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The customer focused organisation
I.What is meant by an organisation’s culture? Outline the important components of a company culture system? 
This is the underlying beliefs, assumptions, values and ways of interacting that contributes to the unique social and psychological environment. A strong culture tends to lead to improved behaviour consistency and staff turnover. Employees that are acculturated will always find meaning in their work. They are a part of something bigger and larger than themselves.
These sets of principles will aid an employee an organization's culture, could have a major influence with the way people interact within an organisation. Adopting the culture and supporting the company’s expectations, employees will need less time building consensus before developing innovative services.
 
II.How does style of leadership affect employee’s motivations? Does it have any role to play in improving customer service? 
Inappropriate management style will unlikely be successful within an organisation. Some employees may become disenchanted, disengaged and uninspired, when faced with a leader that lacks awareness. There are several types of leadership styles:
Situational: can adapt to different situations, customer and staff personalities.
Action centred: These leaders enjoy getting involved and helping their staff through stressful times.
Transactional: This is based on the exchange between employer and employee, where the interests of both are met.
Transformational: These leaders are often charismatic as it involves the engagement of others. A good leader will always keep their staff engaged and ready to face any customer related issues.
III. What is motivation? How is it linked with customer service?
Motivation in the workplace is defined as the willingness to exert high levels of effort toward organizational goals, conditioned by the effort's ability to satisfy some individual needs. Motivated staff are more likely to improve a company’s productivity and competitive edge. Highly motivated staff are more engaged, face situations with less unease with the uncertainty, will usually make better problem solvers, and more customer service, innovative and creative. Setting clear expectations, recognition, feedback setting and achieving goals, as well as encouraging management will contribute to an increase in workplace motivation.
IV. What is meant by performance management?
As defined by investopedia.com, it is the corporate management tool that helps managers continuously monitor and evaluate by setting individual and team goals which are aligned to the organisation, planning performance to achieve the goals, reviewing and assessing progress, and developing the knowledge, skills and abilities of people. This is a great method for replicating success and exploring what went well, what challenges they are facing and how to overcome them and agree on objectives that the individual and manager can set to continually develop individual and their performance.
V. What is the importance of reward and recognition policy in an organisation? 
People often believe that reward and recognition is a single concept well in actual fact it is 2, reward is essential pay and recognition is a gift. Organizations want employees to believe in their core values and aid in the process of creating brand loyalty, a competitive edge and customer retention. The periodical salary increments, allowances, bonus’, fringe benefits and compensation on regular and specific periods keeps staff motivated and high morale. 

VI. What are the three types of incentives in customer service environment? Explain each?
Monetary incentives:
These incentives are for rewarding productivity and performance. These incentives can vary from paid time off, stock options, bonus’, monthly or quarterly cash rewards. Monetary rewards can lead to a friendly competition between staff members to improve performance a work optimally. 
Recognition:
Employees that receive praise and recognition for their accomplishments will tend to boost morale and motivation. Recognition based rewards are usually in the form of mentorship opportunities, companywide announcements and award ceremonies. 
Tangible benefits:
These are quantifiable and measurable and are used to weigh the value of a position. The value of the benefits is usually based on a person's skill sets, title and experience. for example, you would expect an architect to receive better tangible benefits than a delivery driver. Breaks or days in lieu:
In a highly charged environment like customer service, offering staff a chance to buy or earn extra days off to recharge can be a major boost to mental and physical well-being and profit sharing.
 
VII. How can a manager develop a framework to monitor and measure performance?
To begin monitoring, managers can create graphic scales, whereby the performance can be measured using a rating against specific areas of their work. Typically, the scales can be from 1 to 10 or frequency rates on task completed such as “always”, “frequently”, “occasionally” or “never”.  Managers and employees can determine individual objectives, how they will align the company values and how the performance will be evaluated and measured. Managers can implement self-monitoring programs, by asking staff to create checklists, keep activity logs and employees can monitor whether they are meeting their own goals and deadlines.  
2. What are the eight desires for motivation according to Spitser? How can a manager help to fulfil these? 
In 1995, Dean Spitser theorized that there are 8 desires which is linked to inner motivation.
Desire for power 
Power can be a substantial motivator for some people to acquire and wield. People with a high need for power will often seek promotions to management positions.
Desire for recognition 
Offer guidance and support with frequent feedback for staff with a higher need for recognition. A simple praise like “well done” to offering award ceremonies for service to the company. 
Desire for activity 
Employees with a higher need to be active will want variety and wouldn’t like to sit around. Monotonous work activity could lead to serious demotivation. 
Desire for affiliation 
People want to be a part of a greater whole, with a personal bond or identity to them. Having affiliation to a company can be socially important, as we are more likely to boast about an employer.
Desire for competence
A high need for competence will see people work hard to achieve expertise in more than one field. To fulfil this need staff should have readily available training materials and continuous industry updates. 
Desire for ownership
Wanting ownership is a desirable trait in business, as employees are more likely to be self-motivated to achieve and deliver on objectives.
Desire for meaning
Give staff meaning to the work or projects they are involved with. Whether their inclusion has a small role in a project explain how their importance makes the project work. 
Desire for achievement
Achievement is a powerful, transitory desire, leading people to become obsessed repetition of achievement. 
Spizter believed demotivators are a factor to address, including unclear rules and objectives, destructive criticism, office politics and internal competition. For staff to be fully engaged and motivated with rewards and recognitions, management should identify their desires. Managers should be active in identifying these intrinsic and extrinsic desires and ensuring that motivation remains at a standard for employees continue to follow the organisations values. Engagement with staff can be in the form of a survey, in which a quantitative analyse on aspects for designing a reward and recognition policy. 
 
Activity:

This is a report on the 2 largest supermarket chains, Sainsbury’s and Asda, both with a market share of 15.4% and 15.3%, respectively. The aim is to identify which supermarket is more customer-focused and areas for improvements. 
The purpose of the visit to each store was to purchase a basic weekly shop for milk, bread, eggs and a bottle of drink and poultry. The value of each product are as follows:

	Product Name
	Sainsbury’s 
	Asda

	Semi- skimmed milk
	80p
	79p

	Coca cola
	£1.50p
	£1.48p

	12 free range eggs
	£1.85p
	£1.55p

	Hovis best of both
	£1.15p
	£1.00p

	Chicken breast fillers
	£5.30p
	£5.19p

	Chicken thighs
	£1.80p
	£1.65p

	
	£12.40p
	£11.66p




[bookmark: _GoBack]Above are the prices of a basic food shopping, with the total at the bottom. Although the savings are marginal, but a saving, nonetheless. Customers are always chasing a great deal which can be a major decision-making process within a household that has a large family or low income. The standard of living has now outpaced the yearly pay rise, with some families struggling to buy even the basics mentioned with the table. 

Both stores offered a spacious browsing experience, with no clutter or obstructions. Being the larger the store and better prices, Asda is usually the busiest of the two stores, for this they have for more tills and pay stations. Staff were pleasant, helpful and polite and knew the layout of the store very well, directing and guiding customers to their item(s).  As mentioned earlier Asda offer more Pay Station with the waiting time for a free pay station was 5 minutes. Whereas the self-scan stations are readily available, being the quieter store. Although, the store is busy there is never more than a single colleague, and with the frequency in which issues arise on the self-station there should be more. 

Asda and Sainsbury’s offered very even and comparable services. Items were clearly marked and store clean and clutter free. The only difference in the service experience are the prices on offer. Both stores offer a variety of deals for their loyal customers. To encourage more customers Sainsbury’s could be more competitive with their everyday products, like the ones within the table. With the standard of living out pacing yearly pay rises customer will inherently choose affordability over quality. 
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