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South Africa in Africa
SAB

MILLER
South Africa: Africa’s economic giant
Highly industrialised economy founded on thawte
Mining and Agriculture




Stage 1: 1957 to 1975 — Early Adopters




Stage 2: 1976 to 1994 — Sanctions and International Isolation




Stage 3: 1994 to today — Democracy in the “New South Africa”
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Late 1990's: Government analyses ICT Sector
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Establishes
(2005)

Wits University,

Johannesburg ‘Joburg Centre for Software Engineering”

Launches (JCSE)
(2006 & 2009)
Becomes Partner
(2006)
CMMI®
and
TSP/ PSP

Adoption programmes
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Improvement Focus

Process : addresses the business
needs including workforce and

competencies required to meet the
Oo@ business objectives
(0)
Organizational Culture Process Technology : addresses the

tools and techniques used to
communicate and to make the
work efficient

Organizational
Capabillity &
Performance

People : bring knowledge, skills,

and process abilities,
(“competencies”)

Technology

Organizational Culture :is the
environment in which process,
technology, and people interact
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What is Customer Service

actions , and processes that a business
undertake during its interaction with its
customers.

Customers can be

Customer service is the set of behaviors |, ’

e |nternal to the organization
e e.g. internal IT shop
« External to the organization

 e.g. people who buy products and/or services
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Why iIs Customer Service so Important?

Good customer service
allows you to keep new
customers, which is
cheaper, quicker and easier
than finding new ones!

It costs as much to gain

ONE client as it does to
keep FIVE existing ones

Much of the profits of most businesses rely on repe at customers
The Times 100 Edition 11 - http://www.tt100.biz
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Achieving World Class Service

Six steps to achieving World Class Service:

1 Know your customer
2 Build a customer-focused culture

3 Organize to best serve the customer

4 Hire and train the “right” staff
5 Develop effective processes
6 Utilize technology
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The Service Profit Chain

- “Employee satisfaction soars when you enhance internal service quality
(equipping employees with the skills and power to serve customers)

- Employee satisfaction in turn fuels employee loyalty , which raises
employee productivity

- Higher productivity means greater external service value for customers —
which enhances customer satisfaction and loyalty . A mere 5% jump in

customer loyalty can boost profits 25%--85%." (Heskett et al. Harvard Business
Review: RO807L)

Customer

Satisfaction
and Loyalty

“Improvement in customer satisfaction has a significant and positive
impact on firms’ financial performance” (Gupta and Zeithaml 2006)
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Excellent Customer Service: USAA Example

2009 MSN Money — Ranked No. 1 company on list of
Customer Service Hall of Fame .

Business Week — Top two customer service champs
for three years

2009 Forrester Research —top-ranked by consumers
for Customer Service Advocacy

Fortune 500
Insurance
Banking
Investments

Source: https://www.usaa.com/inet/ent_utils/McStaticPages?key=usaa_awards
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USAA Customer Service: Focus on the People

Contributing to USAA’s world class customer service:

. “attracting and retaining world-class employees.”
Richard Fowler, Il, Vice President/General Manager

. a highly motivated workforce with extensive training and industry-
leading technology platforms

. aggressive cross-training program to deliver better service with fewer
transferred calls, and flexibility to meet evolving needs, such as ramping
up in the event of a natural disaster

USAA believes that fostering a strong workforce translates directly into a
stronger business. It has developed a broad array of benefits to serve
employees’ needs for financial, professional and personal well-being. The
company recognizes that by taking care of its employees, its ethic of service
will be transferred to its members.

Source: http://lwww.calchamber.com/headlines/humanresourceshealthsafety/pages/11112005%20ts.aspx
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Typical Barriers to Effective Customer Service Deli  very

« Little to no training provided on the organization’s
products or customer service process

» Workforce lacking the knowledge and skills to perform
their roles and responsibilities

« Staffing; any body will do

e Poor communication skills and limited to no training
to enhance

» Limited to no performance feedback on the work

being performed " ' 0
%
» Lacking the physical resources and space to perform l N
the work efficiently and effectively -l .

— Improving Customer Satisfaction: A People
CMM Perspective

—== Software Engineering Institute | CarnegieMellon SV esoectve -

SEPG 2010 — Savannah, Georgia



The People CMM

The People CMM is a roadmap for implementing workforce practices
that continuously improve the capability of an organization’s workforce.
The integrated system of workforce practices enables organizations to:

e to attract, develop, organize, motivate, and retain the
workforce required to build their products and deliver
the services

» characterize maturity of workforce practices
e set priorities for improving workforce capability
* integrate improvements in process and workforce

Curtis, Hefley, & Miller (2009)

« align workforce development with strategic business
objectives
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People CMM Threads

Maturity
EVELS

5
Optimizing

4
Predictable

Managed

=== Software Engineering Institute

Developing Building Motivating and Shaping
Individual Workgroups Managing the
Capability and Culture Performance workforce

Continuous Organizational Continuous
Capability Performance Workforce
Improvement Alignment Innovation
Mentoring Competency _ o
Integration Quantitative Organizational

Competency- Performance Capability

Based Assets Empowered Management Management
Workgroups
Competenc Workgrou Competency-
Deve opmer¥t Develogpmepnt basedpPractlges Workforce
Competenc Participator Career Planning
Anglysis y Culture U Development
Compensation
Training and Communication Performance Staffi
o taffin
Development and Coordination Management g
Work
Environment

Carnegie Mellon
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Workforce Competency Example: Software Engineering

Customer Service Rep IV Current Resource Profile (initial inventory)
O Workforce Staffing by Capability Level
— Competency \Y
Customer Service Rep |l Customer Svc Rep | 5
: Customer Svc Rep IV 1
Customer Service Rep |
XXXX
Knowledge: KXXX
o _~»Current Workforce Needs (one year cycle)
_ XXXX Workforce
SilE XXXX Competency
XXXX
YXXX Customer Svc Rep |
Customer Svc Rep IV
Process XXX
Abilities X000
XXXX
XXXX
Competency Family _~ Strategic Workforce Needs (two to five year)
Customer Service Workforce
Representative ted Competency

Customer Svc Rep |
Customer Svc Rep IV
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Increasing Capabillity

Internal
Service Quality
E—

Contributes

Customer
ETS'Z)I’tee |  Satisfaction
yaiy and Loyalty

Employee
Productivity

The People CMM directly contributes to all the links in Service-Profit Chain

— Improving Customer Satisfaction: A People

—=== Software Engineering Institute | CarnegieMellon S"Wresmectve

SEPG 2010 — Savannah, Georgia



Case Study:
People CMM and Improved

Customer Service Delivery
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Mahindra Holidays & Resorts India Ltd. (MHRIL)

2003 People CMM improvement program initiated
Club Mahindra Varca Beach Property in Goa, India (Mallick 05)

 Align workforce practices with business strategy and MHRIL'’s strong
commitment to customer service

|dentify and define workforce competencies

Evaluation of current HR workforce practices

Trip Advisor - #1 Hotel in Varca
QOOO® O 134 Reviews

May 2010 - | had a great experience of stay at club mahindra goa. Food quality is
awesome. Very lavish menu. Lush green property. Right on the beach. Swimming pools are
neat and clean. Staff is very supportive. Overall a great experience
April 2010 - Best things about resort- - The grounds are beautiful and extremely well
maintained - The staff are very courteous and helpful
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Club Mahindra: Tangible Benefits

Tangible Benefit Example Results

Improved customer  Decrease in negative remarks ( 12% to 7.8%)
satisfaction « Increase in positive remarks ( 66% to 74%)
* Increase in guest scores in all departments

Reduced operational « Reduced recruitment costs

costs « Attrition rate reduce from 4.5%, December 2003 to
1.5%, January 2004

Improved objective  Appraisal scores improved over three quarters, with
performance scores greater consistency across departments

Established a  Establish a forum to share experiences and learn
“knowledge bank” from each other on a continuing basis

* Knowledge bank is updated on an event driven
basis and leanings are shared and put into practice
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Club Mahindra: Intangible Benefits

Intangible Benefit Example Results

Employee moral * Fall in attrition rate
 Better feedback on training and orientation activit ies

Greater cross-level * Increase in voluntary participation
interaction « Constructive debates on important issues
Rise in participation * Increase volunteering to committees

* Increase delegation in decision-making processes

Organizational culture « Clarity on unit processes and policies

positive and open  Level of interaction during orientation sessions

Achieved Maturity Level 5 in 2006...but more important Iy
Increased capability and productivity on multiple | evels AND
Increased customer satisfaction
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Improvement Efforts: Missing Elements of Change

Vision

Adapted from: Delorise Ambrose, 1987. Personal communication.

Resources

Capable

Workforce

Capable

Processes

Organizational

Culture

Incentives

Action

- Workforce Processes Culture ~ Plan Change
Resources Capable Capable Organizational Incentives _ Action = Confusion
Workforce Processes Culture Plan
__ Vision Capable Capable Organizational Incentives _ Action - Anxiety_ &
Workforce Processes Culture Plan frustration
. Vision Resources Capable Organizational Incentives _ Action — Slow or little
Processes Culture Plan progress
. Vision Resources Capable Organizational Incentives _ Action — Reinventing
Workforce Culture Plan the wheel
. Vision Resources Capable Capable Incentives _ Action —» Barriers to
Workforce Processes Plan change
Vision Resources Capable Capable Organizational Action Sporadic
= Workforce Processes Culture Plan =
change
Vision Resources Capable Capable Organizational Incentives

—) 3|SE Starts
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