Chapter 15

Integrating Marketing, Ops, HR
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How are they linked?
Marketing f(x)
 - targets customers, served well & creates bonds
 - delivers refined service product package
 - price offers value to customers and profit to firm
Operations f(x)
 - creates and delivers package to customers
 - Techniques: reduce costs
HR f(x)
 - recruit, train, motivate
 
Ways to reduce conflict and break down barriers between departments
 - transfer individual to other f(s_ to develop perspective
 - establish crossf(s) project teams
 - have crossf(s) service delivery teams
 - have people integrated department jobs together
 - Internal marketing and training
 - Top management commit to cross integrate departments
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Loser to Leader
1. Service loser
0. Bottom feeder
0. Fail in all f(x)
0. Customers have no choice
0. No new technology
0. Uncaring employees
1. Nonentity
0. Much room for improvement
0. Simple marketing strategy
0. Consumers don’t seek nor avoid
0. No respect from employees
0. Hard to differentiate from other nonentities
0. Price discount to attract new customers
1. Professionals
0. Clear marketing f(s)
0. Target market segment actively seek
0. Marketing f(x): sophisticated
0. Research their target market
0. Ops and marketing f(x) collab
1. Leaders
0. Best in respective field
0. Outstanding service
0. Innovative
0. Excellent internal communication and coordination
0. Innovative in each f(x)
0. Team oriented employees
 
Moving between different levels of performance
 - put effort into f(x)
 - shift focus for consumers
 
· Can move up and down levels
· Has beens: firms that focus on current customers
· Loyal, but decreasing
· Original success firms can lose business due to competitors gaining better technology overpowering them
 
Leading Change to higher level
Evolution: constant change
Turnaround: failure to healthy course
Cognitive - people cant agree on need for change
Resource - organization has limited funds
Motivational - employees reluctant to make changes
Political - parties interested in protecting positions.
 
Successful change management processes
1. Sense of urgency and incentive
1. Strong team to direct process
1. Create vision for organization
1. Communicating vision to others
1. Empower employees
1. Produce short term results to create credibility
1. Build momentum
1. Anchor behaviours in organization culture
 
Organization culture
1. Shared perceptions
1. Shared values
1. Shared understandings
1. Shared beliefs and assumptions
1. Shared styles of working
 
Organizational climate
1. Flexibility
1. Employees sense of responsibility
1. Level of standard
1. Suitable rewards
1. Clarity of mission and values
1. Level of commitment
 
Leadership in future
1. Collective genius
0. Team based
0. Group share leadership with CEO
0. Everyone has a say
1. Leadership from behind
0. Leader is not scared of sharing power
0. Employees feel welcome to step up
0. Different people lead different points in time
0. Leader can step up if need be
0. Utilizes all vantages of everyone in group
 - Collective work results in higher results compared with individual work
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