process as they go.


Case Study 4
Designate a meeting leader who will lead the discussion, help direct the conversation as well as keeping things on track.
 State the purpose of the meeting to the participants beforehand to allow them to prepare. 
Case study 5
Avoid challenging the customer's complaint to avoid an argument from escalating.
Acknowledge what the customers say in regards to the coupons offered and ensure them that you heard what they said.
Be flexible if at all there is no solution to make the customers happy then, management can make it a company policy of giving gift cards to a local movie or coffee shops and hand give it to the upset customers.
Case Study 6
Jim should explain his relationship shift to his team members and make sure that all the team members view him as fair and consistent. 
Jim should listen and learn. He should avoid making bold changes quickly to show or prove that he is boss.
Notably, Jim should be on model behavior by doing his best to represent his department as well as the whole organization.


Case study 7
Avoid discussing the issue with other colleagues before telling the GM what is going on.
Know the timing on when to let the GM know to avoid a possible tantrum if at all they are not in good moods.
 Ask for help by approaching the GM with a calm and collected attitude and letting them know of the issue to be helped with. 
Case study 8
The managers should be efficient by being open to the potential of changing how they work. 
Delegating duties to the managers so that there be an increase in responsibility, which is essential in improving the staff job satisfaction.
Ask the managers to set an excellent example for the management team, a move that will also motivate the members to put more effort.
Case Study 9
I would start with the people who have a lot of work assigned to them and split up the tasks into smaller portions then have someone else help them. 
Communicate and be clear on what my expectations of the program are in terms of timelines and the work product.
I would offer an idea bounty, and the idea that gets the most votes and is reviewed and approved the employee who came up with the idea receives a bonus. 
Case Study 10
I would assign Betty the full-time managerial position because she is thorough with her work. The fact that she keeps to herself will make the employees respect her. As for resolving issues, she will have to undergo managerial training to ensure she becomes tough on that.
I would delegate Jane, the role of team leader for she has the skills and overlooks the fact that she was let go from her previous job. This will motivate her to work even harder on the position.
Jeremy would get a role in a part-time management position to see if he can face issues head-on before becoming a full-time manager. 
Robert is highly skilled, the fact that he hasn’t committed to working more than his current position will only be delegated a training position.
I would assign James to the training staff, for it will challenge him not to be quick to judge other members but rather take time to listen to his colleagues or go back to being a server.




