
 

 

 

Chapter 7 Case Study 

Leading and Managing Challenges 
 

NOTE: There are often multiple ways to respond to a case study, although some approaches 

may be better than others. Feel free to explore perspectives and points of view as you ponder 

how you might resolve these situations. Ambiguities and missing facts in the case study are 

intentional. We seldom have the luxury of having all the facts at our disposal when trying to 

make decisions. 
 

What is Wrong with Sally? 

 

Casey, the Executive Director of the Red Rocks Art Museum, is having some problems with 

Sally, one of her direct reports. Sally has been the Development Director for over two years, 

and until recently, she had been doing a great job. Sally was often the first in the office, the last 

to leave, and was praised for her detailed donor contact and cultivation reports. She also 

regularly received praise from the Marketing and PR staff for her collaborative skills, and she 

volunteered several times to help the part-time grant writer with some new foundation leads. 

Donors have been providing glowing reports about Sally and enjoy talking with her. In 

summary, she has been doing outstanding work.  

 

However, in the last month or so, Casey noticed Sally didn’t seem to be at the top of her 

game.  For example, this past week, Casey noticed Sally was late to the staff meeting, had not 

been at her desk when Casey came into the office in the morning, and had been leaving work 

early. Sally has seemed distracted and unfocused compared to her usual self. Others on the 

staff have been expressing concerns about Sally too.  

 

Casey just got off the phone with Mark, the Finance Manager, who gave her an earful about 

how Sally tried to push through a gift from a member without the proper account authorization 

information. Casey asked Mark what Sally had to say about this and said Sally never replied to 

his emails or phone calls. That reminded Casey of an email she received yesterday from the 

Audience Services Director complaining that two contact reports Sally uploaded were missing 

some essential information on the new members.  

 

Casey looked up from her desk and noticed Sally coming into the office. She appeared to be in a 

hurry, was glancing around to check who else was there and then hurried off to her cubicle. 

Casey checked the time, and it was only 3:45 pm. Casey thought Sally would be visiting several 

donors this afternoon, and she wasn’t expected back in the office until around 6 pm. Casey 



 

 

decided maybe this was a good time to have a quick chat with Sally about how her day was 

going.  

 

She headed over to Sally’s cubicle and asked if “Everything was OK? I didn’t expect you back 

until later.” Sally seemed startled and said, “Huh, why is there something wrong? Did I miss a 

meeting? Sorry, it has been a crazy day.” She turned away from Casey and seemed to be trying 

to find a piece of paper on her desk. Casey asked, “How did your donor meetings go this 

afternoon?” Sally said, “Umm, yes, I met with everyone and finished early, so I came back to 

pick up a file I forgot.” Casey noticed she didn’t answer her question, so she pressed her for a 

brief status report on the meetings. Sally said, “Look, I have another appointment downtown. 

Can I email you an update tonight?”  

 

Casey agreed that was fine and asked how the Robertsons were (two donors Sally was 

supposed to be meeting with today)? Sally gave Casey a blank stare for a beat and said, “Oh 

sure, yes, they are doing fine.” Casey then asked, “Are they still committed to their additional 

gift to the education program?” There was an awkward silence, then Sally said, “Well, yes, as 

far as I know. I’ll update my reports tonight and email a quick recap of today’s meetings. Sorry 

to cut our chat short. I have to leave now. I have an appointment downtown.” She said 

goodbye, picked up her stuff and headed out the door. Casey realized she forgot to ask what 

the appointment Sally had to rush off to was about. 

 

There was no email from Sally about the donor meetings. In the morning, Casey checked the 

donor reports on the shared drive, which had not been updated for ten days. When Sally came 

into the office late, around 9:45 am, Casey stopped by her desk and said, “It looks like you are 

running late this morning. Is everything OK?” Sally looked up and smiled and said, “Nothing is 

wrong. Not to worry, honest, it’s all fine. I had an early appointment that ran a little late, that’s 

all.”  

 

Casey is a little taken aback by how on top of it and calm Sally seemed this morning. “This is 

more like the Sally I know,” she thought. Casey said, “OK, I am concerned about you, that’s all, 

and I just want to make sure you’re all right.” Sally assured Casey that she had no reason to be 

concerned.  Casey decided not to push her, and she let her know “her door was always open.” 

Casey’s schedule for the rest of the week was jamb-packed, and she had other fires to put out, 

so Sally was moved to the back burner. 

 

On Tuesday of the following week, complaints around the office about Sally were resurfacing. 

She tried to “push through” three more new donor gifts that were missing essential 

information. Casey also had three calls yesterday from different board members on the 

Fundraising Committee complaining that Sally has not been showing up for appointments with 

donors.  A new potential donor had reached out to a board member to tell him she was upset 



 

 

about Sally not showing up for a meeting they had scheduled last Friday. And to top it off, 

another long-time patron called this morning and expressed her concern about Sally’s wellbeing 

and told Casey, “It is not like Sally to miss meetings.  She never showed up for our lunch 

meeting last Wednesday, and I was concerned that she was OK and not in a car accident or 

something. She called me last Friday to apologize for missing our meeting, and we rescheduled 

for this week.” 

 

Casey moved Sally back to her front burner, and she set aside some time to see if she could 

figure out what was going on. Since Sally’s job is all about raising money and engaging donors, 

Casey pulled up a few reports on giving to the museum over the last month. After reviewing the 

donation amounts, she realized Sally no longer met her fundraising targets.  Casey quickly 

checked Sally’s numbers last year, and she saw her stats were off by 40% in the last three 

months.  

 

Casey had taken Sally’s word that she was OK, and she thought Sally would get back in sync 

again.  However, with the continued complaints and errors in Sally’s reports and decline in 

donations, Casey had to admit to herself that Sally was not fine, and all was not good.  Things 

are, in fact, worse, much worse than Casey thought.  Casey decided it was time to have a more 

serious conversation with Sally and try to understand what was wrong.  

 

Assuming you were Casey, what would you do to help Sally get back to being a productive 

member of the team at the museum? (Source: Adapted and expanded from a case study in Management 

of Organizational Behavior, 9th ed., Hersey, Blanchard, Johnson, 2008, Prentice-Hall, NJ.) 
 

Case Study Postmortem 

When you think about this case study, it is crucial to expand your view of the issues it raises by 

zooming out a bit. Since this case study is focused on leading and managing someone, it allows 

you to use many of the topics covered in chapter 7. Here are a few things to consider.  

 

1. Why are people coming to Casey with their issues about Sally’s job performance rather 

than talking directly to Sally?  

2. If Sally’s job performance has been declining over the last month, why hasn’t Casey 

been more interested in what’s going on with Sally?  

3. The case study provides some evidence of Sally’s management style and job 

performance over the last two years. It also indicates she had been working an intense 

schedule until about a month ago. What might be some of the reasons her job 

performance had declined? 

4. How would you characterize Casey’s management and leadership style and her job 

performance as Sally’s supervisor based on her interactions with Sally?  



 

 

5. What do you think Casey can do to help Sally get back to being her old self? There 

seems to be something going on in Sally’s life that impacts her work performance. What 

are some of the limits to what Casey can do to remedy this situation?  

6. What alternatives would you explore rather than firing Sally for her declining job 

performance?  


