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CASE STUDY FOR IMPORTANCE OF HIERARCHY

Introduction:

ABC Retail Group is a rapidly expanding retail chain with over 100 outlets and
a workforce of 500+ employees. As the company grew, internal communication
breakdowns increased, especially among front-line staff who were often unsure
about reporting structures, roles, or decision-making authorities.

Problem Statement:
Due to unclear understanding of the company’s hierarchy:

» Employees frequently escalated minor issues to upper management,
bypassing store managers.

» Conlflict resolution was delayed due to confusion over who was
responsible for what.

» Morale dropped as many employees felt their concerns were being
ignored or misdirected.

Objectives:

» Improve employee understanding of the company’s organizational
structure.

» Ensure smoother internal communication and issue resolution.

» Reinforce accountability at all management levels.

» Foster trust by ensuring concerns reach the appropriate level.

Actions Taken:
1. Hierarchy Mapping and Display:

» Created visual organizational charts customized for each store and
department.

» Charts included names, titles, and responsibilities from store staff to
corporate leadership.

2. Training Sessions:

» Conducted training on "Understanding the Chain of Command" during
onboarding and quarterly refresher sessions.

» Used real-life scenarios to help staff understand who to approach in
different situations.




3. Empowerment of Mid-Level process:

Provided leadership training to supervisors and managers to handle issues
independently without needing to escalate everything.

Ensured they responded to employees quickly and effectively, building
credibility at the mid-level.

Employees reported feeling more supported and clearer about whom to
approach.

Challenges Faced:

» Some older employees were resistant to using the reports.

» Required ongoing reinforcement to ensure new hires understood and used
the hierarchy correctly.

» Some managers needed extra coaching to fulfill their roles effectively.

Conclusion & Solving:

» Clear communication of organizational hierarchy

» Reduces confusion and conflict.

» Improves efficiency in handling workplace concerns.

» Strengthens employee trust in leadership at all levels.

» Must be reinforced through training, accessible tools, and role modeling
from management.




