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Review QUESTIONS

all levels often lead to a sustainable competitive advan-
tage. It is probably harder to duplicate high-performance
human assets than any other corporate resource.

—T- Discuss the role that service personnel play in creat-

2.

ing or destroying customer loyalty.

What is emotional labor? Explain the ways in which it
may cause siress for employees in specific jobs.
Mlustrate with suitable examples.

What are the key barriers for firms to break the cycle
of failure and move into the cycle of success? And
how should an organization trapped in the cycle of
mediocrity proceed?

List five ways in which investment in hiring and selec-
tion, training, and ongoing motivation of employees

APPLICATION EXERCISES

will pay dividends in customer satisfaction for such
organizations as (a) a restaurant, (b) an airline, (c) a
hospital, and (d) a consulting firm.

Identify the factors that favor a strategy of employee
empowerment.

Define what is meant by the control and involvement
models of management.

Identify the factors needed to make service teams
successful in (a) a hotel and (b) a restaurant.

How can a service firm build a strong service culture
that emphasizes service excellence and productivity?

. An airline runs a recruiting advertisement for cabin

crew that shows a picture of a small boy sitting in an
airline seat and clutching a teddy bear. The headline
reads: “His mom told him not to talk to strangers. So
what’s he having for lunch?” Describe the types of
personalities that you think would be (a) attracted to
apply for the job by that ad and (b) discouraged from

applying.

. Consider the following jobs: emergency department

nurse, bill collector, computer repair technician,
supermarket cashier, dentist, kindergarten teacher,
prosecuting attorney, server in a family restaurant,

ENDNOTE

o

server in an expensive French restaurant, stockbro-
ker, and undertaker. What type of emotions would
you expect each of them to display to customers in
the course of doing their job? What drives your
expectations?

As a human resources manager, which issues do you
see as most likely to create boundary-spanning prob-
lems for customer contact employees in a customer
call center at a major Internet service provider? Select
four issues and indicate how you would mediate
between operations and marketing to create a satis-
factory outcome for all three groups.
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