Unit 4 Management and Operations

Unit 5 Leadership and Management for Ser







SERVICE SECTOR
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affective labor.

o other businesses as well as
sale of goods from
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providing the service, as
ople interacting with people and




Accommodation managers across all sectors have similar managerial responsibilities that
generally cover people and the building. Common tasks include budget control, business
planning and administration. You'll typically need to:

Roles And
Responsibilities Of A

Service Sector
Manager

People management is a major part of the job, and increasingly accommodation managers are
required to supervise staff employed by contractors rather than in-house teams. When
managing staff, you'll need to:




Roles And Responsibilities Of A Service Sector
Manager

g or employment law, health and safety, cleanliness




Roles And
Responsibilities Of A

Service Sector
Manager
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COMMUNICATION PROCESS

irections effectively
m them properly.




COMMUNICATION PROCESS

Feedback

Noise ||

. Sender

2. Message
hen intended to be communicated further.

3. Encoding

4. Media

age may be transmitted orally or in writing. The medium of communication
dium is decided by the sender.

5. Decoding
6. Receiver

m the message was sent by the sender. Once the receiver receives the message and understands it in
e, only then the purpose of communication is successful.

. Feedback

aused by the sender, message or receiver durincgf‘the process of communication. For example, bad telephone
i

ty decoding, inattentive receiver, poor understanding of message due to prejudice or inappropriate gestures, etc.



Importance of Communication

1. The Basis of Co-ordination

2. Fluent Working

to run it smoothly
tion.

3. The Basis of Decision Making



Importance of Communication

4. Increases Managerial Efficiency

5. Increases Cooperation and Organizational Peace

6. Boosts Morale of the Employees

al aspect of work. It also improves
1 enables the management to

eir morale and keeps them



Types of Communication

FORMAL COMMUNICATION

Vertical Communication

Horizontal Communication



Types of Communication

FORMAL COMMUNICATION

Single chain

Wheel ate

Circular

Free flow

Inverted V | WeE | to communicate with his immediate
he latter case, only ordained
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INFORMAL COMMUNICATION
authority.

Types of Communication
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Types of Communication

INFORMAL COMMUNICATION

Single strand
Gossip network
Probability network

Cluster Network al com icates with only those
es of networks, the Cluster network



STRATEGIC COMMUNICATION

munication,
r ideas, requires
rgeted, or created

gh new forms of
s is to help organizations
e to key audiences.







The Challenges of Change Management

Employee Resistance

* Planning

e A lLack of Communication

» Leadership Buy-in

|ONal

n cause leaders to leave out
. Each aspect of the rollout

not always trans;f:arent about challenges
or why these transitions

not have context
y are honest with employees about

ment. There may be some executives who feel the
convey their dislike. This is why it is vital to start
the plan and why it is critical to the success of the



1. Diagnosing the Problem

2. Lead with the Culture

The Principles
of Change

Ma n a ge m e n t 4. Involve Every Layer




The Principles
of Change

Management

6. Provide Clear Instructions

7. Transparent Communication

8. Training

9. Questions and Concerns

10. Formal and Informal Solutions



11. Accountability

12. Appreciation

The Principles
of Change

13. Ongoing Support

Management

14. Evaluation

15. Assessmen t
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SIX SIGMA

owever, it was
sector.
in outcome that

ethodology to make the process




SIX SIGMA

y . . _. the DMAIC methodology, implemented on existing business pro:
and DMADYV, used to formulate new business processes using Six Sigma tenets during the design stage. Z

DMAIC

DMADV



What Is Lean Six Sigma?

m “lean Six Sigma” is
quires aspects of

Six Sigma ' and enhancing process control,
lean d procedures) and



Integrating Lean And Six Sigma
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QUEUING THEORY AND PRACTICE: A SOURCE

ine is potentially a
and learning how to
ons management.

ng) and internal business
1 inventory levels. For this
‘a competitive advantage.
ir knowledge of probability
cess improvement techniques -'can
st queuing models to create this




QUEUING THEORY AND PRACTICE: A
SOURCE OF COMPETITIVE ADVANTAGE

, the mathematical study of waiting in lines, is a branch of
operations research because the results often are used when making business
decisions about the resources needed to provide service. At its most basic
level, queuing theory involves arrivals at a facility (i.e., computer store, Figure 2: Number of Arrivals at Facility
pharmacy, bank) and service requirements of that facility (i.e., technicians,
pharmacists, tellers). The number of arrivals generally fluctuates over the
course of the hours that the facility is available for business (Figure 2).

Customers demand varying degrees of service, some of which can exceed
normal capacity (Figure 3). The store manager or business owner can exercise
some control over arrivals. For example, the simplest arrival-control
mechanism is the posting of business hours. Other common techniques
include lowering prices on typically slow days to balance customer traffic
throughout the week and establishing appointments with specific times for
customers. The point is that queues are within the control of the system
management and design.

Figure 3: Service Reguirements




QUEUING THEORY AND PRACTICE: ASOURCE |

ing service time)?
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TOTAL QUALITY
MANAGEMENT

Total Quality Management is an extensive
and structured organization management
approach that focuses on continuous
quality improvement of products and
services by using continuous feedback.

Total Quality Management (TQM)

Continuous
improvement

Communication

Decision-making
based on facts

www.toolshero.com

Focus on
customer

Employee
involvement

Process
centered

Integrated
system

Strategic and
systematic
approach

toolshero




PRIMARY ELEMENTS OF TQM

1. Customer-focused:

2. Total employee involvement: rking toward common goals. Total employee
om the w Rlace, when empowerment has
-performance work systems
. Self-managed work teams are one

3. Process-centered: 3 focus on process thinkin%. A process is a series of steps
and transforms them into outputs that are delivered to
‘out the process are defined, and performance
L unexpected variation.



PRIMARY ELEMENTS OF TQM

4. Integrated system: ar nto vertically

nd implementing strategy.
cal processes of the

services unless a good qualit
ontinually improve and excee

5. Strategic and systematic approach: al nd systematic approach to
rategiC management, includes the

6. Continual improvement: : rovement. Continual improvement drives an organization to
itive and more effective at meeting stakeholder éxpectations.

7. Fact-based decision making: ization is orming, data on performance measures are necessary.
yZE ( to improve decision making accuracy, achieve

8. Communications: S rt of day-to-day operation, effective communications plays a
€S & vels. Communications involve strategies, method, and timeliness.






Just in Time Inventory

to deliver the parts it
ive before or after they

production of its full-

uilt. The seats are never stored at
The seats are delivered to the plant




Just in Time Inventory

Free up capital:
2. Free up physical space:
Throughput time reduced

4. Defect rate reduced: , 1sed in the production of a product
and greater customer satisfaction.

s. It can be difficult and expensive to
se associated with the supply chain. With
e supplier could force productlon to cease






What is Continuous Improvement (Kaizen)?

ure. Kaizen

loyees from
ticipate and make
y Improvement.
k, and teaches people

BENEFITS OF KAIZEN

rk and ownership. Teams take
their own working experience.,
Kaizen helps them to achieve this

olved and engaged with the company.
ower turnover, and higher rates of
the company’s performance and are more

engaged employees can achieve higher
provement culture of solving problems



The Kaizen Process

1. Identify a
problem or
opportunity

6.
Standardize
the solution

-~

 andadjust




Getting Started With Kaizen

based on their
strate a personal
hen first getting started

e
o

Start with training

4

» Support Kaizen from the top
* Get ideas flowing

» Keep ideas coming
* Remove barriers

* Measure impacts

nd confidence of workers. As a strategy, Kaizen works when
regular, incremental improvements. In a sense, it combines the

n program gain momentum and succeed. Workers will gain a sense of
ct of the business. This will ultimately lead to better processes, higher






WRITE A (SHORT) CHANGE MANAGEMENT PLAN FOR
RYDE SOUTH FLORIDA

s to employees that the plan is
n is still right, and the effort is




