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Assignment 3
1 I. An organization’s culture is generally how a business operates and the patterns in which different jobs are performed. The important components of a company culture system are;  Stories and myths about the business- past accounts and records, Routines and rituals of the business, Power structures, Organization structure, Control systems and The symbols that represent the business (Company Logo).
 II. Style of leadership is the way in which a manager or a leader handles certain situations or tasks. . A manager's approach can generally have an impact on the motivation of their staff and the rest of the organization, as to which leadership style is most effective depends on the employee, the situation, and the leader.  The way in which the performance of the employees is monitored and measured can have an immense impact on the motivation of the staff and can cause a positive difference in the outcomes of the work they are producing/performing.
 III. Motivation is the physical and emotional drive that urges employees of a business to work extremely hard and perform to the best of their ability when it comes to their work and achieving certain set goals.  This is an important role in customer service, because with motivated employees, who are genuinely content with the work they are performing, are eager to make and keep customers happy as well. 
IV. Performance management is the approach managers adopt to motivate employees through means of activities to ensure that the goals of the business and customers are consistently being met in an efficient and effective way, providing them with positive encouraging feedback and advice on ways in which they could possibly improve.
V. Reward and recognition policy is important to a business as it gives the employees something to work towards, this not only enables them to take great pride in the work they are performing, but allows for them to strive to do their very best and perhaps exceed expectations- important motivation for any business. 
VI. Recognition – acknowledgement or praise, this is the simplest form of gratitude in the work place however it allows for employees to feel appreciated and that their efforts are being acknowledged. Feedback from higher levels of hierarchy gives the employee great value and the motivation to keep doing their very best and continue to meet the objectives of the business. 
Tangible Benefits- rewards consisting on monetary value- money and prizes, these may include cash rewards, increase in salaries (bonuses), holidays sponsored by the business and other special benefits such as car.
VII.   A manager can develop framework to measure performance in the work place by setting up future goals and objectives. In order for staff to work to the best of their ability they want a sense of 
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purpose and knowledge as to what is expected of them and what they are expected to achieve as well as where they are in terms of reaching an agreed outcome. In order to do so managers have to be able to provide the employees with a form of measurement or monitoring for various activities that are being handled by the staff.  
By setting up a consistent and expected measure to assess the staff work flow is one way in which a manager can measure performance- thinking ahead and setting practicable objectives for the future. The manager will need to be focused on the customer, observing their activity and habit and from that information create measures that are realistic and appropriate for the staff to achieve. It is extremely important that they are made realistic, as it avoids the chance of disappointment among the employees. As well as being realistic it is important that they are precise and easily understood by the staff and the customer themself, with a specified time period given. These measures should be displayed for all to see and in doing so, letting them know what is expected of them when they are dealing with the business. Clear precise instructions give employees confidence as they know what is expected as well as the customers and therefore avoid any irritation, conflict or frustration in the long run. 
2. Spitsers eight desires for motivation; 
Activity- Involving employees in business activities to help avoid boredom and monotonous jobs.
Power- sense of freedom, employees want control over their own future and not have peripheral forces trying to transform and their lives.
Ownership-  ‘Psychological aspect’, giving the employees an opportunity to be responsible for the jobs they are doing and offer input on the work they are producing. In doing so this provides the employees with a motivational drive to perform better and to the best of their ability. As well as allowing them to feel better about themselves in the process.
Achievement- Success is always important. Most employees under the right circumstances are willing and eager to work hard in order to achieve certain set goals made by the business.
Competence- ‘Self esteem aspect’, employees are often seeking opportunities to compete among the work place as it makes them feel capable and motivates them to work  hard and to the best of their ability, often resulting to them becoming experts in one or more fields.
Recognition- also known as a ‘Social need’, many employees want to be known for the work they are producing. They want to be recognized positively among the work place and they want to be appreciated for the jobs they are performing. This provides motivation for the employees to work harder and continue to do so in order to maintain their reputation and respect within the business.
Affiliation- Making the employees feel part of a great whole is vital in any business as most people love socializing and interacting with others. Aiding in the social support and relationships will benefit the business as all the employees feel welcomed and comfortable in the environment they are working in.
Meaning- People always want reassurance for their efforts and reason to do something, even if its a small effort or task, reassurance can make a difference to the employee. 
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Activity 
In this report I am going to be comparing the services of two retail businesses from which I purchase goods from. The two businesses that are going to feature in my report are, Dischem Pharmacy- an overall beauty and health store- and Game which is a huge retail shop offering a wide variety of products ranging from food to household appliances, electronic gadgets and merchandise for leisure and interior decorating. Both of these businesses are very popular with the public and offer great quality merchandise.
Following my last report I compared two companies in different sectors of the business industries and in this report I will be comparing two in that of the same industry and comparing how the two vary when it comes to customer service.
Dischem is popular with our population here as it offers a large variety of products from beauty to health care to home goods and appliances. Advantages are that great, friendly service is always regular, shop assistance make an effort to come and ask if you need any help, making you feel welcome and at ease. The shop is always busy and the staff is always around when you need them, doing their very best to ensure that you find what you are looking for and that you are satisfied with what you have found. With the customer care line the staff is extremely patient and does their best to help answer ur queries or fix products which may have been damaged or not functioning properly ensuring that you leave satisfied. This has an immense impact on the success of the business as its is almost always spoken of in a positive light and always lives up to the expectations. This positive word of mouth is the reason why the store is almost always busy. Dischem is an excellent example of a customer focused business, as it does put ‘us’ first and does strive to make us happy and keep us happy while we are there. 
Game is also popular here as it contains a lot of products at reasonable prices, making it desirable to the public. The advantage may be offering varieties of good products at reasonable prices which may help sustain the popularity of the store but the service offered varies and is not consistent throughout the shop. Some employees are friendly and willing to help you whereas others are preoccupied and not enthusiastic about helping at all. The checkout counters are usually slow and not a lot of effort is put into it, resulting in a lot of customers being annoyed. At the customer care counter at times the staff is not very friendly at all and not eager to help or assist you leaving a lot of people frustrated at their lack of enthusiasm to help. However some day’s service is good and the employees are friendly and welcoming resulting to the inconsistent service making you unsure of what to expect.
Comparing the two Dischem is a lot more customers orientated than Game, as it focuses on the customer and makes sure their needs are met in a positive welcoming way. This has benefited them immensely as Dischem has been able to sustain a positive word of mouth not only for their merchandise but for he impeccable service too, leaving us as the customers feeling important and satisfied and more than likely guaranteed to come return.
Although Game is still very popular and its products are high in demand improving its customer service could highly impact their business and maybe increase sales even more, making it clear that they are not only just about the product but they care about the customer too.
In order for Game to improve their customer service I would suggest that the managers educate the staff and evaluate their customer service. As the most common customer service situation is usually a customer seeking help, so it is vital to get the interaction to the expected standard.  The staff could as be sent training in specific areas when it comes to dealing with the customer, so they are aware of the products and are able and willing to help the customers. The staff should be  told to be made available at all times, so when a customer walks in, they are able to attend to them and offer  help and guidance, making the customer feel valued and acknowledged. By greeting the customer in an appropriate yet friendly manner eases the situation and allows the customer to feel welcome and at ease highlighting that the staff is eager to help. By actively listening to the customer and hearing what they are saying and addressing any problems confidently and in an encouraging manner. 
Game is an excellent shop containing great products and at reasonable prices, but if they were to improve on their relationships with the customer, their shop could be a lot more popular and a serious competitor as well as offering an enjoyable experience for all.
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