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	1. Give short answers for the following questions:
 I. What is the role of a manager in developing customer service strategy for an organization?

    Implementing a customer service strategy is the responsibility of top level management of an organization.
    The role of the manager is to manage employees, resources and keep a check on everything. The managers need to lead and inspire their colleagues. This can be done if they not only act as managers but also leaders. Empowering employees is an important role for them as this will boost their morale enough to make them work extra hard and focus on the goals of the organization.

II. How far it is important for an organization to involve employees when developing
company’s vision?

    A vision of an organization determines where the organization is heading therefore it is important to involve employees when developing a company’s vision, this way, employees would be happy and inspired to do their job efficiently. Employees should be asked their opinion, what they believe in, what they would like to work for and what they think should be the vision of the organization. This makes employees comfortable with their work and if they take part in developing the vision, they will strive to follow the principles stated in the vision statement.
   Involving employees in developing a company vision is also a better way to communicate to employees that they have a voice and build organizational clarity. Employees will be empowered and it ensures they know and are aligned around the vision. With their involvement, employees will yield great results which leads to company success.

III. What is meant by ‘values’ in an organization?

    Values are the shared beliefs, assumptions and experiences which influence the guiding principles of the organization.
    The values of an organization express what it stands for and guide everyone’s behavior when dealing with everyone from product development, to each other, to customer’s suppliers.

IV. Which factors should the managers take into consideration when evaluating current service
performance in an organization?

   Managers should take into account both internal and external factors when evaluating current performance position.
   The External factors consists of:
· Sociological factors
· Technological factors
· Economic factors
· Political factors
An appraisal of the internal work environment of the organization should include the assessment of the following factors
· Structure
· Shared values
· Strategy
· System
· Style of management
· Staff
· Skills

V. What are the important areas to focus when developing a customer service strategy? 

· Job design and competencies – Organizations should hire qualified employees with knowledge and skills.
· Structure of the organization – A strategy should be formulated keeping in mind the kind of structure the organization has.
· Implications of de-layering – Effects on the business should be considered before de-layering. Flatter structures may be adopted.
· Improved technology- Fast and efficient technology services should be put in the place in order to provide customers with quality services.
· Getting the process right – Systems and standard procedures adopted by the organization are studied and their efficiency and utility checked. This is done to provide more value to the customers.
· People management – The strategy adopted include guiding principles for managers on how to manage their employees.
· The role of the leader – A leader should lead by example. They should be able to motivate and encourage employees.
· Staff quality- Employees should have a professional attitude towards their work. Training and skill development of employees is necessary to keep the quality of work delivered by them high.

VI. What is the role of EFQM in developing customer service strategy?

     The role of the European Foundation for the Quality Management is to measure the service strategies used by organization and gives them proper advice to improve it. It determines the importance given to customer satisfaction, employee satisfaction, impact on society and business results. With these results, it helps the organization develop better strategies for their businesses with a focus on leadership, people management, policy and strategy, resources and processes.

2. What is seven S ‘diagnostic framework? How can it be used for the assessment of culture and
Service orientation of an organisation?

    The seven S’s is a framework that can be used to assess the culture of an organization and these are:

· Structure – This is the layout of the organization that defines delegation of power, division of authority and layers of management. Structure can be centralized, decentralized, hierarchical, flat, team based or virtual. Senior company executives should decide on what kind of structure the organization should adopt according to the current situation it is in.
· Strategy – This is made after analyzing the structure of the organization. Using strategy, the organization formulates a plan of action to help it achieve its goals.
· Shared valued – This looks at the common beliefs of all employees the kind of business the employees are comfortable with and goals the organization wants to achieve.
· Style- The behavior of leaders and managers also influence the employees and sets an example for them. 
· Skills – Employees with skills required for the job should be hired. They have proper knowledge about the technical aspects of their job as well as have good communication and interpersonal skills. They use this to interact with customers and present their point of view to their colleagues and supervisors.
· Staff- Senior executives should encourage their staff to innovate and take risks. Employees need to be empowered to take decisions related to them, on their own. The skill set of employees also need to be increased by focusing of training and development.
· System- Systems used for interaction and communication with customers need to be very user friendly and should be designed to facilitate the customer’s needs.

3. Write short notes on the followings: 

a) Situational leadership theory – This states that a leader has to see the situation and take decisions accordingly. He should see the potential of his workforce, the resources he has and how to utilize them. A leader’s effectiveness is contingent on the ability to modify his management behavior to the level of his subordinates maturity or sophistication. The style a leader uses under situational leadership is based upon combining levels of directive behavior and supportive behavior. In this case, directive behavior as an order and supportive behavior as providing support or guidance.
Situational leadership requires leaders to think about the present situation.

b) Visionary leadership theory- This states that the leader should be a person of great vision and should think about furistic developments. He should encourage his workforce to share that vision and work with him in achieving it.
Visionary leadership is said to have positive effects on the followers’ outcomes, resulting in high trust in the leaders, high commitment to the leader, high levels of performance among followers and high overall organizational performance.
Visionary leadership requires leaders with furistic vision.
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