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Wally's Wonder Wash (WWW) is a full-service, high-tech, high-touch car wash
company owned solely by Wally Wheelspoke. Located in a Midwestern city of
200,000 people (with another 100,000 in suburbs and more rural towns. throughout
the county), WWW currently has four facilities within the city. Wally plans to add
four more facilities within the city in the next two years, and later on he plans to
begin placing fcilities in suburban focations and rural towns. Major competiors
i the city include two other full-service car washes (different owners), plus thie.
touchless automatic facilities (same owner).

Wally's critical strategy is to provide the very best to customers who want and
elish extremely clean and “spiffy” vehicles and to have customers feel a posiie





image2.png
WWW hag g
10400 or 110 % Pfernce o 1
peak o . Pt s gy IS Who ek cither 730

i . P
I 10 o o g i 0

‘ustomer to personall inspect he vchicl bforekavingfocovre tht s s
s satisactorily cleancd (atndans aiso corect any misakes oited ot by s
ustomen). The atendants work a5 cam, with cac atendant Expcted 1.6 sl

10 perform afl of the above tasks.
Aticndants sar a3 hase wage of S8 00hour, wih sotomatic .50 s st six

months and one year. They receive bricf training from the manager before star-
g work. Custom service speciaiss start a $9.00hour with $.50 s afic sy
‘months and one year. Neither alendants nor cusiom service secialists eceive per.

eviews. Managers eceive a salary of $27,000, plus an anaual ‘et~
raise based on a very casual review conducied by Waly (whenever e
gets around (o 0. All atendants share cqually n a customcr ip o custon ser.
‘Vice specialist receive individual (ips. The benefis package is composed of
0 majo medical halthinvrce it 0% el co ) o e,

holdays for Christmas, Eastr.Jly 4 nd Marin Luter King Jr ' bith-
%’: (4 bt o G i

T et
e e L hn conicn




image3.png
e of v, Waly has spoty and gemersl data only. [n the pastyeur
e e ovell tover e of 63% for atendants and 20% foe
il no manages et Though lacking data fanthr back,
ittt e fo tendants has ba ncrasing. WWW s manag-
ey a0 Wlly sbout the high evelof tumover among attcndants
o proer  creates, cspecially in flfling the srong cusiomer service
s fos WWW. Though the managers have not conducied exi iterviews.
e maorcomplaines they e from atndants are: (1) the pay s Dot competiive
it v he nher fullservice car washes and many oher enry-lvel jobs n the
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‘Wally i frusrated by atiendant wmover and it thcat 1 his custome service
and cxpension sratgics. He calls on you for asistance in fguring out what 10
o sbout the problem. Use the decision pocess shown in Exhibit 14.11 10 help
Gevelop  etcdion itiative for WWW, Address each of the questions inthe pro-
cess. specifically.

1. Do we think wmover i a roblem?

2. How might we attack the problem?

3. What o we need 0 decide?

4. How should we cvaluae the initatives?




