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deseriptions and selection but still has higher operat-
ing costs than competitors because of high labor costs
and Jeases for its over L300 stores. Despite its online
business Best Buy believes that many shoppers will
always want a physical store they can visit to try out
the latest electronic prodicts and have a salesperson
help them understand product features and find a
gadget that best fits their needs, If they have a good
sales experience Best Buy believes that customers will
buy rather than just browse and purchase what they
want pnline from a sonpetitor such as Amazon.com,
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QUESTIONS

1, What training methods would yoit use to train sales
employees at Best Buy? Identily the methods. Pro-
vide 2 rationale for vour recommendation.

2. The vice president of retail wants to know your re¢-
ommendations for determining the business impact
of salesperson training at Best Buy, What would
you measure? Why? How would you collect those
measures?

SOURCE: Mased pe A. Zimmermarn, *Can This Former Clirk Save Best

Buy?* Wall Sirevt Jowrial, Aprit 26, 2012, pp. BI, BA.

Training Leads to Clean Cars, Satisfied Customers, and Engaged Employees at Mike's Carwash Inc.

Mike’s Carwash, based in Indianapolis, Indiana, is
& privately owned chain of var washes that has 37
locations in Incliana and Ohlo with 650 employees.
‘Opened in 1948, the first Mike's was called “Mike’s
Minit Man Carwash,” named after the type of equip-
ment originally nsed, Mike's has a reputation for great
and speedy gervice and continues to expand to new
locations, Mike's Carwashes are automated and fea-
ture equipment systems and technology developed by
Mike's employees. Mike's credits some of its success
to the family’s business smarts but believes that most
of its success comes from its employees and its hiring
and training practices. Mikes original founders, Joe
and Hd Dahm, were known to tell employees that the
company was truly in the people business but it just
happened to wash vars.

Customer satisfaction is very important to Mike's
with the emphasts placed on repeat business by serving
customers so they will come back again, The biggest
challenge that Mike’s faces i3 providing a consistent
enfoyable customer experience. Mike's is constantly
trying to improve the customer experience through
innevation and new ideas. If & new idea works it is
implemented in all locations, Mike’s believes that the
only way to provide a consistent customer expetience
is through finding great employees, retaining them,
and helping them develop, The company website
explaing that it Is “notoriousty picky” when it comes
to hiring. Por every 50 people Mike's considered hir-
ing, just one is hired. Mike’s feels that it is easy to teach
the mechanics of how to perform a job, but it is much
more difficult to teach someone ko care about custorm-
ers, Also, because about half of promotions to mana-
gerial pusitions come from current employees, Mike’s
is looking for employees who intend to stay with the

company, As a result, the hiring process focuses on
identifying employees who have a positive atttude, a
desire 1o work with people, a willingness to go out of
their way to please customers, and leademhlp guali-
ties, To identify new employees with these character-
isticy, job applicants participate in multiple interviews,
pre-employment testing, thorough reference checks,
criminal background checks, and drug testing.

Mike’s retains and engages its employees through
a number of HR practices. Each employee has a
dey elopment plan and receives performance apprala-
als twice each year, New emplo)ee training involves
familiarizing them with best practices and how to help
customers in different situations that they will encoun-
ter'at the car wash. Before employees wait on their
first customer they receive two days of orientation and
participate in workshops that afl focus on customer
service, how to treat customers, how to recover from
service errors and mistakes, and how to deal with dif-
ficult customers. Mike's also provides training to help
employees advance in the company. The career path
from hourly associate to supervisor to shift manager
to assistant manaper is well-defined, Movement on the
career path is possible through good performance and
completing internal certifications that include up to
12 weeks of training and three exams requiring pass-
ing grades of at least 80%. Employes engagement
and satisfaction is measured by semiannual surveys
as well as information gathered from employees whao
are leaving Mike's. Employees play an important role
in the choice and design of training and development
activities, A 15- to 20-person team consisting of mem-
bers who have been nominated by their store man-
ALET SErVE A Ore-year erm as sub]ect matter experts in
helping to develop new and modify existing training
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programs, Team members also are the fiest tralnees
in new programs, providing feedback about needed
changes and feedback on program effectiveness,

In addition to its regular training programs
for new employees and certification programs for
advancement, Mike’s has developed programs to
meet emerging business needs. The economie reces-
sion resulted In a decrease in the volume of custom-
ers Mike's served as well as revenue. As & result,
Mike's recognived the need to increase the spend-
ing of its customers by making sure that employees
made them aware of value-added services such as

underbody washes, tire brestinents, and clearcoat. To .

do this, Mike's developed an online training mod-
ule and trained inanagers to encourage employees
to complete the training and practice using the sell-
ing skills at monthly employee meetings, Mike's
recoghizes the important role that managers play
in helping employees learn, At Mike's manapers
need to actively support and help deliver training,
They are held accountable for training and develop-
ing employees in order to advance and succeed, In
this program, managers were taught how to iden-
tify weaknesses in employees” service recommenda-
ton techniques and ise weekly coaching sessions to
enhance them. Managers were also encouraged to
observe and document employees making service
recommendations to customers and to provide them
with feedback, The results of this program were
positiver overall revenue, revenue per customer, cus-
tomer satisfaction, and mystery shopper scores all
irereased,

How Nick's Pizza Delivers Training Results

At first glance, Nick's Pizza & Pub sounds as ordinary
as a company can be! a pizza restaurant with two loca-
tions, each in one of Chicago’s northwest suburbs, But
when you take a look at the company’s performance
measures, something spedial seems to be golng on. In
an industry where 200% employee turnover and oper-
ating profits around 6 1/2% are normal, Nicks hasg
to replace cnly 20% of its employees each year and
enjoys operating profits of 14% or more, These results
are amazing, especially for a business in which 4 out of
10 employees are high school students,

What makes the difference? It could be the culture
at Nick's. Rather than hiring expert managers and lay-
ing down a lot of rules, Nick's is choosy about who

Another business issue that Mike's uses training
to resolve is how fo maintain a consistent corporate
culture across its 37 locations, To address this chal-
lenge, Mike's created “In the Loop,” & weekly video
communication that is shown on a computer termi-
nal in each location. Each 10-minute segment Is used
to deliver training content, recognize emplayee and
store performance, communicate to employees, and
share best practices. Regularly on the video the CEO
shares a Jetter from a satisfied customer end discusses
the specific behaviors that the customer experienced
that exemplifies Mike's customer serviee values,
Since the development of the video Mike's has seen
an increase of more than 100% in the number of posi-
tive customer letters, comument cards, and website
contacts,

QUESTIONS

1. 1s Mike's training strategic? Provide an rationale for
your answer, What information did you consider in
determining your answet

2. How does Mike's support training? What else
conld they do to support their training activities to
iaximize their effectiveness?

3. Does Mike's support continuous leamning? How?

4, Provide recommendations about how Mike's coudd
facilitate informal learning within and across its car
washes, How would you evaluate your recommen-
dations’ effectveness?

SOURCE: Basod on ] Salopel, “Learning-Assisted Serviee,” T+ D,
Qctober 2004, pp. #4-43; websile for Mike's Carwash at wiviy
.mikescarwash.com; and T. Jones, “Inner Staength,” Moders Car
Magazi, April 2008, pp. 48-53.

gets hired for every position and then provides them
with enough training to operate skillfully and exer-
cise sound judgment. The whole training program
emphasizes ways to develop trustworthy, dedicated
employees,

Training at Nick's begins with a two-day orlenta-
tion program. Trainees leam the company’s purpose,
values, and culturs, and they particpate in role
playing activities to practice those lessons, Then it's
on to skills training, beginning with & course called
simply 101, During that four-hour hands-on lessen
in the kitchen, all the new employees—regardless of
what their future job will be—learn to make a pizza,
From there, the trainees divide into work groups for




