
Scenario Four: Competency 
  

Sam is a 58-year-old receptionist who has been with their current employer for close to 30 years. Sam 
has brought great value to the organization as a warm and welcoming presence and in fact, was the first 
person most of those who currently run the company met during their hiring process. Sam has failed to 
update skills and hasn’t been made to do so by any of Sam’s former supervisors. When Sam’s supervisor 
retires, and a new supervisor takes over, Sam’s refusal to update skills is very frustrating to the new 
supervisor. Sam still insists on using the fax machine, sticky notes and the telephone as primary 
communication and refuses to learn updated skills, primarily email and electronic document use and 
storage. Others in the organization have begun noticing Sam’s lack of current, updated skills, but still like 
Sam a lot. Sam’s new supervisor has a meeting with Sam to talk about the need for updated skills, but 
Sam doesn’t make the requested changes, citing discomfort and not understanding anything about 
computers. As the new supervisor, you are the one to put Sam on a performance improvement plan that 
ultimately ends with Sam leaving the organization before attaining 30 years. 
 
In your group, discuss the following questions and be prepared to present your 
thoughts to the rest of the class: 
 
 
1. What are the primary pillars that have been damaged in this situation? 
2. How did each person influence the damaged trust? 

3. What other questions come into play? 

----------- 
4. What one factor is most damaging to the employee? 

5. What can the employee do to rebuild trust? 
6. How could the employee start the conversation to rebuild trust? 

7. Write the opening statement from the employee perspective 
----------- 

8. What one factor is most damaging to the supervisor(s)? 
9. What can the current supervisor do to rebuild trust? 

10. How could the supervisor start the conversation to rebuild trust? 
11. Write the opening statement from the supervisor perspective. 

12. What pillar, if addressed sooner, could have prevented this situation? 
 


