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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 ‘organisation’s culture’? Outline the important components of

a company culture system.

The culture of the organisation does not exist unless it has been created by the management. The organisation’s culture towards customer service can then grow and make the company successful in the future. The staff member must not only be capable, but also contribute with ideas to improve the service or product provided.

The keys components of a company culture system are the management and the staff. As one cannot operate without the others support. Everyone must be fully committed to improving the attitudes, behaviour and work methodologies within the company. This will involve a review participated by all staff members, which would include the manager.  

II. How does style of a leadership affect employees’ motivations? Does it have any role to play in improving customer service of a company? If so how?

The style of leadership must be appropriate to the organisation. The command and control style would be suitable in the army, but not in the customer service sector. It would alienate the staff and de motivated them.  The support and coaching style would be more appropriate as this would encourage the staff member to be more involved and come up with ideas to improve the customer service. 

III. What is motivation? How is it linked with customer service?

Motivation is about human behaviour and energy. A motivated staff will have the enthusiasm to provide a high level of customer service. He or she will be more inclined to do that bit more in terms of their knowledge of the products on sale or the services on offer. 

IV. What is meant by ‘performance management’?

Performance management is a procedure which enables managers to help deliver their goals and responsibilities in serving customers internally and externally.  This process will involve clarifying the goals and the needs of the customer and then coming to an agreement on performance standards and objectives, which can be achieved through coaching, development and rewards.  

V. What is the importance of ‘reward and recognition policy in an organisation?

Providing a high level of customer service is paramount, so the staff members should be recognised and rewarded accordingly. A cash bonus scheme is utilised throughout the retail industry, especially with supermarkets such as Sainsbury and Tesco etc. This encourages the staff members to provide an excellent level of service. 

VI. What are the three types of incentives in customer service environment? Explain

Each

1) Recognition – 

Getting recognition for the good work the staff member has done would be good motivation for them. Sometimes a simple phrase such well done, good job or thank you will enable them to continue providing a good level of service. 

2) Symbols and Tokens

Staff members who continually provide a good level of service consistently should be rewarded with something more tangible than recognition. Being rewarded with a badge, chocolates, flowers, wine, and gift card can be a good source of motivation. 

3) Tangible Rewards

This reward should be more substantial than the other two incentives. Giving the staff member a cash reward or a weekend break would be the kind of prizes in this category. 

VII. How can a manager develop framework to monitor and measure performance?

A manager can monitor and measure performance by having a reliable framework by which they can regularly assess work flows, set objects and targets for the future.  The manager should have measures in place that are suitable for the employees to achieve.  A good example of measuring performance in retail is the queuing system. A customer should not have to queue for any longer than 2 minutes before being served.  
2. What are the eight desires for motivation according to Spitser? How can a manager help

to fulfil these? (6)

The eight desires for motivation are: Activity, Ownership, Power, Affiliation, Competence, Achievement, Recognition and Meaning.  

A manager can motivate and coach the staff members in order to fulfil the eight desires. Empowerment is also a key area as the staff members will feel more involved. Giving the power and ownership to the employees to solve the issues themselves will encourage them to participate even more.  Getting the staff members more involved will encourage them to come up with ideas and solutions that can have a positive effect on the success of the company.  Will also give them a sense of achieve which be rewarded through recognition or a prize of some kind.  

Activity 
Compare the services of two companies in your area from where you buy products. Produce

your findings in a report explaining which of the two is more customers focused and how this is

benefiting the company. Also devise ways the other company can improved its services.

Tesco Express – 

The retail industry, especially supermarkets are struggling, so cut backs mean less staff. This particular store has a skeleton crew. The service is usually not that bad, but this particular day was rather frustrating for me. There must have been around 20 people queuing and only 1 member of staff on the till and with only 2 self scan machines available. I also noticed not another staff member was on the shop floor. This wasn’t good for customer service or security either. I did feel sorry for the staff member as he was on his own and taking care of the issues with the self scan machines too. Cut backs are expected, but not having enough staff to provide a good level of service makes the issue even worse. I have found out that there are only 2 members of staff working per shift during the week. Surely there has to be a minimum of 3 members of staff who can put stock out and be available for another till if required. Being short staffed will have an adverse effect on the quality of service being provided and in turn have a negative impact on sales. 

Jamies Italian Restaurant -

Not sure if it can be defined as a product as such, but the customer service at Jamie’s restaurant is rather good. The staff members are friendly and attentive. They are knowledgeable and happy to give advice on the dishes you are interested in. It’s good that the waiting staffs have their favourite dishes and it comes through when they talk about it.  Creating a relaxed and friendly atmosphere will encourage the customers to come back and create a loyal fan base. 
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