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<he was on a fast track to further career success and wanted 1o
continue performing well. With continuing success. she expected
an appointment in Norwich's international business operations
in the near future. Ann was pleased about this prospect, as inter-
national experience was becoming a prerequisite at Norwich for
senior-level managerial positions—her ultimate goal. Several
problems, however, were brought to her attention on what she
thought was going to be a good day at the office.

As Ann was entering the building, Joe Jackson, the current
manager of the market rescarch group, stopped her in the hall
and complained that the company’s intranet had been down
about half of the night. This technical problem had prevented
timely access to data from a central server, resulting in a delay in
the completion of an important market analysis. Ann thought
that immediately jumping in to help with the analysis would
be useful in dealing with this matter. She had promised Anil
that the analysis would be available to him and other upper-level
managers this morning. Now it would have to be finished on a
special prioriry basis. delaying work on other important projects.

Joe also rold Ann that two of his analysts had submitted their
resignations over the last 24 hours. Ann asked, “Why are we hav-
ing so much trouble with turmover?” The manager responded.
“The market is tight for smart analysts who understand our prod-
uct lines. We've been having problems hiring anyon¢ with the
okills we need, much less people who have any loyalty. Maybe
we should offer higher starting salaries and more attractive stock
options if we expect 0 have much hope of keeping the people we
need.” Ann asked Joe to develop a concrete proposal about what
could be done to reduce turnover, promising to work with him
to resolve the issue.

Just as she reached her office, Ann’s phone rang. It was Brooke
Carpenter, the manager of market strategy and administration.
“I'm glad you're here, Ann. [ need ro ralk to you now. I'm on
my way.” As Brooke came through the door, Ann could rell that
he was quite upset. He explained that two of his people had
discovered through searches on the Internet that the average pay
for their type of work was 7 percent higher than what they were
currently earning. Sharing this information with co-workers had
created an unpleasant environment in which people were con-
centrating on pay instead of focusing on tasks to be completed.
Ann had a conference call coming ina few minutes, stopping her
from dealing with the matter furcher. but she asked Brooke to set

up a time when the two of them could meet with his people to
ralk abourt their concerns.

After her conference call, Ann spent the rest of her morning
dealing with ¢-mails that were primarily related to dissatisfac-
tion with her department’s work. Most of these concerned the
delays that other Norwich units were experiencing in receiving
outputs from her department. The problem was complicated by
the inability to retain workers.
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