WHAT’S COOKING AT ASP?

Kim Mangino, David L. Corsun & Cheri A. Young

University of Nevada, Las Vegas

Case Objectives and Use

This case describes what a graduate student, Chloe Nelson, learns about her own work organization when she uses it as the subject for her final project in her OB class.  After interviewing frontline staff and managers, observing performance, and reviewing archival data, Nelson concludes that by most of the non-financial measures she learned about the unit falls short of excellence.  She is confused on at least two levels:  (1) if these non-financial dimensions of excellence are so important, how can financial and customer retention performance be so high?  (2) what course of action, if any, should she, as a manager in training, take?  This organizational behavior case is designed to highlight drivers of organizational performance that are often overlooked by executives and financial markets.  These drivers are the focus of the positive organizational scholarship movement that grew out of positive psychology.  In addition, students who are likely to be junior level managers meet a protagonist in whose shoes they may walk after graduation.  What can such a person do when confronted with problems and predicaments beyond the scope of her or his decision-making authority?  The case was written for use in upper division undergraduate and graduate OB classes.

Case Synopsis
Chloe Nelson is a dining room shift manager – a position that functions as the training and development vehicle for aspiring managers – at the Arizona Specialty Pizza (ASP)  located in the Fashion Show Mall in Las Vegas, Nevada.  The store is among the top three revenue performers in the entire ASP portfolio of over 130 units.  Clearly by financial standards the store is excellent.  However, Nelson’s OB professor, working within the framework of positive organizational scholarship, taught that excellent organizations do more than produce numbers.  Yes, they are productive, but they also enable their members to thrive.  For the final project in her graduate OB class, Nelson analyzed her ASP unit in an effort to determine its level of excellence.  Interviews with line employees and managers, observation, and a review of archival data produced mixed results.  On most of the non-financial measures, however, the organization falls short of excellence.  Having completed her paper, Nelson didn’t believe her ASP store was excellent, but it sure had the potential.  Yet, she was only a shift leader, a manager in training.  What could she do to change things?  Did things even need to be changed?
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