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Questions

1.
Describe Travis Perkins’ network structure? Why is this network helpful to a building and plumbing merchant?

2.
How has Travis Perkins been able to grow this structure over time?

3.
Which group of stakeholders is the structure of Travis Perkins designed primarily to serve?

4.
How does ‘excel’ help Travis Perkins to meet the requirements of this group?

5.
What is meant by the culture of an organisation? How does culture interact with structure?

6.
To what extent can Travis Perkins be seen to be operating a customer focused culture?

7.
Why do business structures need to be flexible?

8.
What is the link between Customer Service Groups and finding out about what customers want at Travis Perkins?

9.
Travis Perkins’ organisational structure is based around serving customer requirements. What alternative forms of organisational structure are used in other organisations?

10.
Why is customer focus a good way to structure an organisation like Travis Perkins?
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Answers

1.
Travis Perkins operates a network of stores that are spread across the country (with over 600 outlets). This structure is important given the geographical spread of the building industry, which is made up of a range of smaller (sole trader) and larger (company) businesses.

2.
Travis Perkins has expanded both through external acquisition of other businesses and through organic growth through ploughing back profits into the business.

3.
The Travis Perkins company is organised in such a way as to maximise customer service.

4. 
‘Excel’ is a customer service programme that Travis Perkins has developed to provide customers with a quality of service that ‘outstrips the expectations of customers’.

5.
The culture of an organisation is the typical pattern of behaviours and relationships in an organisation. Cultures develop over time and relate to the way in which organisational members work with each other, and how they interact with people outside the organisation. Structure and culture are closely tied together. For example, a top down structure helps to reinforce a culture in which people expect to be told what to do rather than to think and act for themselves. In contrast, the sort of customer focused culture that Travis Perkins is developing is based on giving more responsibility to employees to interact with internal and external customers in their own way, guided by Key Performance Indicators. The structure that the organisation creates therefore needs to be compatible with the culture.

6.
Travis Perkins’ current way of working is focused on providing customer service. A range of structures has been developed such as Customer Service Programmes and Customer Service Groups, backed up by performance targets that clarify the nature of the customer focus. The emphasis is thus heavily on creating a customer facing structure.

7.
The modern business environment is continually changing, as are customer expectations. The days of rigid structures for organising organisations are therefore outdated. Flexible structures enable organisations to adapt and change to different market conditions and to changes in the external environment.

8.
Customer service groups consist of four members of staff from the key areas transport/warehouse/counter and telesales. These teams meet to plan research, analyse research results, develop plans to improve customer service and prioritise improvement activities. These groups analyse information that is provided from customer feedback. They then compare customer feedback with Key Performance Indicators to find out about aspects such as the level of customer satisfaction. This then makes it possible to identify appropriate actions for improvements that can lead to even higher levels of customer satisfaction.

9.
Organisations do not have to be structured around the customer. For example, some organisations (e.g. manufacturing firms) create structures based on production, others organise around processes, and some are organised on a geographical basis.

10.
Travis Perkins’ core operation is concerned with supplying customers. These customers have a choice of alternative suppliers. It is essential therefore to create the processes and structures that will keep customers loyal to the company, placing appropriate orders, and gaining repeat business. Customer focus is therefore the most logical and efficient way to structure the company.
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