Performance Management role Play
Manager’s Role Brief

You are the Sales Manager of a large call centre.

Your department has recently introduced a new procedure for handling telephone enquiries. This involves sales staff following a “script” when answering calls. In the past, sales people were allowed to use their own judgement as to what to say, but the new system has been shown to increase sales by 10% in other offices, and you have decided to adopt it here for a trial period of two months.

All staff were consulted on the introduction of the new system and have received extensive training. Staff have been reassured that the Company will make up any shortfall in individual sales commission during the trial, so no one should lose out: but if the system is adopted at the end of the trial and is as successful as it has been in other offices, staff should expect their commission to be higher than it is at present anyway. 
The trial has been going on for two weeks and seems to be working well.
 However, you have noticed that one member of staff has, at least on the occasions when you have overheard her, been “playing it off the cuff” as under the old method. She was one of the best sellers under the old system, but you feel that if the new system is to have a proper trial everyone must use it consistently.

Employee’ Role Brief

You are a Salesperson in a large call centre.
You have been working in the telesales department for several years now, and consider yourself to be one of the best sellers. I fact you have regularly won sales awards and your commission earnings are among the highest in the department. You put your success down to your sales “patter” which is very informal and based on plenty of “ad libbing”. The department has just introduced, on two months trial, a new system where you have to follow a script. 

Everyone has been consulted and trained I its use, and their existing commission earnings have been guaranteed during the trial. You can se the merits of the system for the les successful sellers, but you don’t think that it will do you any good, in fact it will probably make you less successful.

You’ve kept your reservations to yourself, largely because you intend to ignore the new system and carry on in the same way as you always have both during the trial and thereafter if the new system is adopted. Why shouldn’t you? After all, your commission will be at stake if the system is adopted at the end of the trial. Obviously, you revert to the new system when the boss is around, but once or twice she has noticed you ad-libbing. 
She has asked to see you for a “coaching” session. You think that this is rather ridiculous and quite laughable. All you are doing is trying to do your best and the Company is trying to make you worse at your job. Anyway, what can they do about it? They can’t watch over you all the time and you intend to carry on as you are.    

