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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.  

Chapter 7  The High Hurdle:  Cracking the Code on Customer Mania
We now conclude our studies on Customer Mania! by examining Chapters 7 and 8.  These two concluding chapters are fairly small, in terms of page length and content, and therefore, we combine them together in assignment 13.  Steps 1 and 2 will be reviewed at the end of this assignment.

Assignment 14, the very last assignment for this course, will be a review of Customer Mania!—Steps 3 and 4.  More on this later.  

Introduction:  Exercises  (Begin on page 179, Chapter 7)
Question:

a)  What is commitment?  (2 points)

b)  What is the behavior of committed people? (2 points)

c)  Describe the major hurdle Yum! must clear to actualize its vision.  (2 points)

d)  For Yum! to crack the code on Customer Mania and to put a Yum! on everyone’s face, what must the company master?  (3 points)

Answer:

a)

b)

c)

d)

PRACTICE NO. 1:  Developing Passionate, Engaged Team Members:  Exercises
Question 1:

a)  How can customer mania be thwarted and store sales jeopardized?  (3 points)

b)  What is the targeted retention rate for Yum!  (2 points)

c)  What are the two main reasons for turnover at the company?  (2 points)

Answer 1:

a)

b)

c)

Question 2:  
a)  How does Yum! Brands echoe the dream of America?  (2 points) 

b)  How critical is selling this dream to new team members? (2 points)

Answer 2:

a)

b)

PRACTICE NO.  2:  Acting as One System Around the World:  Exercises
Question 1:

a)  Define the second key to achieving the company’s goal?  (2 points)

b)  Define the second hurdle Yum! faces.  (3 points)

c)  Why has the How We Work Together culture (or Yum!s values, p. 47) become better embedded internationally than here in the United States?  (6 points)

Answer 1:

a)

b)

c)

Question 2:

a)  How are the HWWT principles working in Asia’s more formal cultures?  (5 points)

b)  How is it that with years of authoritarian rule and a very rigid political structure, that the Greater China division is growing at more than three hundred restaurants a year?  

(3 points)

c)  Do you think that these international successes reflect the company’s progress in creating a “unified system”?  Explain.  (3 points)

d)  Is there strong evidence that the Yum! culture and the Partnership Pact have created tremendous synergy between franchisee and franchisor in the United States as well?  Explain.  (3 points)

Answer 2:

a)

b)

c)

d)

PRACTICE NO.  3:  Execute, Execute, Execute:  Exercises
Question:  Go to page 45 of your book and the Yum! Dynasty Model, and answer the following questions.  

a)  What is Yum!s Passion.  Discuss.  (5 points)

b)  What is Yum!s Formula for Success?  Discuss  (5 points)

c)  How does Yum! Lead their organization?  Discuss.  (5 points)

d)  How does Yum! plan on Winning as a company?  Discuss.  (5 points)

e)  How does Yum! Work Together?  Discuss.  (5  points)

Answer:

a)

b)

c)

d)

e)

Question 2:

a)  What is the biggest challenge Yum! faces?  (2 points)

b)  What practices must Yum! put to use on a moment-to-moment basis to bring the dream of Customer Mania alive?  Provide an example of each?  (10 points)

Answer 2:

a)

b)

Chapter 8  It’s Your Choice—The Yum! Door or the Dumb Door?:  Exercises

There are two ways to approach business:  By going through the Yum! door or the dumb door.  Before the do-over, Yum! was a huge, unwieldy, fractured organization—a mixed bag getting mixed results.  They were going through the dumb door.  Now people in the organization are aligned and on the road to someplace special because they have decided to go through the Yum! door.  

The Vision of the Yum! Door:  Exercises
Question 1:

a)  Once again, review the Vision and Direction of Yum! (See pp. 33-37)  (10 points)

b)  What does it mean to go through the Yum! door?  (3 points)  

Answer 1:

a)

b)

Question 2:

a) Why do readers think that building a customer-focused company along the lines of Yum!s would be difficult and fraught with effort?  (3 points)

b)  What do you get if you turn this type of thinking around? (3 points)

c)  What’s the secret surrounding passion at Yum!?  (3 points)

Answer 2:

a)

b)

c)

The Difference Between the Yum! Door and the Dumb Door:  Exercise
Question:  Explain the difference between the Yum! door and the dumb door in terms of the four steps (below) necessary to building a customer-focused company the right way.

Answer:

a)  Step 1:  Set Your Sights on the Right Target.  Review the following by highlighting important points.  (10 points each)

· Being the Provider of Choice?  (See pp. 28-30)  

· Being the Employer of Choice?  (See pp. 30-31)

· Being  the Investment of Choice?  (See pp. 31-33)

b)  Step 2:  Treat Your Customers the Right Way.  Review the following by highlighting important points.  (10 points each)

· Determine what kind of experience you want your customers to have.  (See pp. 51-53)

· Listen to what your customers want and see if it makes sense to include their suggestions in your vision.   (See pp. 53-55)

· Implement your customer service vision by inverting the traditional hierarchal pyramid so your customer contact people are at the top, ready to soar like eagles and serve.  (See pp. 55-62)

This concludes assignment 13 for this week.  Assignment 14 (our last assignment, hooray!!!) will review steps 3 and 4.  Keep in mind that how well you do on this review and internalize it, the better your performance is expected to be on your final exam.

c)  Step 3:  Treat Your People the Right Way. 

d)  Step 4:  Have the Right Kind of Leadership.

The End

To Be Continued
