Bob and Rae’s Auto Shoppe

Type of Organization: Bob and Rae’s Auto Shoppe is an Auto Repair and Auto Supply Store
Size of Staff: 17 employees including Bob and Rae the Managers
Location of Shop: Any Town, USA

Services offered by Bob and Rae’s: 

· Full service auto repair shop: brakes, engine overhaul, electrical system, etc

· On site service repair: at home service, on road service

· Tire replacement, alignment etc

· Auto Detailing

· Auto Parts and supplies

Years in the business: 5 years

History of Organization: Bob Smith and Rae Ann Brown were fellow enlisted personnel in the Air Force and on their discharge their respective families supported their decision to open an Auto Shop in Any Town. Bob and his wife Sue, who is a teacher in Any Town High School, and Rae Ann and her husband Tom, who is a Police Officer in the Any Town Police Force, pooled their mutual savings garnered during their Air Force days and opened their shop five years ago on Barton Street. Their shop has grown over the last five years into a full service Auto Repair and Supply Store. Their organization now has distinct departments:

· Auto Repair and Service

· Parts and Supplies

· Emergency road service

· Administrative Services

Employees of Bob and Rae’s (Time employed in organization)

Auto Repair and Service Department

· Bob: owner and general manager of Repair and Service Department (5 years) – Hem

· Rae: owner - Haw

· Ralph: Senior Technician (1 year) - Hem

· Eddie: Technician (1/2 year) - Sniff

· Xavier: Technician (4 months) - Scurry

· Julio: Tire Services Technician (16 months) - Haw

· Mike: Tire Services Assistant (5 months) - Sniff

Parts and Supplies Department

· Liz: Parts Department Leader (1 year 9 months) - Scurry
· Jan: Salesperson (11 months) - Hem
· Jake: Salesperson ( 4 months) - Haw
Emergency Road Service Department

· Roger: Lead Road Crew (16 months) - Sniff
· Joanie: Dispatcher (8 months) - Haw
· Jose: Roadside Technician (1 year)
· Marty: Roadside Technician (7 months)
Administrative Services Department

· Rae Ann: Owner-Administrative Director (5 years)
· Julie: Administrative assistant (2 months)
· Barbara: Bookkeeper (18 months)
· Rosemary: Receptionist (9 months)
What is happening in this organization?

Bob and Rae’s Auto Shop experiences a high rate of turn over of staff. The average length of tenure of their technicians is one year. Their administrative staff personnel have a longer average tenure of 1½ years. Only Bob and Rae have been with the company for all five years. As a result of the high turnover rate, there is poor employee morale, lack of focus on customer service and poor customer retention. Although Bob and Rae have experienced their highest profitable year this past fiscal year, they are feeling that they are in a rut and need help to get them turned around to be a more productive and profitable organization which would be know in its community for legendary auto services.

What is missing in this organization?

What can be done to turn this organization around?

What would you suggest would be the order of the steps to take to turn this organization around?

Add questions as we need them:

