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

Customer-Focused Company
By Ken Blanchard

Up to this point, you have read two “extraordinary” books by Ken Blanchard.  Take both your hands and place them over your shoulders…and pat yourself on the back…and say to yourself—job well done, quite an accomplishment in only four weeks!  You have learned about the secrets to creating Raving Fan customers; and you have acquired the keys to empowering a work force to that end.  You now qualify to be the student leaders of our Business Program.  Good job.  

We now begin the study of another Textbook by Ken Blanchard—Customer Mania!.  Customer service is the single most pressing problem for business managers and people in any service or sales operation, especially at the retail level.  In fact, many experts believe that you build a business from the customer up.

In Customer Mania!, Ken Blanchard, one of America’s biggest bestselling authors and inspiring business leaders, writes on the key to customer service—creating a people-oriented, performance-driven, customer-first organization.  Along with coauthors Jim Ballard and Fred Finch, Blanchard explains why the customer is the right starting place from which to build a successful business.  By drawing on examples from the world’s largest restaurant company, Yum!—owner of KFC, Taco Bell, Pizza HUT, Long John Silver’s, and A&W Restaurants—the authors explain how any company, large or small, can develop a unified, people-first, customer-oriented culture.  Packed with practical insights, Customer Mania! emphasizes four critical steps:

· 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.  

By relying on these concepts, businesses everywhere can cultivate passionate and engaged self-directed team members who contribute to the company’s overall success.  From CEO to middle manager to the person facing the consumer, Customer Mania! is a vital tool for enhancing their experience—and their customer’s.  

Stephen Covey, author of The 7 Habits of Highly Effective People, writes about Customer Mania!, “Would you like specific ‘best practices’ help, along with wise principles, to inspire your workforce to become really customer focused?  Read this splendid book, get others to read it, share with one another what you have learned, and then plan applications and accountability.  It will work!” 

Tami Heim, former president of Borders, Inc., writes “Customer Mania! is the finest distillation of Ken Blanchard’s wisdom, convictions, and possibility thinking to date.  What inspired me most was the journey from possibilities to reality and that he validated the fundamental truths—that it can happen and it never is too late to start!”  Let’s begin our journey to Customer Mania!

Chapter 1, Yum! Meets the One Minute Manager
Introduction:  Excerises
Question 1:

a)  Why is customer focus so important?  (3 points)

b)  What is Blanchard’s role or purpose in this respect?  (3 points)

Answer 1:

a)

b)

The Beginning:  Exercises
Question 1:

a)  Who is David Novak, and what did he believe?  (3 points)

b)  What journey was he on with his company, and what did he believe?  (5 points)

c)  What was Tricon’s balance sheet like in 1997?  (2 points)

Answer 1:

a)

b)

c)

Question 2:

a)  By 2002, what quick service restaurants comprised Tricon?  (5 points)

b)  Tricon became _________________ in 2002.  Yum! Brands employed _________ at nearly _______________restaurants in more than ______________ countries and territories.  (4 points)

c)  David Novak was attempting to build a customer-focused company by trying to implement everything Blanchard has been teaching and writing about for years.  Why was this a daunting task?  (2 points)

Answer 2:

a)

b)

c)

A Gigantic Do-Over:  Exercise
Question:

a)  Yum! is a “mulligan”.  Explain.  (2 points)

b)  Basically, why did PepsiCo shed the great brands?  (3 points)

c)  Where these Yum! companies (centralized or decentralized) brands?  (2 points)

d)  Why was this a real opportunity for Novak and Yum! Brands?  (3 points)

Answer:

a)

b)

c)

d)

A Common Sense Strategy:  Exercises
Question 1:

a)  Briefly discuss the common sense strategy.  (5 points)

b)  Explain how making common sense common practice involves understanding people?  (3 points)

c)  Therefore, what does Yum! stand for?  (Note: Yum is the ticker tape symbol on the New York Stock Exchange.)  (2 points)

Answer 1:

a)

b)

Recognition:  A Universal Need:  Exercises
Question:

a)  The term “You Understand Me” pertains to a universal truth, explain.  (5 points)

b)  How does David Novak’s office characterize recognition and celebration, and is it for show?  (5 points)

Answer:

a)

b)

Getting Help:  Exercises
Question 1:

a)  Who are Fred Finch and Jim Ballard?  (5 points)

b)  What did David Novak’s team think about creating a Customer Mania culture worldwide?  (3 points)

c)  Who did the team of Blanchard, Finch and Ballard interview initially, and what did they focus on?  (5 points)

Answer 1:

a)

b)

c)

Organization of this Book:  Excercises
Question 1:

a)  How do leaders in great organizations distinguish themselves?  (5 points)

b)  List the four key steps to building a company the right way.  (4 points)

c)  How do our authors define “leadership” in many cases?  (3 points)

Answer 1:

a)

b)

c)

Question 2:

a)  This book consists of three parts (Part I, II and III).  Summarize what each part is about.  (6 points)

b)  Each chapter is broken down into three parts.  Identify each part.  (Note:  it is important that you understand the organization of each chapter, and the purpose behind this organization—take note.) (5 points)

Answer 2:

a)

b)

A Blueprint for Desirable Change:  Exercises
Question:

a)  What is the relevance of this Yum! Brands story to companies, all types and sizes?  

(2 points)

b)  Discuss “the moral of this story”.  (5 points)

c)  According to its financial record, how is Yum! doing?  (5 points)

Answer:

a)

b)

c)

Return to the Instructor’s Summary of Customer Mania! on pages 1 and 2, and answer the following questions:  Exercises
Question 1:

a)  What is the key to customer service?  (3 points)

b)  Yum! is the owner of what restaurant chains?  (5 points)

c)   Customer Mania! emphasizes four critical steps, which this book will thoroughly explore, list them.  (4 points)

Answer 1:

a)

b)

c)

Question 2:

a)  What is Stephen Covey’s impression of Customer Mania!?  (3 points)

b)  What is the impression of  Tami Heim?  (3 points)

Answer 2:

a)

b)

The End

To Be Continued
