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Yi Chen was recently promoted to sales manager for Information Reports, Inc. Information Reports gathers huge business databases
and formulates the data into reports that are sold to business firms. Reports include everything from credit reports to airline schedules to
market research. Information Reports' major competitor is Dun & Bradstreet. Company growth has been rapid, and about the time Mr.
Chen was promoted, eight new salespersons were added to his staff. They were college graduates and eager to make a mark with the
company.
Within a few months, one of the new staffers approached Mr. Chen with an idea for a new product. A customer needed specialized
data, and if the price was right this report could be a profitable new area for Information Reports to enter. Mr. Chen helped the new
employee seek permission up the hierarchy to develop the idea. Several weeks passed and permission was not yet granted.
The delay prompted Mr. Chen to propose the establishment of a design team, which would consist of three people from the sales,
jadministrative services, and information analysis departments. Chen received an okay from his boss and talked to the other department
heads. The design team was created on a trial basis, and it produced the new report in just three weeks. The customer was very satisfied,
d several other customers were excellent prospects as buyers for the new report, Seeing the success of the new report, other new
E:Iespeople began to suggest new product possibilities. Some older salespeople were skeptical because the new products changed the
products they were used to. They gradually agreed to go along if an idea worked out, but were reluctant to make suggestions of their own.
Soon Mr. Chen had several design teams coordinating work on new information products. He even recommended that the teams do
Wspecial "upset" analyses to look for unusual product variations of existing reports.
Things were going well except for the long-term employees. They seemed to be fearful about the rapid changes and the direction sales
was heading. Four senior salesmen came to Mr. Chen's office to protest the pace at which new reporis were generated. They pointed out
how the last idea hadn't worked at all, and that the effort developing it had been equivalent to five employees for six weeks. The failure
had set everyone behind because several customers were interested and then Information Reports was unable to deliver. Mr. Chen
jadmitted that he had made a serious mistake in judgment in accepting the design team's recommendation.
The older workers preferred the slower method of passing a new idea from one department to the next and getting top management
japproval before starting. This gave the salespeople a chance to learn about the data content of a new report and to update the catalogs
they used to sell reports to customers. "We don't want to stifle change,” said one of the senior workers. "We just want to do a good job
with the products we have. We don't see why you should force change through these design teams, and we would like to see them
disbanded."
Mr. Chen wasn't sure what to do. He believed that the success of the design teams would give him a good shot at promotion to the
position of marketing vice-president, which would be free with the retirement of his boss next year. If the established workers were
unhappy, however, his promotion was not assured. If he disbanded the design teams, the younger salespeople would be frustrated and
would consider leaving the company. Mr. Chen saw that resentment was growing between the two groups, and he wondered what he
could do that would satisfy everyone. To make matters worse, at a recent executive committee meeting, the president stressed the
-

i po}tance of creating a corporate culture in which all employees felt involved and committed to the organization and satisfied with their
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1.  What is the problem in this case? How could Mr. Chen get the older workers more involved in the development of new products?
(13 %)

. Is Mr. Chen using the right techniques for deveioping new products? If so, why are the older workers unthappy? How can he satisfy
both groups of workers? (12 %°)
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