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1. Give short answers for the following questions: 
    I. What is meant by the term empowerment & Ownership?

Employee empowerment is giving employees a certain degree of autonomy and responsibility for decision-making regarding their specific organizational tasks. It allows decisions to be made at the lower levels of an organization where employees have a unique view of the issues and problems facing the organization at a certain level.

 II. Why should organizations empower their employees? 
‘Empowered staff are happy staff.’ Surveys reveal that people are happiest at work when they feel valued and important, when they are involved in the business and when they feel knowledgeable about what is happening.
Organisations where employees are empowered and take ownership of service quality are more likely to deliver excellent service to their customers. Therefore, in order to gain true competitive advantage through effective customer service it is vital that customer-facing staff are empowered properly. Each individual has to know that the part they are playing is important and has a knock-on effect for the entire organization.

III. What are the different levels of empowerment? 

Level 1- Employees are encouraged to own decisions and get involved in improvement initiatives. However, the manager takes overall control. There are many examples of organisations which involve employees in a service strategy. However, at this level, members of staff still have to put ideas for improvement forward to their manager for approval or they can make decisions within certain areas.

 Level 2 -Teams and individuals have more say and take ownership of decisions affecting their work but strategic decisions are still made by management  This middle level of empowerment is where teams and individuals have more say and take ownership of decisions affecting their work, but strategic decisions are still made by management.

Level 3 – Teams are completely self-managing and make all decisions about not only how they operate in terms of task but also structure and reward.



IV. How does empowerment impact the customer retention? 
When an employee is empowered, they are very much your biggest brand advocates. They preach the benefits of your products and are enthusiastic in dealing with the public. These employees want the organization to be successful, not just themselves. Customers coming face-to-face with an empowered member of staff know that they have come face-to-face with an empowered member of staff. The impression this creates for the customer is one of total comfort. If your customers feel comfortable in the presence of people from your organisation then they are likely to remain loyal. Your customers first point of interaction with your organization is often through your employees. This first interaction is often make-or-break for first time customers, if you fail to make a good impression they may leave and never return.
High engagement among your employees improves morale, reduces turnover, and improves profitability. In fact, according to research from a Hay Group study, companies with highly engaged workers grew revenues two and a half times as much as those with low engagement levels. Contrasting this with disengaged employees, Gallup found that actively disengaged employees erode an organization’s bottom line, while breaking the spirits of colleagues in the process. Within the U.S. workforce, Gallup estimates this cost to the bottom line to be more than $300 billion in lost productivity alone.
Not only this, but it betters customer experience and leads to improved customer loyalty. Studies have found that companies with high employee engagement scores had twice the customer loyalty (repeat purchases, recommendations to friends) than companies with average employee engagement levels.

V. Explain the term ‘an extra mile ‘in terms of employee’s empowerment. 

Excellent customer service really shouldn’t have a boundary. The reality, however, is that boundaries are needed across an organisation, as has already been discussed. Defining how long the ‘extra mile’ should be will almost work in inverse proportion to the size of an organisation; therefore, the bigger the organisation the shorter that ‘extra mile’ often is. Conversely, if the organisation is small, that ‘extra mile’ can really extend for a very, very long way. Much of the reason for this is trust. In a small organisation with a manageable workforce, trust from management is easily gained. Managers will know which, if any, of its staff are likely to abuse the system in any way. They will also know those most prone to offering excellent customer service and also have a belief in them in terms of their behaviour. A large organisation has the difficulty of personalities and individuals who have differing service expectations and therefore differing service offerings

VI. Why do organisations develop discretionary awards?

Service without sincerity is rarely excellent customer service. In many ways the whole process is a psychological trade-off between the customer and the service provider
The benefits to the organisation of an award system is that the recipient of the award experiences best practice and will bring that knowledge back into your organisation, foster those experiences, and hopefully implement them as part of daily practice.
Most staff will appreciate adding their certificates to their portfolio, especially as at this stage of development you have not necessarily fostered loyalty from those staff. The very fact that you are issuing these various incremental awards and taking this ‘excellence’ stance will encourage your employees to remain loyal to your organization.

 



2. How can employees be empowered at different levels? 

Effective empowerment requires an open dialogue between the manager and the employee. It entails identifying all of the tasks and responsibilities the employee is expected to perform. Once the full extent of the tasks are determined, the manager and employee discuss which of these tasks they mutually agree the employee can perform independently, and which tasks require the involvement of the manager before action is taken. They discuss the employee's willingness and readiness to be held accountable for the decisions he or she makes and the actions one will take in those areas where one has the authority to do so.
During this discussion the empowerment of the employee is clearly spelled out in what I refer to as the black zone, green zone, and red zone boundaries.
The Black Zone is the sum of all tasks and responsibilities the employee is expected to carry out in his or her role. It is a literal list of all possible activities the employee may be required to perform in his or her job classification. It includes everything the employee is expected to do at work.
The Green Zone entails those tasks and responsibilities on the list in which the employee is free to make decisions or to take independent action without seeking further guidance or approval from anyone else. Tasks and responsibilities placed in the green zone are those where the employee has the authority to take whatever action or to make whatever decision the employee deems appropriate. Green zone items require no additional approval from a manager. The employee merely keeps his or her manager apprised of the progress on green zone tasks.
Green zone issues usually include those tasks where the manager has full confidence that the employee will fulfill his or her responsibilities correctly without further input from the manager. Typically these tasks are those where the manager trusts the judgment and decision making abilities of the employee and respects one's capacity to make the right choices. Consequently, the manager can support the employee's actions and decisions without having to be involved.
The Red Zone identifies those tasks and responsibilities where the employee must seek input or approval from others before taking action or making a decision. Red zone items are those tasks where the employee does not have the authority to take independent action or to make independent decisions. The red zone shows where the employee must get input or approval before proceeding.
Red zone items are those where the manager does not feel confident the employee will make the right choice or take the right action without input from the manager or others. The red zone is used when a manager does not feel the employee has the right skills, knowledge, ability or experience to take the correct action or make the right decision alone. These tasks are those where the manager may not trust the judgment or decision making ability of the employee, or where the risk is too high to leave the decision solely in the hands of the employee. The red zone also is used to identify those tasks where the manager wants to make sure the employee solicits the input and involvement from others before taking action. An IT employee, for example, may be fully competent to make independent decisions regarding what hardware or software to purchase, yet a manager may place such decisions in the red zone because he or she wants the employee to get input from end-users before proceeding.
Although a manager's goal should be to enlarge the employee's green zone to the fullest extent possible, the employee will never be totally free of red zone items. Legal, regulatory and compliance requirements restrict an employee's actions. Additionally, a manager can never empower an employee beyond the manager's own empowerment. There will always be tasks, issues or responsibilities that are within the manager's own red zone, and therefore automatically become red zone items to the employees beneath that manager.
Once the zones have been established the manager needs to respect the boundaries that have been set. If an employee comes to the manager requesting the supervisor's opinion on a green zone issue, the manager should not offer an opinion. This would violate the green zone. The green zone means the employee needs to think the issue through and make a decision using his or her own judgment. Less confident employees often come to managers on green zone issues seeking input before taking action. This is because they don't trust their own judgment. If the manager provides guidance on the issue, the employee will never learn to trust his or her own thinking. They will continue to seek input in the future, thereby shrinking the green zone.
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