
Performance Management – Case Study 
 

The following case study describes a common situation where a newly appointed manager 
needs to be set performance management objectives by his line manager. 
 

It is January. 
  
You are the regional manager of a chain of stores selling computer equipment and 
accessories, mainly based on out-of-town retail parks. 
  
Following promotion, a new manager has just been appointed to the Preston store which 
employs 20 staff. 
  
The store is currently experiencing a number of challenges which you wish the new manager 
to address. Among the store’s problems are the following: 
  

 A growing absence problem among the store’s staff 
 Deterioration in staff morale, largely due to the unpopularity of the previous manager 

who left suddenly about a month ago. 

 Sales have been falling since a rival opened up a store on the same site. It is well 
known that the rival chain’s products are not only cheaper, but much more unreliable. 

 The lease on the current property expires in July. The company has an option on a 
store of similar size on the far side of town. The rent on the alternative store would be 
cheaper, but it is unlikely that all the current employees would be prepared to transfer 
to the new store. You need to get your manager to investigate this issue.   

 The newly-appointed manager, although highly competent as a team manager, and 
with proven leadership skills, has admitted that financial management is not his 
strong point. 

 The company has a formal appraisal process for all staff, but the previous manager 
is known to have neglected this area. As regional manager you wish to address this 
issue. 

 Although many of the in-store employees have long service, there is still a problem in 
retaining newly-appointed staff. Labour turnover currently stands at 15% although the 
norm for the retail sector is 10%. 

 The company operates an annual employee opinion survey. In the last survey, 
employees in the store collectively raised concerns over lack of training. You have 
allocated £10,000 for employee development for the store. 

 The telephone bill for the store is twice that of other stores in the chain. Occasional 
personal calls from the employee rest area are allowed, providing that permission 
has been given by the store manager. 

  
Based on the above issues, prepare notes on which to develop a performance management 
plan and performance agreement with the newly appointed manager. Make your notes 
under the following headings: 
The manager’s role, and competencies 
The manager’s key objectives 
Performance improvement (re; the store and people who work in it): 
The manager’s personal development 
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