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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 the role of a manager in developing customer service strategy for an organisation?

The role of the manager is to keep things moving and achieve the set targets and objectives.  Managers tend to have short term version, whereby their strategy is for the here and now approach to customer service.

II. How far it is important for an organisation to involve employees when developing

company’s vision?

Its vitally important to include the input of the employees as they feel more involved in the companies vision. Developing a shared vision will motivate the employees as they will know,  what is expected of them to achieve the common goal. 

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

In the customer service sector values can mean the shared beliefs of the organisation.  Values can also be known as the cultural glue of the organisation. In customer service it would be values such as respecting the individual and going that extra mile to deliver the service etc.

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

Manager should take into consideration these following factors: - Sociological, Technological, Economic and Political. 

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

Job Design and Competencies, The Implications of De-Layering, Improved Technology, Getting the Processes Right, People Management, The Role of the Leader, People Quality

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

The role of the EFQM is to aid the organisation with the development of the service strategy and the assessment of the progress. 

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 are as follows:-

1. Structure

- Organisations can adopt the following structures: - decentralized, hierarchical, flat, team-based and virtual. Having too many layers can be detrimental to the organisation has the message and focus can be diluted by the time it reaches the employees below the management level.

2. Strategy

- The strategy is linked with the structure of the organisation. 

3. Shared Values

- The CEO is the standard bearer of the organisation, so his or her thoughts will reveal the main focus of the company. 

4. Style

- The style of the managers will affect the behaviour of the staff members. A good leader should also be a coach and support their staff members. 

5. Staff

- Empowerment of staff members is the key, where they feel more involved and can have the confidence to make their own key decisions. 

6. Skills

- Good interpersonal skills are vital in this day and age and will give the staff member the edge over the others. 

7. Systems

- What ever the sytem the organisation adopts must have the customer in mind. 

The seven S’s diagnostic framework can be used to as an audit to assess where the organisation is at this moment in time and see where improvements can be made. 

3. Write short notes on the followings: 

a) Situational leadership theory

1. Managers can be considered as situational leaders. 

2. They are reactive, set procedures and objectives. 

3. They have a short term vision and adopt the here and now approach.

4. Managers tend to keeps things moving.

b) Visionary leadership theory

1. Leaders are considered visionary for the future.  

2. They adopt more of a hands-on role and lead by example. 

3. They focus on the long term future.

4. Leaders are also mentors and adopt a proactive approach. 
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