MK 322 Retail Management
Chapter 16: Managing the Store

By Ajarn Suwalya K.




Drivers of Employee Performance




Recruiting, Socializing, and Training
Store Employees




Recruiting Employees
e Developing a Job Description
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Recruiting Employees
e Locating Prospective Employees
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Many retailers find that
the productivity and
engagement of older
employees is greater than
younger employees.




Recruiting Employees

e Screening Applicants to Interview
Application Forms

References and Online Checks
Social Media

Testing

Realistic Job Interview
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Recruiting Employees

e Selecting Applicants
- Preparation for the interview

e Behavioral Interview: ask candidates how they
have handled situations in the past, especially
situations requiring skills outlined in the job

description

e Legal Considerations in Selecting and Hiring
Store Employees




Recruiting Employees




Socialization of New Store

Employees
e Orientation Programs- are critical in socializing
new employees

e A few hours to familiarize with rules and
regulations

* One element of training program




Training Store Employees

e Structured Training Program- helps new
employees acquire basic skills and knowledge,
which they need to be able to do their jobs

e On-the-job-training- new employees work in
specific jobs under direct supervision of their
managers.

e Blended Approach- both structure and on the job.
Best Buys attend monthly, 3 after hours training
on new products, services update.




Training Store Employees
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In this structured training program, newly hired Men's Wearhouse sales associates learn

about the merchandise they will be selling
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Motivating, Evaluating, Rewarding,

and Compensating Store
Employees




e Employee performance improves when they feel

1. Their efforts enable them to achieve the goals set
for them by their managers and

2. They will receive rewards they value If they
achieve their goals, thus managers can motivate

employees by setting realistic goals and offering
rewards that employees want




Evaluating Store Employees and h

Providing Feedback

 Who should do the evaluation? — Manager who
works closely with the employee
* How often should evaluations be made?

e Format of evaluation?




Evaluating Store Employees and h

Providing Feedback

EXHIBIT 16-4 Factors Used to Evaluate Sales Associates at a Specialty Store

25%
OPERATIONS
1. Store appearance. Demonstrates an eye for
detail (color and finesse) in the areas of display
coordination of merchandise on tables, floor
50% fixtures, and wall faceouts. Takes initiative in
SALES/CUSTOMER RELATIC maintaining store presentation standards
1. Greeting. Approaches customers ¢ ;?xez:?::'gmé:::gew PO W ss

;:?;Z;&f,f,g:::é:;’; zser?:_'e 3 Mercpandise control and handiing ,
ended questions. Qongstentty achvevgg estaphshed requirements
in price change activity, shipment processing,
2. Product knowledge. Demonstrates and inventory control.
knowledge of product, fit, shrinkage, 4. Cash/wrap procedures. Accurately and efficiently
and price and can relay this follows all register policies and cash/wrap

information to the customer. procedures.
3. Suggests additional merchandise. -~
Approaches customers at fitting o

room and cash/wrap areas.

4. Asks customers to buy and reinforces

decisions. Lets cqstomel_'s know current fashionable store image.

they've made a wise choice and 2. Flexibility. Able to switch from one assignment

thanks them. to another, open to schedule adjustments. Shows
initiative, awareness of store priorities and needs

3. Working relations. Cooperates with other

employees, willingly accepts direction and
guidance from management. Communicates
to management.

1. Dress code and appearance. Complies with dress
code. Appears neat and well groomed. Projects




Evaluating Store Employees and
Providing Feedback




Rewarding Store Employees

e EXtrinsic rewards are rewards provided by
either the employee's manager or the firm such
as compensation, promotion and recognition

e Intrinsic Rewards are rewards employees get
personally doing their job well

- Contests : Employee of the Month

- Job Enrichment : the redesign of a job to include
a greater range of tasks and responsibilities,
Including skill variety, task significant, autonomy,
and job feedback




Rewarding Store Employees
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Brendan

1. How loag have you worked fox McDonald's?
1 have wotked ot the Eagle Street McDonald's for 13 meatha.

2. What are sotne of yeur hobbles?
1 play Rugby and like to hang oat wb fnends.

3. What schoel do yom attend?
1 am going into Grade 11 a2 Dr. john M. Dendsca
Secoadary School.

4. Additional cosruments rom Dhe
Emplayee of the Month:
1 am surprised and happy o be the smployee
of e moath.

Joln the Tears. Apply New. Apply oniine af: wwee. WotkoForMe <o

as the
business

1. Row leng have you worked for MeDenald's?
1 have been workong overnights a1 e Davis Drvve
McDosald's for 4 montha.
2. What are some of your hobbiea?
1 7oally Bke cooling and watching TV
3. If you had one wish what would it be?
1 wish 0 be very soccessful and prosperces.

4. Rdditional commants from the Employes of the Menth:
It &8 fun 10 work at McDemald's! 1 love being part of the
tearn and helping out to prepare food in the production
area. Thank you so much for this recogmition.

Joln the Teaen. Apply New. Apply ondine af: wwa WotkaoForMe.co

Raspberry Mocha
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Compensation Programs

e Types of Compensation Plans
1.

Straight salary compensation: receive fix amount
of compensation for each hour or week they work

Incentive compensation plans: reward employees

on basis of productivity

Straight commission: income is based entirely on

commission

Quota-bonus plan: a bonus is provided when

their performace exceeds t
Team incentives:based on

ne quota
nerformance as a

department or store as a w

nole




Compensation Programs

e Quota: Is a target level used to motivate and
evaluate performance

- Sales per hour for salespeople

- Maintained margin and inventory turnover for
buyers




Types of Leadership

e Leadership is a process by which a store person
attempts to influence others to accomplish a
common goal or task

- Autocratic leaders: make decisions on their own
and announce to employees, use authority to tell
employees what to do

- Democratic leaders: seek information and
opinions from employees and base their
decisions on this information. They share power
and information, and ask where and when they
want and make schedules to accommodate
employees
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Types of Leadership
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Great leaders know when to use democratic and
autocratic styles to produce happy, motivated employees.

/




e

Types of Leadership

- Transformation leaders get people to transcend their
personal needs for the sake or group or organization.
They are engaged and generate excitement and create
enthusiasm in employees through personal charisma;
delegate challeging work to subordinates, free, open
communicating and mentoring
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Apple Store managers build morale and motivate their sales associates by holding “morning
meetings” before the store opens.







