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

Customer-Focused Company
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.  

Chapter  2,  A Brief History of Yum! Brands
Introduction:  Excerises
Question:  Do a review or summary of each of the five brands that comprise Yum! Brands.  (5 points each)

Answer 1:

KFC

Pizza Hut

Taco Bell

A&W

Long John Silver’s

The Birth of the Customer Mania Philosophy:  Exercises
Question 1:  KFC was in trouble in the early nineties.  Explain.  (5 points)
Answer 1:

Question 2:  

a)  Who was David Novak, and what were the facts concerning PepsiCo franchisees?  

(5 points)

b)  Did David Novak change his perspective towards franchisees?   Explain.  

(3 points)

Answer 2:

a)

b)

Question 3:  

a)  Novak’s next task was to show the franchisees who was in control.  What was his approach?  (5 points)

b)  the most powerful way to motivate people is to __________ to them.  (2 points)

c)  How did Novak work toward a “team strategy”?  Explain.  (3 points)

Answer 3:

a)

b)

c)

Rallying the Troops at Pizza Hut:  Exercises
Question:

a)  What was David Novak’s decision when asked to become president of Pizza Hut? 

(2 points)

b)  When Novak took over Pizza, what was the condition of Pizza Hut?  (5 points)

c)  Novak’s strategy was to divide his management team into groups, what was the result?  (5 points)

d)  How long before the company was turned around?  (2 points)

Answer:

a)

b

c)

d)

The Spin Off:  Exercises
Question 1:

a)  Why did PepsiCo president Roger Enrico and his leadership team in 1997 decide for strategic reasons to spin off the restaurant group of KFC, Pizza Hut, and Taco Bell? 

(5 points)

b)  Who was Andy Pearson and his relationship with David Novak?  (3 points)

c)  What was Novak responsible for?  (3 points)

Answer 1:

a)

b)

c)

Question 2:

a)  List some of the companies/corporations/LLC’s these board members represented?  

(5 points)

b)  Pearson and Novak established what they called “Our Founding Truths”.  List each point and the reasoning behind it.  (10 points)

Answer 2:

a)

b)

Question 3:  

a)  Give an example of a “Team-building activity”.  (3 points)

b)  What resulted from these team-building activities?  (2 points)

Answer 3:

a)

b)

Naming Yum!  Exercises
Questions 1:

a)  What was the new name for this new company, and what did it stand for?  (3 points)

b)  What did Patty Sellars from Fortune magazine think of the Tricon name?  (2 points)

c)  In March 2002, what two national brands were added to Tricon?  (2 points)

d)  What was the strategy for adding these two acquisitions?  (5 points)

Answer 1:

a)

b)

c)

d)

Yum!s Scorecard:  Exercise
Question:  Why did Yum! receive a score of 9 out of 10?  (5 points)

Answer:
Chapter 3

STEP ONE
Set your Sights on the Right Target
This chapter examines the first step in building a customer-focused company the right way, by aiming for the right target.  Chapter 3 is organized around three parts:  

1)  Blanchard’s Dream.

2)  What Yum! is aiming at on their journey—Yum!’s Reality.

3)  Yum!s scorecard.

Blanchard’s Dream:  Exercises
Question 1:

a)  How does Blanchard define a great organization?  (3 points)

b)  What is the philosophy of a great company?  (3 points)

c)  What is the role of profit in a successful company?  (2 points)

Answer 1:

a)

b)

c)

If you don’t take care of your customers, somebody else will:  Exercise
Question:  With the example given from Raving Fans, illustrate what it means “Being the Provider of Choice.  (10 points)

Answer:

Creating A Motivating Environment For Your People:  Exercise
Question:  Using the example of the Nordstrom’s department store, illustrate what is means “Being the Employer of Choice”.  (10 points)

Answer:

Making Your Cash Register Go CA-CHING:  Exercise
Questions 1:  

a)  Simply stated, how can a company increase profits?  (2 points)

b)  Another effective way to manage cost is to make all of your people your business partners.  Using the example of the restaurant, explain the importance of this approach to managing cost.  (10 points)

c)  What about revenues?  (5 points)

Answers:

a)

b)

c)

Vision and Direction:  Where Are You Going?:  Exercises
Questions 1:

a)  List the three parts to a compelling vision.  (3 points)

b)  Using the examples of  the Disney Company and Give Kids the World organization, discuss the importance of PURPOSE to an organization.  (10 points)

Answers 1

a)

b)

Questions 2:  

a)  The second part to a compelling vision is________________________________.  

(2 points)

b)  What is “the picture of the future” for the Disney Company?  (2 points)

c)  What is “the picture of the future” at Give Kids the World?  (2 points)

Answer 2:

a)

b)

c)

Question 3:

a)  The third part of a compelling vision is __________________.  (2 points)

b)  Organizations make two common mistakes surrounding operations values.  Explain.  (6 points)

c)  State the “four rank-ordered values at the Disney theme parks.  (4 points) 

d)  Explain the importance of the rank-order of these values?  (10 points)

Answer 3:

a)

b)

c)

Question 4: What might happen if a company does not have a set of operating values? 

(2 points)

Answer 4:

Importance of Vision:  Exercise
Question:  Explain the importance of The Visionary Role of Leadership within a traditional hierarchical pyramid in terms of responsibility and responsiveness.   

(6 points)
Answer:

Question 2:  To summarize, a customer-focused company with its sights set on the right target would?  (4 points)

Answer 2:

a)

b)

c)

d)

THE END

--TO BE CONTINUED--
