MGMT 3500 CASE # __0__ [Two Page Max with ALL parts expanded]	SEMESTER: __N/A___
MANAGEMENT CASE BRIEF
BUSINESS PROBLEM/OPPORTUNITY OVERVIEW - QUALITATIVE
· Disney losing market share in entertainment parks
· Disney parks suffering from corporate focus on movie industry
· Park Guests complaints consistently higher than normal
· Cast Member moral low due to all of the above

BUSINESS PROBLEM/OPPORTUNITY OVERVIEW - QUANTITATIVE
· 3% park revenue increase not on track with projections and barely outpaces inflation
· Universal popularity 15% higher than 5 years earlier
· Cast Member moral 50% lower than 5 years earlier

STAKEHOLDERS
· Disney stock holders
· Disney Cast Members
· Families and other park guests around the world
· Vendors and other corporate affiliated companies

TECHNOLOGY/COSTS
Emails and Flyers will be required to communicate message to Cast Members. A marketing campaign may be required to communicate to potential guests. Product costs may be involved depending on the final solution. Time will be required to adjust Cast Member moral and to spread the knowledge of changes throughout the ranks. Training teams may need to be trained and deployed.

RISKS/BENEFITS
Risks: If an effective solution is not implemented soon there will be further monetary drain. This could cause the bottom line of the parks to go negative. Faulty implementation or an ineffective solution would also result in further and unnecessary monetary drain. Benefits: Cast Member moral is a huge part guest satisfaction. Increasing cast member moral will directly affect guest experience, market share maintenance, and the parks bottom line. 

SOLUTION/RESULTS
Solution: Disney decided to implement an Empowerment Campaign. All Cast Members were ‘empowered’ to correct a guest’s issue/complaint on the spot. Management approval was not required. Results: Cast Members felt valued and part of the Disney family again. They loved their job again and made haste in trying to find opportunities to improve a guest’s experience. Cast Member moral and guest’s experience increased quicker than expected. Park complaints decreased and instead the Eyes and Ears, a Cast Member Only Disney Publication, began printing multiple guests stories including the cast members names and locations as Cast Members flooded the company with “Magical Experience” stories of how something had gone wrong to only be made right immediately. However, there was some abuse. Some disgruntled or naïve cast members would offer guest’s high dollar items such as free dinners and extra night stay for a small mishap such as a dropped ice cream cone or a torn shirt.

CONCLUSION/SUGGESTION
Conclusion: Disney did achieve what they desired. In fact, they did so in a quicker timeline than originally planned. Suggestion: I would have created an empowerment rubric for the Cast Members to use as a guide when making “magical moments’ happen. This would have decreased the unnecessary excessive cost. 

EVALUATION/COMMENTS
[bookmark: _GoBack]C or D. 	I, Professor Schmidt, wrote this Case Example. However, it would not receive 100. In fact, it would not receive an A. Neither would it receive a B. While it is greatly informative and interesting (at least I believe so) it does not include a single reference to the course text, course terminology, or the two scholarly academic journal readings required in the case instructions. Furthermore, I did not include the journal articles on subsequent pages of this document. 
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