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Customer Mania!  It’s Never Too Late to Build a

Customer-Focused Company
By Ken Blanchard

· Set Your Sights on the Right Target.  The bottom line grows from taking care of customers and creating a motivating environment for your people.

· Treat Customers the Right Way.  Determine the kind of experience you want your customers to have as they interact with every part of the company.

· Treat Employees the Right Way.  Use strategies ranging from smart hiring to training and development to managing performance and creating a recognition culture.

· Build the Right Kind of Leadership.  You can’t do it all yourself, so let your people put their own brains to work and then support them all the way—empowerment.  

REVIEW
For this assignment ONLY, you may pair up with a TQM partner.  This means, if you have a partner, you must turn in one paper for assignment 14 with both your names on this one paper.  Any group that borrows from another group will be severely penalized (i.e., both groups).

You will recall that assignment 13 made a review of Steps One and Two.  Assignment 14 will be devoted to a review of Steps Three and Four.  

This review is important for pulling together and making sense of all the material presented in Chapter 5 (the weightier chapter) Treating Your People the Right Way.   This review is also important because a good part of the final exam will be based on Chapter 5.  By encapsulating fundamental principles and concepts of Customer Mania, you can make a Kobe Bryant game winning field goal on the Final Exam.  By doing a good job on this review, you should be quite capable of writing an excellent final exam, if you are motivated to do so. 

This becomes your review sheet for writing the Final Exam. This is a required assignment for all TQM students.  Please do your best.

Chapter 5, Step Three, Treat Your People the Right Way:  Review
In all your answers below, I am not looking for painstaking, agonizing detail, rather, what is fundamentally important in the Blanchard Dream and Yum!s response to that dream.  

In both cases, you can enumerate the important points.  (Note:  I suggest, for your own sake, you make page references for use in writing the Final Exam.  It’s your call.)

1.  Recruiting and Hiring (Get the right People on the Team)  (pp. 74-81)
Question 1:  Identify the important aspects of Blanchard’s Dream. (10 points)
Answer 1:

Question 2:  How did Yum! respond to that dream?  (10 points)
Answer 2:

2.  Training and Development (Give People the Right Help) (pp. 82-89)
Question 1:  Identify the important aspects of Blanchard’s Dream. (10 points)
Answer 1:

Question 2:  How did Yum! respond to that dream?  (10 points)
Answer 2:

3.  Performance Management (Give People the Right Help)  (pp. 90-103)
Question 1:  Identify the important aspects of Blanchard’s Dream. (10 points)
Answer 1:

Question 2:  How did Yum! respond to that dream?  (10 points)
Answer 2:

4.  Developing the Right Systems and Processes (Get People Wired In)  (pp. 104-120)
Question 1:  Identify the important aspects of Blanchard’s Dream. (10 points)
Answer 1:

Question 2:  How did Yum! respond to that dream?  (10 points)
Answer 2:

5.  Creating a Recognition Culture (Get People Inspired)  (pp. 121-138)
Question 1:  Identify the important aspects of Blanchard’s Dream. (10 points)
Answer 1:

Question 2:  How did Yum! respond to that dream?  (10 points)
Answer 2:

6.  Career Planning the Right Way (Give People Opportunities To Grow) (pp. 139-

     148)
Question 1:  Identify the important aspects of Blanchard’s Dream. (10 points)
Answer 1:

Question 2:  How did Yum! respond to that dream?  (10 points)
Answer 2:

THE END






