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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.  

Before launching into assignment 9 below, I would like to make a brief review from the previous assignment 8, and show you where we are headed in Chapter 5.  Chapter 5 is extremely long being seventy-six pages in length.  It’s the length of this Chapter that tells us something about its level of significance to the book, Customer Mania.  

Chapter 5 is about Step Three, Treat Your People the Right Way, that’s our overall focus here.  It is organized around four key human resource development functions, which include:  1) Recruiting and hiring, 2) Training and development, 3) Performance management, and 4) Career development.  In assignment 8, you examined the first two functions—recruiting and hiring, and training and development.  There remains a few issues to be discussed on training and development that we will finish up before proceeding on to item #3, Performance management in assignment 9.  This means that assignment 9 & 10 will deal with Performance management—a big, big issue in our Customer Mania textbook, and the issue that gets the most attention.  Remember, how a company treats its people, and how people treat one another within the company, is how customers are treated ultimately.  Treat Your People the Right Way.  Do you understand?  Let’s begin our study.

Chapter  5,  Step Three, Treat Your People the Right Way
The Impact of Training Soars When Top Managers are Involved:  Excerises  (p. 86)

Question:  

a)  By way of quick review, list the eight How We Work Together (HWWT) principles found on page 47. (3 points)

b)  David Novak wants to have a ______________ philosophy.  (2 points)
c)  What is the message behind Novak presenting four or five leadership development seminars a year around the world?  (3 points)

d)  What are the benefits to Yum! of communicating the company vision and spreading its customer-focused, people-first, performance-based culture via leadership programs, coupled with the cascading of values throughout the organization?  (5 points)

Answer:

a)

b)

c)

d)

Developing Champions Through Training:  Exercises
Question:  Discuss some of the programs and the Yum! University that were put in place to build and strengthen the Customer Mania mindset.  (10 points)
Answer:

Training The Frontline People for a Better Life:  Exercises
Question:  

a)Yum! is not only teaching frontline people in the basic skills but also life skills.  Explain.  (5 points)
b)  What is the company’s belief or assumption surrounding this type of training?  

(3 points)

Answer:

a)

b)

Yum!s Scorecard:  Training and Development:  Exercise
Question:  Why did Yum! receive a satisfactory score of 7 out of 10?  (5 points)
Answer:

Give People The Right Help:  Performance Management: Exercises
Once the right people are on the team and properly trained, performance management is the key vehicle that keeps their eyes on the target and helps them achieve their goals.  To get people to go the extra mile and become Customer Maniacs, you must know the right way to manage their performance.

Blanchard’s Dream
Question:

a)  List the three choices when you hire people?  (3 points)

b)  What takes place during each of the three parts to managing people’s performance?  (5 points each)

Answer:

a)

b)  

performance planning

performance monitoring and feedback

performance evaluation

Question 2:

a)  Why are most performance evaluations worthy to be thrown out?  (3 points)

b)  What tends to happen during performance planning and goal setting?  (2 points)

c)   How critical is it that management spends the least time on performance management?  Explain.  (3 points)

d)  How is it that giving people the final exam ahead of time is equivalent to performance planning?  (5 points) 

Answer 2:

a)

b)

c)

d)

YUM!s Reality:  Performance Coaching:  Exercises
Question:  What has happened to performance management at Yum!?  (3 points)
Answer:

Coaching The Yum! Way:  Exercises
Question 1:

a)  What does coaching involve?  (5 points)

b)  Coaching is an ideal way to ________ and ________ the new culture.  (2 points)

c)  In brief, how is the company’s performance coaching system designed to work?  

(3 points)

Answer 1:

a)

b)

c)

Question 2:

a)  How does the goal-setting system work at Yum!?  (Note:  Please present your answers in bullet format.)  (10 points)

b)  How does Tim Morrison describe the task of a coach?  In  short, what is a coach responsible for?  (3 points)

c)  The rule at Yum! is to “coach first and coach again.”  David Novak coached a Chief Financial Officer (CFO) at KFC, who was driving him nuts, what was the result?  

(5 points)

Answer 2:

a)

b)

c)

Question 3:  Read the story of the Pizza Hut regional coach Roman Saenz, and answer the following questions.
a)  What was he focusing on as a new area coach?  (2 points)

b)  How did Aylwin Lewis, Chief Operating Officer (COO) at Pizza Hut, behave as a coach to Roman Saenz?  (2 points)

c)  How did Aylwin Lewis respond to Roman’s problems?  (5 points)

Answer 3:

a)

b)

c)

Question 4:

a)  When you coach at Yum!, “You coach up, sideways, and down.”  Can you give an example of this?  (5 points)

b)  So what do you learn from this story other than coaching up, sideways and down?  

(3 points)

c)  Sometimes coaching involves confrontation and conflict—“it goes both ways”.  Read the story under the subtitle, “Coaching Can Challenge”, about a conflict between Novak and his colleague, and answer the following questions:  

1) What was the lesson learned?  (3 points)

2)  What’s the requirement to do this kind of coaching?  2 points)

Answer 4:

a)

b)

c)  1)

     2)

A Day In The Life Of A Coach:  Exercises
Question 1:  

a)  Make a summary or outline of a typical day in the life of an area coach at Taco Bell.  (Note:  Please present your answers in bullet format.)  (10 points)

b)  What is the EARS model, and how does it work?  (5 points)

c)  What is the basis or importance of this type of coaching?  (5 points)
d)  As Rob Savage, COO of Taco Bell, says, “Of course, in the short term it’s a lot quicker to just tell them.  But ______________ is not an ____________ here.  It is the _____________ through which we live and drive our ________________.  (4 points)

Answer 1:

a)  

b)

c)

d)

Question 2:  Why is Yum!’s company’s performance coaching operation “the best in the world.”?  (2 points)

Answer 2:

YUM!’s Scorecard:  Exercise
Question:  How is YUM! doing with performance coaching?  (3 points)

Answer:

Get People Wired In:  Developing The Right Systems and Processes:  Exercises
Blanchard’s Dream
Question 1:  Identify and define the five systems that must be in place if an organization is to have an effective performance management system.  (5 points)
Answer 1:

The Five Systems of Performance Management:  Exercises

System No. 1:  Accountability
Question:  What is so important about accountability?  (5 points)
Answer:

System No. 2:  Data/Information
Question:  

a)  What are data systems?  (2 points)
b)  What is the draw back of not having pertinent information?  (3 points)

Answer:

a)

b)

System No. 3:  Training 

Question:  Explain the importance of training.  (5 points)
Answer:

System No. 4:  Feedback
Question:  

a)  Explain, by way of the bowling example, why performance monitoring and feedback are the guts of performance management?  (10 points)
b)  So why is feedback the “breakfast of champions”?  (3 points)

Answer:

a)

b)

System No. 5:  Recognition
Question:  

a)   Describe the two aspects of recognition.  (4 points)
b)   How does recognition go hand in hand with monitoring and feedback?  (4 points)

c)  Why are both aspects of recognition important?  (5 points)

Answer:

a)

b)

c)
The End

To Be Continued
