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Kwela 360 Sample Development Guidelines 
 
 
Customer Focus 

 
What lower ratings may mean: 
 

• Others may feel that you do not make satisfying external / internal customers a major goal of business planning 
and decision making.  

• Others may think you do not anticipate customers' changing demands when planning. 

• Others may believe that your part of the organization's vision and mission don’t best serve customer’s needs. 

• You may be too inaccessible to customers. 

• You may not fully understand how your part of the organization impacts the external / internal customer. 

• You may not have thought about who your various customers are. 

• You may not fully appreciate the advantages of meeting customers’ needs.   
 
Possible development actions: 
 
1. Perhaps the people who work around you expect more of you than you realize. Tell them you want to make 

customer service a top goal of business planning. Ask them what improvements they’d like to see in the way you 
focus on customers. 

 
2. Identify your various customers. Make a list of the customers that buy your products or services and determine 

how they are strategically important to your organization.  
 

3. Create loyal customers by anticipating their needs, meeting their needs, and gaining their commitment. To do 
this, identify what customers expect from you and follow up with asking for feedback on how you are doing at 
meeting their needs. 

 
4. Communicate with employees who have direct contact with customers. Make sure they give and are incented to 

provide the kind of customer service you want.  
 

5. Provide customer service training and personal development training to employees to ensure they understand 
the best ways to interact with customers.    

 
6. Communicate with customers. Staying in touch with them makes you aware of their changing demands. Ask 

customers about your organization's performance by conducting interviews, surveys, focus groups, hotlines, or 
help desks. Consider establishing a customer service function or department if your organization doesn’t have 
one. 

 



2 

 

7. Welcome customer feedback. Customer complaints are valuable information. Learning customer concerns gives 
your organization the opportunity to serve them better.  

 
8. Take full responsibility for mistakes. If you realize there may be a problem with your product or service, contact 

the customer before the customer comes to you. Take responsibility and make an effort to protect and serve the 
customer. 

 
9. Focus on your competitive advantage. Learn how your company is better than the competition and keeps 

customers seeking your business. Capitalize on these strengths. Remember that the marketplace is dynamic. 
Research how your competitors are meeting changing customer needs and go beyond what your competition is 
doing. 

 
10. Consider believing in and doing things based on these positive attitudes: 

• ‘To effectively focus on customers, we’ll need a plan for doing so’ 

• ‘Customer service should be our top priority’ 
 
Strategic Thinking 
 
What lower ratings may mean: 
 

• Others may feel that you don’t do enough to address systemic organizational issues, or that you may not be 
aware of them. 

• You are may be overly involved in short-term issues when more of your time needs to be spent considering the 
bigger picture and vision for the department. 

• You may be too focused on responding quickly to e-mail and other correspondence. 

• You may be a subject matter expert in the area in which you work and you are struggling to realize the new 
expectations of you in the role as leader. 

• You may not allocate enough time and energy to anticipating and planning for the future. 

• You may not fully understand the long-term effect of decisions. 

• You may not appreciate enough how decisions made in your area affect other areas / departments, and the end 
customer. 

• You may lack a good system for planning of those ‘important but not urgent’ priorities. 
 
Possible development actions: 
 
1. Perhaps the people who work around you expect more of you than you realize. Tell them that you want to 

improve your strategic focus. Ask them what improvements they’d like to see. 
 

2. Examine the extent to which your work hours are being consumed with meetings and e-mail correspondence. 
Using your calendar, ensure that you carve out time on a weekly basis to plan for strategic work. 

 
3. Hold a strategic planning meeting once a year for your part of the organization, using a robust process that 

integrates vision, SWOT analysis and action planning. 
 

4. Follow-up monthly with your team on the execution of strategic plans. 
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5. Consult others widely to fully understand the depth and breadth of problems – each person tends to carry a 
slightly different view that needs to be integrated. 

 
6. Promote the creation of problem-solving teams to address current organizational issues.  

 
7. Look for core causes to any issue. Focus on organizational processes rather than people or specific incidents. 

 
8. Do an internet search on ‘Strategic Thinking’ once a week and read a new article. 

 
9. Use tools such as flowcharts to understand and communicate process problems. 

 
10. Record recurring problems and issues. Keeping track of issues can help you to identify trends and prepare you to 

handle future issues that arise.  
 

11. Define the factors that make your organization successful. How have they changed over time and evolved into 
your current success factors?  

 
12. Do an environmental scan to analyze the factors that are impacting your business or department (existing 

marketplace, emerging competitors, government regulations etc), .  What if anything needs to change in your 
business as a result of this? 

 
13. Ask others to challenge your thinking, and be prepared to listen  and probe for their rationale. 

 
14. Consider believing that problems and issues can be redefined as opportunities to get stronger by addressing 

them. 


