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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
Assignment 11 will complete our study of Chapter 5, Step Three, Treat Your People the Right Way.  Recall from the last three assignments (8-10), that Chapter 5 is about:

1)  Recruiting and Hiring, 

2)  Training and Development, 

3)  Performance Management, 

4)  Developing the Right Systems and Processes, 

5)  Getting a Recognition Culture, and 

6)  Career Planning the Right Way.  

The last area we examined from assignment 10 was on (5) Creating a Recognition Culture.  After vision and direction get things started, and after trained, equipped people are committed to success, how do you keep it going?  By creating a recognition culture. 

Blanchard’s Dream in this context focused on:

1)  Ongoing monitoring and feedback, 

2)  Praising progress—it’s a moving target, 

3)  Praising makes people and relationships strong, 

4)  Putting recognition to work on a day-to-day basis, and 

5)  Recognition as a celebration of performance over time.  

So we don’t want to underestimate the power of recognition on a day-to-day basis and especially for long-term performance.   If you put your people first and recognize their efforts, they will put your customers first—a living principle.  It’s that simple.  Let’s begin our study of YUM!s Reality and Creating a Recognition Culture on p. 128.

YUM!s Reality:  Creating a Recognition Culture:  Exercises  (p. 128)

Question: 

a)  How important is the culture of recognition and celebration to Yum!?  (3 points)

b)  What is Yum!s goal in this regards?  (2 points)

Answer:

a)

b)

Recognition:  Exercises
Question:

a)  Anne Byerlein, Yum!’s CPO believes that recognition is much more than a _______________.  It is about changing a _______________.  (2 points)

b)  Why do the Yum! leaders believe that their secret ingredient for creating and sustaining customer mania is recognition?  (3 points)

Answer:

a)

b)

No Beat-Up:  Exercises
Question:

Explain the cultural-revolution surrounding recognition that has taken place at Yum! over the past two decades.  (5 points)

Answer:

What Does it Mean to Recognize Someone?:  Exercises
Questions:

a)  According to Charles Whittaker, recognition can have more than one meaning.  Explain.  (3 points)

b)  Why is recognition for the new hires at the restaurant team member level so important?  (5 points)

Answers:

a)

b)

Ongoing Recognition:  Exercises
Question:

a)  When mistakes are made, rather than focus energy on what went wrong, the company’s coaches use it as an opportunity to coach, or accentuate the positive.  Why?  (2 points)

b)  According to Emil Brolick, how important is it for team members to feel good and take pride in themselves?  (3 points)

c)  Why is it that the restaurant business is “so people-dependent”?  (2 points)

d)  How does recognition relate to “pay it forward” (If you can recall the movie Pay It Forward starring Kevin Spacey and Jodie Foster.)?  (5 points)

Answers:

a)

b)

c)

d)

Rewarding Performance Over Time:  Exercises
Question:

Explain how “rewarding performance over time” could work within a business? 

(5 points)

Answer:

Pass the Floppy Chicken:  Exercises
Questions:  

a)  What was the purpose behind presenting the Floppy plucked Chicken as an award to top performers in KFC?  (3 points)

b)  What was its appeal? (2 points)

c)  According to Roger Eaton, what is the real meaning or purpose behind rewards?  

(5 points)

d)  What is the “Walk of Champions” all about, and its importance to recognition and awards?  (5 points)

Answers:

a)

b)

c)

d)

Who’s the Bulldog?:  Exercises
Questions:

a)  What does the Bull Dog Award stand for, and its origins?  (5 points)

b)  How would you describe some of the Recognition Awards you see on page 135?  

(3 points)

Answers:

a)

b)

Recognition Creates Passion Around the World:  Exercises
Questions:

a)  What is the point or the idea behind some of these awards, such as:  smiling pizza face, Tiger Award, Mission Impossible Award, and Golden Camel Award?  (5 points)

b)  What is fundamentally true about recognition?  (3 points)

Answers:

a)

b)

YUM!’s Scorecard:  Exercises
Question:  Why was YUM! awarded the score of 10 out of 10?  (3 points)
Answer:

Give People Opportunities to Grow:  Career Planning the Right Way:  Exercises
Blanchard’s Dream
Questions:

a)  How does Career Planning fit into the picture at this juncture?  (3 points)

b)  Performance should precede promotion opportunities.  Explain.  (3 points)

c)  How would Blanchard describe the optimum environment to work in?  (2 points)

d)  Career Planning serves what purposes?  (3 points)

Answers:

a)

b)

c)

d)

Question:  

a)  Those managers who support the “normal distribution curve” will say “if a high percentage of people are top performers, then how can firms possibly reward them all?” Or “as people move up the hierarchy, aren’t there fewer opportunities for promotion?”  What do these naïve arguments overlook?  (5 points)

b)  Can you give an example of creativity on the job?  (3 points)

Answers:

a)

b)

YUM!’s Reality:  Career Planning
A Piece of the Dream:  Exercises
Questions:

a)  According to the HWWT principles enumerated on page 47, define the “Belief in People” principle.  (2 points)

b)  YUM! is committed to creating an environment in their restaurants where people, of all kinds, can create choice in their lives.  How is YUM! doing this?  (8 points)

c)  So how does YUM! plan to keep their team members longer and to have an impact on their lives?  (2 points)

Answers:

a)

b)

c)

Helping Each Other Get Ahead:  Exercises
Questions:

a)  Belief in people goes beyond restaurant operations.  Why is it that Kathy Gosser, in the story,  was able to motivate Debbie Hirst to want to do better?  (3 points)

b)  What was it about Jacquelyn Bollman, the current coach of Debbie Hirst, that motivated Debbie to manage the new multibrand, KFC-Long John Silver’s combo opening?  (5 points)

c)  What is the great reward or satisfaction for Debbie Hirst being a RGM?  (2 points)

Answers:

a)

b)

c)

The Wind Beneath My Wings:  Having People Believe in You:  Exercises
Questions:

a)  Ken Fujitani is a KFC area coach with Harman Management Corporation.  The story of Ken’s rise in the Harman organization echoed the experiences of so many others who had worked their way up.  What was it about this organization and its management philosophy that enabled individuals to succeed?  (5 points)

b)  How did Pet Harman, franchisee extraordinaire, assist Fujitani on the pathway of success?  (3 points)

Answers:

a)

b)

YUM!S Scorecard:  Career Planning:  Exercise
Question:  Explain YUM!’S score of 8 out of 10.  (3 points)
Answer:

Step Three:  Treat Your People the Right Way:  Exercises
Question:  If you treat your people the right way, they will treat your customers the right way so that your cash register goes ca-ching.  By way of summary on this most important chapter of this book, how do you make that happen?  (Note:  don’t just type these eight points, fill in the lines.  For example, bullet two says “with effective recruiting and hiring you get the right people on the team”.  You should hire people with character first, and then competence employing realistic job previews, and a team member readiness inventory.  Character is difficult to teach, but critically important to the customer mania culture and its mission and values.) (24 points)
Answers:

The End

To Be Continued
