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Customer Mania!  It’s Never Too Late to Build a

Customer-Focused Company
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.

Chapter  3,  Set Your Sights on the Right Target—continued on page 39

YUM!S Reality:  Setting Their Sights High

In this part, our focus is on what YUM! is aiming at on their journey.  We examine a number of critically important questions about YUM!, such as:  1) who they are as a company, 2) where they are going, 3) what will guide their journey, and 4) how they work together principles.

Purpose:  Who Are They?  Exercises
Question:  

a)  Define the YUM! purpose.  (2 points)

b)  What do they mean by “Put a YUM! on everyone’s face?  (3 points)

c)  How does Peter Hearl understand this purpose?  (2 points)

Answer:

a)

b)

c)

Picture Of The Future:  Where Are They Going?  Exercises
Question:

a)  How would you describe the picture of YUM!s future?  (3 points)

b)  Define culture.  (2 points)

c)  What is significant to YUM! about the phrase “universal human needs”?  (2 points)

Answer:

a)

b)

c)

Question:

a)  How does Mario Garcia qualify to be the RGM of Taco Bell?  (10 points)

b)  What is the role of Jane Lanza, the Taco Bell Area Coach? (5 points)

c)  According to Lanza, how can you tell when an RGM has built a great restaurant organization?  (5 points)

d)  Does Lanza hire people from the outside or promote from within?  Why?  (3 points)

Answer:

a)

b)

c)

d)

The YUM! Dynasty:  Exercises
Question:

a)What’s the idea behind the word “Dynasty”?  (3 points)

b)  Define and Discuss each component of THE YUM! CYNASTY MODEL on page 45.

(5 points each)

Answer:

a)

b)  

Our Passion

Our formula for Success

How We Lead

How We Win

How We Work Together

CORE VALUES:  What Will Guide Their Journey?  Exercises
Question 1:

a)  Novak and his cofounders did a relentless benchmarking of top-performing companies in a variety of industries and great restaurant general managers.  What did his team conclude?  (5 points)

b)  What did they name these principles?  (2 points)

c)  How would you describe the company’s vision—the target they’re aiming at?  

(3 points)

d)  How does Sam Su, Yum!s president of Greater China, sum up the importance of Yum!s vision and direction?  (5 points)

Answer 1:

a)

b)

c)

d)

Question 2 and Answer 2:  How We Work Together Matching.  (8 points)

_____ Customer Mania
a)  We find reasons to celebrate the achievements of others and have fun doing it.

_____ Belief in People
b)  We beat year-ago results by continuously improving and innovating.

_____ Recognition
c)  We not only listen and respond to the voice of the customer, we are obsessed to go the extra mile to make our customers happy.

_____ Coaching and Support
d)  We do what we say, we are accountable, we act like owners.

_____ Accountability
e)  We believe in people, trust in positive intentions, encourage ideas from everyone and actively develop a workforce that is diverse in style and background.

_____ Executional Excellence
f)  We practice team together, team apart after productive conflict.

_____ Positive Energy

g)  We coach and support each other.

_____ Teamwork
h)  We execute with positive energy and intensity—we hate bureaucracy and all the nonsense that comes with it.

Question 3:

a)  What do the HWWT principles stand for or represent?  (2 points)

b)  What purpose do they serve?  (2 points)

Answer 3:

a)

b)

YUM!S  SCORECARD:  Setting Its Sights on the Right Target:  Exercise
Question:  In terms of Step One:  Set Your Sights on the Right Target, why did YUM! receive a score of 8 out of 10?  (5 points)

Answer:

CHAPTER 4

STEP TWO

Treat Your Customers the Right Way
--Blanchard’s Dream--
If you want to create raving fans, you don’t just announce it.  You have to plan for it—you have to visualize it.  What kind of experience do you want your customers to have as they interact with every aspect of your organization.

Visualize Your Dream:  Exercise
Question:  Describe, illustrate and make plain what is meant by Visualize Your Dream.  (10 points)

Answer:

Listening To The Customer:  Exercise
Question 1:  Explain and illustrate how you listen to the customers.  Make sure you comment on the opening paragraph of this section.  (10 points)
Answer 1:

Question 2:  What do you do if a customer makes a good suggestion or is upset about something that makes sense to change?  (5 points)
Answer 2:

Living Your Customer Service Vision:  Exercise
Question 1:  

a)  What is implementation fundamentally all about?  (2 points)
b)  Implementation is where most organizations get into trouble.  Explain.  (5 points)

c)  Again, there are two kinds of people in life:  ducks and eagles.  Using the rental car example, explain the important distinction between ducks and eagles.  (5 points)

Answer 1:

a)

b)

c)

Question 2:

a)  How do you create an organization where ducks are busted and eagles can soar?  Be specific and explain the issues involved.  (8 points)

b) Give an example of customer contact people being responsible and soaring like eagles?  (5 points)

c)  How does the example of Southwest Airlines illustrate beautifully what is takes to permit people to soar like eagles?  (10 points)

Answer 2:

a)

b)

c)

Question 3:

a)  How does Herb Kelleher, the founder of Southwest Airlines, and his approach to management, illustrate the inverted pyramid on page 58?  (8 points)

b)  How does the next airline on his connection illustrate the traditional pyramid approach to management and living in the duck pond?  (3 points)

c) From the perspective of a company following the inverted pyramid model and soaring like an eagle, is there anything wrong with following the policies, procedures, and rules of a company?  (3 points)

Answer 3:

a)

b)

c)

Question 4:

a)  How did Horst Schulze give his people wings?  (5 points)

b)  How incredible is the story of the businessman leaving his laptop computer in the Hotel room at the Ritz-Carlton illustrate what it means to soar like eagles?  (5 points)

c)  What is the moral of this story?  (3 points)

Answer 4:

a)

b)

c)

Question 5:  How do you treat your customers the right way (Step Two)?  (3 points)

Answer 5:

Note:  Remember these Summary Statements and the four steps to building a Customer-Focused Company the Right Way.  

The End
