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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:
The Customer - Focused Organisation (Assignment 3)

1I) What is meant by ‘Organisation’s culture’? Outline the important components of a company culture system

Organisation’s culture is the way everyone acts and behave towards each person working within the organisation. This culture and environment are usually created by the organization’s managers/team leaders so each member of the team can strive in the business and excellent customer service can flourish

1II) 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?

Your style of leadership affects employees’ motivations as your leadership will determine how you give your employees inspiration and guidance to achieve their goals and objectives that is needed to be completed. It plays a huge role in improving customer service as leadership makes or breaks a team depending on how you interact with the employees, how you make decisions, resolve conflicts and delegate responsibilities, all of this can influence morale and overall productivity in regard to customer service.

1III) What is motivation? How is it linked with customer service?

Motivation is what stimulates individuals to accomplish their goals, actions and desires, without motivation an individual wouldn’t have the drive to accomplish anything they have set out to do. This is linked to customer service as a person delivering customer service must be motivated in providing the best possible service that they can, for example if an employee feels motivated and feels good about their role in the organisation, they will be able to serve customers in the most effective way possible and it can lead to increased productivity and allow the organisation to achieve higher levels of output.





1IV) What is meant by ‘performance management’?

Performance management is processes that aim to improve employee’s performance in line with the Organisation’s objectives and goals. It ensures that the goals are consistently being met in an effective and efficient manner internally and externally so the employees can perform to the best of their abilities.

1V) What is the importance of ‘reward and recognition policy in an organisation?

Reward and recognition policy play a huge important role in keeping employees motivated in provide the best customer service possible, as rewards encourage employees to provide excellent service to reap the rewards that are being provided. Whereas recognition gives value to the employee and is a very important motivator. By providing rewards and recognition you can have the Organisation’s output levels increase as well as quality of customer service being provided. 

1VI) What are the three types of incentives in customer service environment? Explain each

· Recognition, this is an important motivator and it provides the person with value for providing a good service, this shows the individual that they are being recognized weather it be through word of mouth or via their name being printed on a recognition board, a certificate etc. It allows the employee to feel valued within the organization.  

· Symbols/Token, this provides the employee who has successfully provided a great service for the organisation with a symbol of achievement this could be small or big such as a card, flowers, chocolates, a badge etc. It has huge effectiveness on motivation for the employees. 

· Tangible Benefits, this is when the organisation provide cash awards, merchandise, holidays, gifts which create the employees a drive to gain these benefits within the organisation.

1VII) How can a manager develop framework to monitor and measure performance?

A manager can use the European Foundation for Quality Management (EFQM) and the Balance Scorecard model as a reference to base his own framework model on, by using different areas to complete the framework will help the manager monitor different aspects in regards to the performance, for example customer service, staff care, value for money etc. these areas can be assessed to measure which areas need improving.

2) What are the eight desires for motivation according to Spitser? How can a manager help to fulfil these?

The eight desires for motivations according to Spitser are: -
· Activity
· Ownership
· Power
· Affiliation
· Competence
· Achievement
· Recognition
· Meaning

A manger can help by spending time making work more active creating a sense of fun into work, by letting employees make choices so they have ownership. They can provide employees leadership opportunities so employees desire more power in the workplace, also provide learning opportunities so employees can develop their own skills and gain new skills. An effective manager will challenge the team members so they can achieve their own goals and stretch to their limits they can furthermore provide encouragement and appreciation, this will make employees feel recognized within the organization.


Activity) 

Report: - Moss Bros VS River Island

The propose of this report is to compare the service provided by Moss Bros and River Island, I will be comparing which company is more customer focused and explain how it is benefitting the company. I will also be giving suggestions on how the company can improve its customer focus and customer service.

Once you enter moss bros you receive a huge welcome by a friendly smile and a greeting, in comparison to river island where you do not receive this welcome. Moss bros has a unique shopping experience where an employee will ask you what your looking for and provide you with suggestions and outfit choices to help you decide what you want and what would suit your body shape and style. Whereas river island you would have to approach a member of staff if you would like or needed help. The disadvantage in moss bros would be the low range of variety of clothing on offer, they are more focused on smart clothing, however in river island you will find smart wear as well as a huge variety of casual clothing.

The research I have completed by shopping in both the stores has made me come to a conclusion that moss bros are more customer focused in regard to providing the most amazing service they can, and have you become a loyal customer by providing these bespoke services not offered elsewhere. River island have good customer focus but not as good as moss bros in regard to making a customer feel welcomed and providing the best service that they can. 

Moss bros are benefitting from providing more focus on customers and having a small range of clothing to focus on the specific customers they require and keeping these customers within the business as loyal customers. The benefits are making sure the customer are leaving the store with a happy smile and amazing shipping experience which would create them to recommend to others and create a larger customer base. 

River island can improve its customer focus by having individual members of staff being well informative in each department of clothing and providing the service in that area to customer who are browsing that specific area. This would allow customers to feel the warmth and presence of help and service. I believe they would benefit from this hugely by giving that bespoke shipping experience in each department a customer attend.

The company can provide employees with training services to gain them more skills and improve the skills they currently hold as well as training employees in the specific department they are working within. 
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