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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. 
	Please insert your completed assignment ( in word format)  here: 
1. Give short answers for the following questions: 
Ii What is the role of a manager in developing customer service strategy for an organisation?
 One of the roles Managers can do in developing customer service strategy is communicating the customer service vision to employees. Employees need to understand what the vision and organizational goals are for customer service and understand their responsibility to help achieve that vision.
An organization that shares a customer service vision and teaches customer service skills will have provide a better customer service experience than an organization that leaves the front-line employees untrained and unprepared for dealing with customer issues.
Recruit high-performance, intelligent and well-motivated people with a 'can-do attitude' - You want people with a customer-focused mindset. Once in place, develop their knowledge and skills for delivering service excellence against competencies that are customer focused – good communication skills, tolerance, empathy, good judgment and the ability to interpret service issues and respond appropriately according to the organisations rules.

Train on Service Skills
If you hire right, your employees will have a natural ability to serve your customers well.  However, everyone can benefit from practical teaching on the organization’s approach to customer service.
Managers should have training that should explain how the organization would like the employee to behave in every situation and should help employees understand how to respond to their customers.  Employees need to know what you want them to do.
For example, teach them how to respond to customer complaints, how to be responsive to customers, how to meet customer needs, when to perform service recovery, how to answer the phone and your organizations standards for service

Mangers should hold their employees accountable for their actions; Employees should have a good understanding of how their service to the customer affects the organization’s overall performance and need to be held accountable for achieving customer satisfaction goals. This is part of a comprehensive performance management system and should be part of the cultural norm .For example, share customer satisfaction data with your employees and confront employees when they are not demonstrating the desired behaviors

Rewards and Recognition

There should be a well thought out system for acknowledging and rewarding employees for good customer service. Employees need positive reinforcement and should be rewarded when they demonstrate the desired behaviors of a strong customer service culture.
Having a strong vision and strategy for customer service is a critical component to the success of any organization. Organizations need to identify who their customers are, what they want and develop strategies to achieve those customer requirements. A strong customer service strategy is what separates the successful organizations from the rest.

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

By involving employees when developing a vision statement .The employee feel they are a valued part of the team. They feel more involved in the decision making; they feel that people in ownership and management positions value them as a significant contributor to the team’s success. When people feel valued, they will usually raise their level of effort and commitment to ensure the department’s or company’s success.
The employees will be able to make better day-to-day decisions because they have accurate information regarding the direction of the company or department.
The employees will feel a stronger bond of responsibility for making the decision. .
The employees will focus more of their energy on future-oriented problem solving rather than blaming their current problems on management.
Morale and motivation is higher in organizations where employees are involved in the department/company’s decision making. When people are involved in the decision making, they know they make a difference to the department’s or company’s success. When people know they make a difference, they find it easier to be motivated and satisfied with their job.

Iii  What is meant by ‘values’ in an organization? 

Values are the standards that guide our conduct in a variety of settings. An organization’s values might be thought of as a moral compass for its business practices. While circumstances may change, ideally values do not.
 Vision and mission statements provide direction, focus, and energy to accomplish shared goals. Values express the integrity that individuals and organizations believe in. They serve as a decision-making tool in daily interactions that guide behavior.





Iv  Which factors should the managers take into consideration when evaluating current service performance in an organisation? 
· Market conditions that impact growth and service demand
· The  state of the organization, performance gaps and areas for improvement
· Service level targets necessary to meet customer satisfaction goals
· Resource requirements to meet projected service demand
· Staff training and development initiatives
· A review of the Service offering portfolio
· Service tools and systems to enhance efficiency and productivity
· The financial plan for the organization
· Technology development in the country
· Political stability and changes 
· Economic development policies

V . What are the important areas to focus when developing a customer service strategy 
Here are some areas to focus when developing a customer service strategy in an organization
1. Recruit the right people- People with the right attitude are essential to building a successful customer service approach – “hire for attitude, train for skills
2. Recognize the importance of loyal customers- Loyal customers are active advocates of your organization, and they also tend to be more profitable, more interested in helping you improve your products and services, and more forgiving of your occasional mistakes.
3. Lead from the top- a long-term commitment that must be made by those at the top. The managers need to recognize its importance, believe in the strategy, be active in leading by example.
4. Listen to what your customers and staff are saying- Regularly listen to and analyze customer phone calls. Have feedback focus groups and suggestion schemes. Consider speech analytics. Use your own systems to test what customers are facing.
5. Welcome complaint - Complaints are free market research and should be welcomed. Ensure that you are hearing about all of them. Resolve brilliantly the ones you get. Stop them being repeated. Learn lessons and pass these on to others. 
6 Build a reputation and communicate- The full involvement and commitment of both staff and customers in a customer service excellence program can depend greatly on your skills at communicating with them. This requires a coordinated strategy of communications utilizing all available tools.
Vi . What is the role of EFQM in developing customer service strategy 
Excellent organizations achieve and sustain outstanding results that meets or exceed the need and expectation of their customers
· Give time to spearhead the service excellence program
· Monitoring customer satisfaction- It is also important that senior management spend time and effort in monitoring customer satisfaction on an ongoing basis.
· Take a personal interest in complaints- senior management should have a process in place to deal effectively with complaints and take a personal responsibility and interest in their resolution.
· Regularly buy your goods and use your services-a further means of getting close to the customer is for senior management to experience the treatment received by customers when they buy the goods and use the services that their organisation provides.
· Publish a service statement for customers- a service philosophy can be established within the organisation and employees trained in customer care, a means of demonstrating both senior management’s and the organisation’s commitment to service is to publish a statement or charter.
· Publish a service philosophy statement for staff- senior managers send a powerful message by publishing their own commitment to service quality.
· Welcome feedback from staff- Successful service leaders make time for their customers, suppliers and staff and seek out and welcome feedback
· Encourage teamwork- encouraging teamwork from the top of the organization downwards helps build an atmosphere of openness and trust. Senior management of an organization must be seen to work as a team to set a positive example for their subordinates

2a- What is seven S ‘diagnostic framework? How can it be used for the assessment of culture and service orientation of an organization? 
McKinsey 7s model is a tool that analyzes firm’s organizational design by looking at 7 key internal element

· Strategy: the plan devised to maintain and build competitive advantage over the competition.
· Structure: the way the organization is structured and who reports to whom.
· Systems: the daily activities and procedures that staff members engage in to get the job done.
· Shared Values: called "superordinate goals" when the model was first developed, these are the core values of the company that are evidenced in the corporate culture and the general work ethic.
· Style: the style of leadership adopted.
· Staff: the employees and their general capabilities.
· Skills: the actual skills and competencies of the employees working for the company.

b. How can it be used for the assessment of culture & service orientation of an organization

By identify the areas that are not effectively aligned, the aim is to look at the 7S elements and identify if they are effectively aligned with each other. Answered the questions outlined in the 7S diagnostic framework, look for the gaps, inconsistencies and weaknesses between the relationships of the elements.
With the help from top management, they need to find out what effective organizational design the organization want to achieve. By knowing the desired alignment management can set goals and make the action plans much easier.

Decide where and what changes should be made-This is the action plan, which will detail the areas the organization want to realign and how it would be done. If you find that your firm’s structure and management style are not aligned with company’s values, you should decide how to reorganize the reporting relationships and which top managers should the company let go or how to influence them to change their management style so the company could work more effectively.
Make the necessary changes- The implementation is most important in any process, change or analysis and only the well-implemented changes have positive effects. Therefore, management should find the people in your company or hire consultants that are the best suited to implement the changes.

Continuously review the 7s-The seven elements: strategy, structure, systems, skills, staff, style and values are dynamic and change constantly. A change in one element always has effects on the other elements and requires implementing new organizational design. Thus, continuous review of each area is very important.

3. Write short notes on the followings: 
a) Situational leadership theory 
Situational leadership theory is often referred to as the Hersey-Blanchard Situational Leadership Theory, after its developers Dr. Paul Hershey, author of The Situational Leader, and Ken Blanchard, author of One-Minute Manager.
The situational theory of leadership theory suggests that no single leadership style is "best." Instead, it all depends on the situation at hand and which type of leadership and strategies are best-suited to the task. According to this theory, the most effective leaders are those that are able to adapt their style to the situation and look at cues such as the type of task, the nature of the group, and other factors that might contribute to getting the job done..
There are four types of situational leadership
Directing – This leadership approach is most appropriate when the followers have low willingness and low ability for the task at hand. When the followers cannot do the job and are unwilling or afraid to try, then the leader must take a highly directive role. Directing requires those in charge to define the roles and tasks of the followers, and supervise them closely.
Coaching – This leadership approach is most appropriate when the followers have high willingness but low ability for the task at hand. Like Directing, Coaching still requires leaders to define roles and tasks clearly, but the leader seeks ideas and suggestions from the follower. Decisions remain the leader's prerogative, but communication is much more two-way
Supporting – This leadership approach is most appropriate when the followers have low willingness but high ability for the task at hand. Supportive leadership works when the follower can do the job, but is refusing to do it or showing a lack of commitment. The leader need not worry about showing them what to do, but instead should be concerned with finding out why the followers are refusing and work to persuade them to cooperate
Delegating – This leadership approach is most appropriate when the followers have high willingness and high ability. Leaders should rely on delegating when the follower can do the job and is motivated to do it. There is a high amount of trust that the follower will do well, and the follower requires little supervision or support. Delegating still keeps the leader involved in the decisions and problem-solving, but execution is mostly in the hands of the followers. Because the follower has the most control, he is responsible for communicating information back up to the leader

b) Visionary leadership theory 

The visionary leadership style was one of six leadership types documented.  The leader is inspiring in vision, and helps others to see how they can contribute to this vision; allowing the leader and followers to move together towards a shared view of the future.
Visionary leaders are effective when a startup company is attempting to make a move into the marketplace with a product that is very different than products currently available in that marketplace.
The visionary leadership style is most effective when an organization needs a new and clear direction to follow.  The visionary leader is able to share their view of the future, allowing followers to understand how they play an important role in that future state. By doing so, the followers become committed to making that vision come true.
A visionary leadership has been defined as the abilty to create and articulate clear visions, providing meaning and purpose to the work of an organization (Nunus-1992; Sashkin, 1992). Visionary leaders develop their own personal vision then merge them into a shared vision with their colleagues; communication of the vision is what empowers people to act. When people do not act it tends to be because the vision has not been clearly communicated, thus, people spend their time trying to figure out what direction to go, which makes them tired and unresponsive. 
Qualities of a visionary leader
· Clear, Inspirational vision and communication
· Respectful, empowering relationship- they embody a deeply caring approach to people, seeing them as the greatest asset.
· Emotional intelligence- they have the capacity to recognize their own feelings and those of others
· Innovative, courageous actions
· The power of imagination- they anticipant change and are proactive
· They make social responsibility they modus of operandi
· They execute with confidence- they move confidently towards their goals by initiating actions and getting others to buy into their belief
· They are self created- they inspire those around them because they have thought long and hard about where they want to go and how to get there
· They create learning opportunities- Louis Braille – the blind inventor of the Braille, a world system used by the blind and visually Impaired people for reading and writing 
· They have high expectations 
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