Skills Development: Empowering Employees
Objective

To develop skill in empowering employees in order to enhance their job satisfaction, work motivation, and job performance.
Scenario 1—An Administrative Assistant

Susan Stanley is the administrative assistant for Emily Duffy, the director of human resources at the Marqwell Corporation. Susan’s job is very routine but requires a tremendous amount of detail work (e.g., completing forms, typing letters and reports, answering the phone, filing, organizing, etc.). Unfortunately, Susan feels powerless in her job, since she is told that everything must be done in a certain way. In addition, Susan must constantly get authoriza​tions from Emily before doing many things. Sometimes this creates inefficiencies when Emily is out of the office or in meetings all day.

Susan is becoming increasingly dissatisfied with her job. She feels that she can just “check her brain at the door” when she comes to work each day.

What advice would you give to Emily Duffy regarding strategies for empower​ing Susan?

Scenario 2—Sales Associates

Mike Griffith is the sales manager at Lord Foggington’s Jewelry Store. Fifteen sales associates work for Mike. Their job duties include working with customers to identify their needs and to develop a variety of product options for satisfying these needs. Given that Lord Foggington’s is in the business of selling jewelry, many customers come into the store wanting to negotiate or barter the best price possible for a given piece of jewelry. One prob​lem with this is that the sales associates do not have the authority to negotiate prices with customers. Only Mike can authorize a price reduction from the official price on the tag at​tached to a given item.

Another problem is that the sales associates deal only with the sales process itself. Af​ter a purchase has been made, customers deal with the customer service department in getting jewelry repaired or cleaned. Sales associates feel that this robs them of the oppor​tunity to develop the long-term relationship with customers needed for repeat purchases and loyalty.

What advice would you give Mike Griffith regarding strategies for empowering the sales associates?
Issues for Discussion 
1. What strategies for empowerment would you use for each of the employees?

2. What are the general strengths and weaknesses of employee empowerment?

3. When is it most appropriate to use employee empowerment? When is it not ap​propriate?

