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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
Chapter 5 is about Step Three, Treat Your People the Right Way, that’s our overall focus here.  Recall that Chapter 5 is organized around four key human resource development functions (pp. 72,73), which include:  1) Recruiting and hiring, 2) Training and development, 3) Performance management, and 4) Career development. In assignment 8, we examined the first two functions—1) recruiting and hiring, and 2) training and development.  

In assignment 9, we began our study into 3) Performance management and the right systems and processes (Blanchard’s Dream) that must be in place if an organization is to have an effective performance management system.  These systems include: accountability, data/information, feedback, training, and recognition (pp. 104-109)

Now in assignment 10, we begin by looking at Yum!’s Reality:  Getting People Wired in with the Right Systems and Processes.  This means that assignments 9, 10 and 11 deal with 3) 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.  Let’s begin our study.

Chapter  5,  Step Three, Treat Your People the Right Way
The last topic you studied from assignment 9 was about getting people wired in or connected to customer mania by developing the right systems and processes.  More specifically, the book identified five systems (Blanchard’s Dream) that must be in place if an organization is to have an effective performance management system:  accountability, data/information, feedback, training, and recognition (pp. 104-109).  

Now in assignment 10 our plan is to continue on with Step Three:  Treat Your People the Right Way.  After examining Yum!s reality of getting people wired in with the right Systems and Processes, we  then focus on getting people inspired by Creating a Recognition Culture.  Let’s begin on page 109-128?  

YUM!s Reality:  Getting People Wired in with the Right Systems and Processes:  Exercises  (p. 109)

Question: 

a)  By keeping both people and results foremost, what does Yum! focus their attention on?  (2 points)

b)  Define Executional Excellence.  (2 points)

c)  What is this “cultural thing” fundamentally all about at Yum!?  (3 points) 

Answer:

a)

b)

c)

Measures are a Key to the Customer Mania Culture:  Exercises
Question:  

a)  How important is measuring outcomes at this company?  (3 points)

b)  Define Accountability.  (2 points)

Answer:

a)

b)

Champs:  A Way of Keeping Score:  Exercises
Question 1:  

a)  What does CHAMPS stand for, and what is the purpose behind CHAMPS?  (3 points)

b)  List the three measures at the restaurant that are based on CHAMPS.  (3 points)

c)  Discuss and make plain the purpose of these three measures.  (5 points each)

Answer 2:

a)

b)

c)

d)

Question 2:

a)  Why are they called operations and recognition specialists?  (2 points)
b)  What is the mentality around performance scores?  (3 points)

Answer 2:

a)

b)

Bringing CHAMPS to Life:  Exercise
Question:  Describe how CHAMPS really comes to life in the restaurants.  (Note:  Make a list of points or bullets.)  (5 points)
Answer:

Balancing the Scorecard: Exercises
Question:

a)   Define the Balanced Scorecard.  (2 points)

b)   Why is this overall assessment method referred to as a “Balanced” Scorecard?  

(5 points)

c)  Taking care of your people and taking care of your customers requires what?  

(2 points)

Answer:

a)

b)  

c)

Racking and Stacking:  Exercises
Question 1:

a) Yum! has a unique system of publicizing scores that reduces blame and builds

motivation.  Explain.  (5 points) 

b)  What does Anne Byerlein mean by a “results-based culture”?  (3 points)

c)  What’s the purpose behind the company recognizing not just perfection but improvement?  (5 points)

d)  Does this practice work to humiliate people?  Explain.  (5 points)

Answer 1:

a)

b)

c)

d)

Question 2:

a) What are some of the payoffs that result from building a people-first-culture?  

(3 points)

b)  Why is it safe to use these public ratings at Yum! and not most companies?  (3 points)

c)  What are the benefits to Yum! of having powerful measures and a racking and stacking system in place?  (5 points)

Compensation and Ownership:  Exercises
Question:   

a)  What is the strategic purpose behind compensation?  (2 points)

b)  How did the folks at Tricon get its senior management to be committed to its success by tying compensation to their commitment?  (3 points)

c)  What was the message to the directors by making this strategic move?  (3 points)

d)  At Yum! the RGM is number one.  The company shows its appreciate to RGM’s by providing them with stock options.  How does the stock option plan work for RGM’s?  

(5 points)

Answer:

a)

b)

c)

d)

Question 2:

a)  At Yum! the RGM is number one.  The company shows its appreciate to RGM’s by providing them with stock options.  How does the stock option plan work for RGM’s?  

(5 points)

b)  The company focused on the top and bottom line of the income statement.  What were the two goals for everybody in this respect?  (2 points)

Answer 2:

a)

b)

Pay for Performance:  Exercises
Question 1:

a)  Another name for performance pay is?  (2 points)

b)  How does the compensation system at Yum! work?  (3 points)

c)  Compensation is tied to improvement.  Explain.  (5 points)

Answer 1:

a)

b)

c)

Question 2:

a)  The majority of your bonus is based on team performance if you’re at the top of the Yum! organization.  Explain.  (5 points)

b)  What about the bonus based on team performance at the lower levels?  How does this work?  (3 points)

c)  What is the focus of the company’s compensation system?  (2 points)

Answer 2:

a)
b)

c)

A Yum!s Scorecard:  Systems and Processes:  Exercises 

Question:

a)  Why did Yum! score 8 out of 10 on systems and processes?  (3 points)

b)  Why didn’t they score a 9 or 10 out of 10?  (2 points)

Answer:

a)

b)
Get People Inspired:  Creating a Recognition Culture:  Exercises 

We now redirect our attention to creating a recognition culture at Yum!   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.  First, Blanchard’s Dream.

Blanchard’s Dream
Question 1:

a)  Again, state the two aspects of recognition.  (2 points)

b)  Which aspect is the “bread and butter for effective managers and leaders”?  (2 points)

Answer 2:

a)

b)

Ongoing Monitoring and Feedback:  Exercises
Question 1:  

a)  In short, what is the key to developing people and creating great organizations?  

(2 points)

b)  How would you describe “seagull management”?  (3 points)

c)  Explain how the trainers at SeaWorld get outstanding performance from killer whales with no negative interaction?  (5 points)

d)  What do they do if a whale makes a mistake or does not perform a routine correctly?  (5 points)

Answer 1:

a)

b)

c)

d)

Question 2:

a) What does redirection accomplish for the trainer and especially the whale?  (2 points)

b)  How does redirection work with people?  (3 points)

c)  What’s the one caveat about praising and recognition?  (3 points)

d)  How does effective parenting teach a child how to walk?  (3 points)

Answer 2:

a)

b)

c)

Question 2:

a)  How does effective parenting teach a child how to walk?  (5 points) 

b)  How  do you teach a kid how to speak?  (5 points)

c)  Restate the principle for effective training?  (2 points) 

Answer 2:

a)

b)

c)

Praising Makes People and Relationships Strong:  Exercise
Question:  As a manager, supervisor or lead worker, what’s required for you to avoid the seagull management style or accentuating the negative when an employee displeases you with annoying habits or questionable behavior even poor decision-making?  (Note:  What is this section teaching you?  Read between the lines, and consider Margie’s statements.)  (10 points)

Answer:

Putting Recognition to Work on a Day-To-Day Basis:  Exercises
Question 1:

a)  Under what organizational structure does recognition work best?  Explain.  (5 points)

b)  How does an Employee of the Moment recognition program work?  (5 points)

c)  Why are Employee of the Month or Employee of the Year programs inappropriate or ineffective for Yum!s recognition needs?  (5 points)

Answer 1:

a)

b)

c)

Question 2:

a)  As chief spiritual officer of The Ken Blanchard companies,  Blanchard does three things in his voice mail every morning.  Explain.  (6 points)  

b)  What does he accomplish by his voice mail messages?  (3 points)

Answer 2:

a)

b)

Recognition as a Celebration of Performance Overtime:  Exercises
Here we focus on the second aspect of recognition—recognizing people’s achievement over time.  While people love to be caught doing something right as soon after they do it as possible, they also love to be recognized for their long-term performance.  

Question:

a)  List some of the ways companies reward long-term performance?  (2 points)

b)  At the Ken Blanchard company, they take it one step further by not only recognizing top achievers, but also celebrating people living their values.  Make a list of the ten recognition awards, and explain their purpose in terms of celebrating people living the company’s values.  (10 points)

c)  State the underlying principle governing recognition and the celebration of performance overtime.  (2 points)

d)  Do you think the ten recognition awards is kind of overdoing it for the Ken Blanchard company?  Yes or No?  (2 points)

Answer 4:

a)

b)

c) 

d) 

The End

To Be Continued
