CASE STUDY
Jonathan becomes a Manager

Stirling Services was a very successful company that sold a variety of financial products to customers to include mortgages, life assurance, insurance etc.  They had a reputation for honesty and getting the best deal for their clients, who were made up of individuals and businesses interested in investing and securing their financial futures.

The majority of their customers were commercial – local and national customers formed their client-base.  They had a number of counter presences within building societies dotted across the North West of England with their main office in Chester on the high street – a dedicated building for the administrative team and a counter facility. The company employed 57 in their Chester branch 84 on their counters across the North West.
The company was growing and becoming a well recognised name in the financial sector.  It was because of this growth that Jonathan had his chance to progress.  He had been with the company since he left college 11 years ago (after completing half a business management course).  His role had been a little ambiguous over the years and involved so many aspects of the business – he had started as an Apprentice Administrator and had ‘fitted in’ well into so many roles nobody was really sure what his title was or what he actually did, but what they did know was that “without Jonathan the company would really struggle”.
2010 saw a huge shake up in the financial sector.  Banks were becoming unstable and withdrawing loans, holding onto money etc.  People were less likely to invest, but on the other hand business were looking for security for their money and were less likely to turn to the banks for assistance – this meant that it was a good opportunity for Stirling to corner a larger stake in the commercial market. 
They employed the services of an external consultant who carried out a full evaluation of the business and amongst her recommendations, she strongly advised they structure the business in line with the potential growth plans – this meant structuring people’s roles also.  Once she had diagnosed the business problems and identified a plan for implementing the changes, the company believed they could take the plan forward and dispensed with the Consultant’s services (it was a cost that they could do without at present they felt)!

They focussed on the management of the business and realised that Jonathan, with his wealth of knowledge of the business and its services and his experience; should formally become a “Manager” with responsibility for Customer Service across the whole of the organisation and with line responsibility for all the Counter Staff.  Jonathan was told of his ‘promotion’ by one of the Company’s Board members during a visit to the Chester branch (the Board Member ushered Jonathan to one side and whispered the news to him in one of the client interview rooms).  Jonathan was over the moon – he was given a car allowance and a shiny new “Manager” badge, he was even given a Job Description that told him what his job should be.  
Three months later Jonathan was struggling.  He had visited all the counters and introduced himself to the teams.  Each team had been surprised at their new Line Manager as previously they had reported into the Building Society on financial performance etc. and one of the Directors of the business on all other matters.  In fact they were so surprised they decided to make Jonathan’s life as difficult as possible!

· 2 –
Jonathan also found he was resented by the colleagues he worked directly with at the Chester office.  They no longer involved him in ‘office gossip’ and even some stopped speaking with him.  Jonathan was desperate.  He asked for support from the Senior Management Team and the Director who had ‘promoted’ him.  They all said the same – it’s a time for settling in and things would get better…….but they didn’t.  
Jonathan became defensive; to get things done his began demanding and was even found to be shouting at his staff on occasion – at least shouting meant that things happened.  He had been given a target to improve customer service, so he told his staff to improve – to sell more financial products and he even set them targets to achieve.  If they didn’t achieve he wanted to know why!  Customer service gradually worsened and Jonathan was to ‘blame’ according to the Senior Management team.  He was called to task and was eventually disciplined for not achieving targets and was ‘told off’ for the fact that the Senior Management Team had received a number of grievances against him which was taking up their time.  
Eventually, enough was enough, after nearly 12 years of service, Jonathan left, much to the relief of everyone – even the Senior Management team!  Jonathan has decided never to try and become a manager again; and Stirling Services have gone back to where they were 12 months previously in respect of business structure, and are struggling to stay competitive – they have closed the majority of their counters and have reduced the Chester staff by 20%.  Jonathan is still out of work.
· Where did everyone go wrong?

· What could they have done to ensure Jonathan’s role was successful and that it achieved what it was meant to?

· Consider the development, training and learning aspects of the case study and identify what could have been done to ensure that Jonathan was suitably informed and capable of carrying out his new management role.
· Outline some specific L & D interventions that could have been useful for Jonathan’s development
