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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.

For high grades use examples and illustrations where appropriate. 
	1. Give short answers for the following questions: 

I. What is meant by the term empowerment & Ownership? 
Empowerment and ownership is when staff members are given the authority to resolve the customer issues there and then.  This will cause less delay and frustration for the customer as it doesn’t require the approval of the management staff. The staff member is taking ownership of the issue and resolving it themselves.
II. Why should organizations empower their employees? 
Employees will feel more involved and have greater enthusiasm for work. It gives greater importance to their role and maybe be more loyal to the company. Plus employees will have the opportunity to resolve the customer’s issue there and then.  The customer will have a positive view of the company and be encouraged to stay loyal. 
III. What are the different levels of empowerment? 
· Level 1 – The management staff have overall control, but staff members are encouraged to make their own decision to solve the issues.

· Level 2 – The level of responsibility is increased, but the management still makes the key decisions.

· Level 3 - Staff members will be completely independent and allowed to make key decisions too. 

IV. How does empowerment impact the customer retention? 
The Customer will more than likely have their issue dealt with there and then. Successfully dealing with a customer complaint on first contact will not only benefit the company, but help to retain the customer too.  They will appreciate the time and effort the staff member has gone through to resolve their issue. The customer will go home satisfied knowing they have received an individual service. 

V. Explain the term ‘an extra mile ‘in terms of employee’s empowerment. 
Going that extra mile means going beyond the customer’s expectations for the level of service provided. This could mean a refund or providing a suitable alternative etc.  Giving the customer the WOW factor and continuing to gain their loyalty towards the company.  
VI. Why do organisations develop discretionary awards? 
To reward the staff member when they put in the effort to go beyond what it’s required of their role.  This is a method to highlight service excellence and an award which is given out lightly. This may encourage other staff members to aim for the discretionary award.  

2. How can employees be empowered at different levels? 
The level at which the staff members can be empowered must be discussed at boardroom level. It’s about trusting the staff member to get on with their job and using their initiative in solving the issue at hand and trusting them not to abuse being empowered. This will also depend on which department the customer member is working in. If a staff member was working behind the still and was empowered to issue a refund, then the issue will be resolved quickly and the customer is happy. It all depends on the boardroom setting a limit in terms of costs. Staff member having the empowerment to replace a spare part for a customer could cost more money hence they would have more responsibility. This also applies to the amount of time given to resolve a customer issue and this could have a knock on effect. The bigger the company the less empowerment employees will have. The customer will go home satisfied knowing they have received a personal service whether it is a refund, replacement part or time spent resolving their dissatisfaction. 
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