The D&W CASE

Based on a true story!


The Scenario 

It’s a warm Sunday afternoon and its time to go grocery shopping.  You, your spouse and your 3 month old arrive at your usual grocery store ready to handle this task.  That store is the D&W market in the Woods Lake area of Kalamazoo, MI.  D&W is a regional chain known for their upscale approach to grocery retailing.  This particular location is a small store that prides itself on being customer focused.  You pay more, but the product selection, attention from the staff and the small store format keeps you coming back.  Plus, it’s the only store around that still takes your returnable bottles back for you, versus you having to feed them into those awful machines!  You have been a loyal customer of this store for the time you have lived in Kalamazoo.  

The parking lot is full when you arrive.  You laugh again at this lot looking like a luxury car lot, versus a grocery store parking lot.  You carefully swing your Volvo wagon in between a Lexus and a decked out mini-van.  As you enter the store, you immediately notice the long checkout lines, much longer than usual.  With a sigh, you grab a cart and start shopping.  About a ½ hour later it is time to check out and much to your disappointment, the lines are just as long.  You pick a line (by Murphy’s Law – it will be the slowest one!) and figure you are the sixth customer back.  

Then you notice something odd.  None of the five cashiers are actually at their registers; instead they are huddled around the door to the manager’s office.  This doesn’t bode well for a timely exit from the store or your mental sanity!  Word filters back from customer to customer that the credit card reader machines are down and thus the process of taking a credit card has to be done manually.  The line outside the manager’s office involves the cashiers bringing the cards to the manager so he could call in the cards for approval.  You watch in horror as it takes a good five minutes for the first person in line to get checked out – and he only had about 15 items.  Your baby starts to scream – you want to do the same.

After another 15 minutes of this you realize there are still three people in front of you and only one of the three has cash!  Your patience is wearing thin.  You ask the cashier who is in charge.  She anticipates your unhappiness and says “its not my fault.”  You reassure her that you understand, but would still like to know who is in charge.  She points to a guy who is a bit older than the average cashier putting him at about 30 years old.  As he approaches, you somewhat loudly ask how long this agony is going to last and why he insists on calling-in the cards of his loyal customers, “don’t you trust us”.  His response: “its more complicated than that.”  At this point your patience is done and you loudly suggest that he might use some “managerial initiative!”  Your fellow shoppers mostly mumble things like “you just have to be patient” and the cashier reiterates ‘its not my fault”.  You finally decide to collect your baby, what’s left of your mental well-being and have your spouse finish checking out – you head for the car.  As you sit in your car waiting for your spouse you watch the innocent victims of this situation continue to arrive and enter the store.  If they only knew what awaited them!


DISCUSSION QUESTIONS:

1.
What is the fundamental problem here?  And whose fault is it?

2.
If you were the manager, what “managerial initiative” would you take?

3.
This scenario happened in a small, upscale store in a medium sized city in the mid-west.  How might it have played out in other areas of the country or at a different type of store?

4.
Why should D&W’s Marketing Director be sad to hear this story?

5.
What can D&W do in response to this situation?

