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Case study for Performance Management System

Introduction:

A popular XYZ - Textile Retail Showroom in Madurai - sells men's shirts,
jeans, children's wear, and wedding wear.

Problems Faced:

Due to declining sales, stock management issues, and increasing customer
complaints.

1. Sales decrease — Customers are going to competitors.
2. Stock Out — Popular Designs are out of stock.
3. Employees were not meeting Target.

4. There was a situation where customers were waiting for a long time at
the Billing Counter.

5. Customer Complaints — Service Quality both of these started to decline
at the same time.

we decided to implement a KRA/KPI System.

1. KRA (Key Result Areas):
1. Sales & Revenue Growth
2. Customer Experience & Loyalty
3. Inventory & Stock Management




4. Employee Productivity & Motivation

5. Store Operations & Ambience

2. KPI (Key Performance Indicators)

¢ Sales & Revenue Growth

* Monthly sales should increase by 20%.
* Per Employee Sales Target = X6 lakhs.

¢ Customer Experience & Loyalty
* Customer Feedback Rating >4.7 /5
* Repeat Customer % > 35%

¢ Inventory & Stock Management
* Stock Out <2%
* Dead Stock < 5%

¢ Employee Productivity & Motivation
* Each Sales Staff should serve at least 80 Customers per month.

o Staff Absenteeism < 3%

¢ Store Operations & Ambience
* Billing Time < S minutes

e Store Cleanliness Score > 95%




3. Solutions Implemented

1. Sales — New Offers + Festival Discount + Digital Marketing (Facebook,
Instagram Ads) implemented.

2. Stock Management — Barcode System + Weekly Stock Audit fixed.

3. Employee Performance — KPI based Incentive + Best Salesman Award
given monthly

4. Billing — Additional Counter + Fast Billing Software set up.

5. Customer Experience — Customer Service Training + Feedback System
received daily.

4. Results:

With the use of PMS, the following changes easily happened and XYZ
company started growing on the path of progress

* Sales Growth: 15% — 22%.

e Customer Rating: 4.2 — 4.8 increased.

* Repeat Customers: 25% — 38%.

* Stock Out: 6% — 1.8% decreased.

* Employee Productivity: 70% Staff Target achieved — 95%.

* Billing Time: 12 minutes — 4 minutes.




