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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
We have completed our study of Chapter 5 or Step Three, which was about Treating Your People the Right Way.  This is the most important part of the book, Customer Mania, and consists of the following areas:
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.  

We now turn our attention to Chapter 6, Step Four, Have the Right Kind of Leadership. This is the fourth and final step in building a customer-focused company the right way.  When the term leader is used, the book is not talking about the top dogs—CEOs, presidents, and directors.  Rather, the book is talking about anyone who is in a position to influence others, for better or worse.  So we make a distinction between “Top leadership”, who sets an organization’s vision and direction, and “Day-to-day” leadership which falls to the hearts, heads, and hands of people at all levels. 

Blanchard’s Dream:  Exercises
Question 1:

a)  Identity the two parts to leadership.  (2 points)

b)  How is servant leadership incorporated into this two part definition of leadership?  

(2 points)

c)  What was the definition of management given by the director of the DMV?  (2 points)

Answer 1:

a)

b)

c)

Question 2:  How did this director of the DMV reorganize the department on a moment-to-moment basis depending on customer need, and as a servant leader, make his people come alive or energize them?  (10 points)

Answer 2:

Let Your People Bring Their Brains to Work:  Exercises
Question 1:

a)   How does this story about Dana wanting a license demonstrate the importance and power of servant leadership at the DMV?   (5 points)

b)  What is important in the decision-making process for this new DMV supervisor?  

(3 points)

Answer 1:

a)

b)

Driven Versus Called Leaders:  Exercises
Question:

a)  What is the difference between servant leaders and self-serving leaders?  (10 points)

b)  Self-serving leaders give themselves away in two ways. Explain.  (5 points)

c)  In contrast, explain how Called leaders have servant hearts and love feedback.  

(5 points)

Answer:

a)

b)

The Plight of the Ego:  Exercises
Question 1:

a)  Define and briefly explain Ego.  (3 points)

b)  There are two ways our Egos get in the way of becoming a servant leader.  Explain.  (8 points)  

Answer 1:

a)

b)

Question 2:

a)  How does false pride play out in managers?  (6 points)

b)  On the other hand, how do the self-doubting, do-nothing bosses react in their environment?  (6 points)

Answer 2:

a)

b)

Ego Antidote:  Exercises
Question 1:

a)  What is the antidote for false pride?  (2 points)

b)  According to Jim Collins, define Will and Humility.  (4 points)

c)  When things go well, how do Self-serving leaders and Servant leaders respond in the mirror?  (3 points)

d)  When things go wrong for these two different types of leaders, what is their response?  (3 points)

Answer 1:

a)

b)

c)

d)

Question 2:

a)  How does Norman Vincent Peal define humility?  (2 points)

b)  Evaluate the following statement:  “Too many people think, that who they are is their position and the power it gives them.”  (5 points)

c)  “Someone yells at you and blames you for something you are not responsible for.  What is your choice point, and why?  (3 points)

Answer 2:

a)

b)

c)

Question 3:

a)  What is the relationship between fear and love?  (3 points)

b)  What does Blanchard think about the accumulation of wealth, the amount of recognition we receive, or the power and status we possess?  (2 points)

c)  What is the opposite of:  1) the accumulation of wealth, 2) recognition, and 3) power and status?  (3 points) 

d)  What is your emphasis if you focus on significance?  Why?  What is your emphasis if you focus on success?  (4 points)

Answer 3:

a)

b)

c)

d)

Question 4:  Summarize the major points behind Step Four, Have The Right Kind of Leadership.  (8 points)

Answer 4:

YUM!S Reality:  Leadership:  Exercises
Question:

a)  Who is Andy Pearson, and what was his leadership style at PepsiCo?  (5 points)

b)  What impressed Andy Pearson about David Novak?  (2 points)

c)  Pearson loved the philosophy of everybody  being a leader, so he began changing his ways.  Explain.  (8 points)

d)  How did Pearson get results from leaders, and what does he consider the “right kind of leadership”?  (5 points)

Answer:

a)

b)

c)

d)

Humility Rocks:  Exercises
Question:

a)  How does a leader get people to respond?  (5 points)

b)  According to Novak, under what cognitive state does he make his best decisions?  Why?  (3 points)

c)  What contributions did Jim Collins, the author of From Good to Great, make to Yum!?  (5 points)

d)  How would you describe the leadership philosophy at Yum!?  (5 points)

Answer:

a)

b)

c)

d)

Having Them Do It:  Exercises
Questions:  

a)  Self-discovery is the way to make change work.  Explain.  (6 points)

b)  In this context, what is the wise saying of Lao Tzu, the ancient philosopher?  

(2 points)

Answers:

a)

b)

Questions 2:  Read the story that took place in an older PepsiCo plant in a tough part of town—the Baltimore Fort Apache, and answer the following questions.

a)  What was the problem at this plant?  (5 points)

b)  How did Novak respond to the problem?  (3 points)

c)  What was the result, and were these men rewarded?  (3 points)

d)  What did Larry Bossidy conclude?  (2 points)

Answers 2:

a)

b)

c)

d)

Cascading:  How Servant Leaders Communicate Through Teaching:  Exercises
Questions:

a)  When Yum! leaders want to communicate something important to the whole organization, they employ the cascading technique.  How does cascading work? 

(5 points)

b)  What results is Yum! having with the cascading technique overseas?  (3 points)

Answers:

a)

b)

Keeping The Team Together:  Exercises
Questions:

a)  AI/AE is used at Taco Bell’s marketing department as a framework for decision-making.  How does it work?  (3 points)

b)  What effect has this had on the department?  (3 points)

Answers:

a)

b)

Doing it Your Way:  Exercises
Question: What is the benefit to Yum! of solving day-to-day problems individually?  

(5 points)

Answer:

From Me to We:  Exercises
Questions:  

a)  Explain what David Novak means by “moving from me to we.”  (3 points)

b)  How does “moving from me to we” spread and reinforce the Customer Mania culture?  

(2 points)
Answers:

a)

b)

Listen and Learn:  Exercises
Question:  How is it that Paul Coffman, a regional coach for Pizza Hut in Dallas, helps his coaches and RGMs feel good about themselves?  (5 points)

Answer:

Leader-Led Culture:  Exercises
Questions:  

a)  By way of review of chapter 6, why is the leadership style at Yum! oriented towards “servant leadership” opposed to “self-serving leadership”?  In other words, can you provide any evidence of this?  (Note:  see pages 155 and 159, in particular.)  (5 points)

b)  Yum! is a leader-led culture.  How important is culture to Yum!?  (5 points)

Answers:

a)

b)

YUM!S Scorecard:  Exercise
Question:  

a) What is the justification of Yum! leadership receiving a perfect score of 10?  

(5 points)

b)  By way of review and from Chapter 4, explain the implementation role of leadership under the inverted pyramid approach at Yum!.  (5 points) 

Answer:

a)

b)

The End

To Be Continued
