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THE IMPACT OF LEADERSHIP SKILLS ON PROJECT
SUCCESS IN YOUR ORGANIZATION: A CASE OF YOUR
OWN.

Different leadership styles are the key factor in the success of any project.
ProjectLeaders are responsible and accountable for the success/failure of the project.
There are numerous responsibilities that are assigned to a Project Leader during the

leadership journey.
YOUR MISSION:

Your research/project must provide an overview of information and knowledge in a
corporate environment with an underlying theme of defining leadership styleswithin
applying the hard and soft skills for that style needed by the leader to ensure
successful project delivery in your organization.(You are required to demonstrate your
understanding of the relevant body of works to real-life business research).

Choose one only of the following project leadership skills using the tools that we learned
during the project leadership course; starting from identifying and assess the case
till executing the project.

o Prioritization (Using tools for Estimation — Scheduling — Tracking—prioritizing
stakeholders).

o Team management (Using Team structures — Team development stages — Team

needs).

Embracing Accountability(Using RASCI)

Conflict resolution (Using the Thomas-Kilmann conflict mode instrument).

Motivation (Using one theory of motivation—Types of motivators).

Communication in the project.
Influencing (Using different sources of LEADER POWER).

O O O O O

What you have to do:

Your project task requires the preparation of a full project proposal that should contain
the following components:

e Introduction: A detailed statement of the problem, research aim, and objectives
that you would like to investigate and discuss.(2 points)



o Literature Review and Conceptual framework: An analysis of the literature
relevant to the research topic that will give you the conceptual basis for
conducting your research from the previous studies.(2 points)

« Methodology: Based on the conceptual framework, research aim(s), and
objectives, you need to provide a detailed description of the data collection tools,
data sources.(2 points)

o Results and Discussion:Description about the main findings of a
research,outline your thoughts to defend your research and to emphasize the
significance of it.(4 points)

o References: Lists all the resources you've used in your project, and your
refereed journal articles as well. (2 points)

o Appendices(If it is available in your study): Any supplementary material you
need to add. (Optional)

[Write the names of the chapters/sections of your research/ project and briefly
discuss what you will write in those chapters/sections] .

Best of luck...

Dr. Sara Adel
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Prioritization (Estimation — Scheduling — Tracking—prioritizing stakeholders).

Team management (Team structures — Team development stages — Team needs).
Embracing Accountability (RASCI)

Conflict resolution (The Thomas-Kilmann conflict mode instrument).

Motivation (Using one theory of motivation — Types of motivators).

Communication in the project.

Influencing (Using different source of power).
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Develop Customer Services



Introduction :

Our company depends on providing services and products to customers, and
therefore developing customer services is one of our basic goals to increase
company profits and maintain its reputation in the market.

Currently the company is seeking to develop customer services. Hence, the project
began.

Objectives of the customer services development project:

1.

Enhance customer satisfaction:

Customer satisfaction is the most important goal, and it is the driving force
behind all company accomplishments

Increase customer loyalty:

When a customer is happy with the service provided to him, he will come back
and make regular purchases. This is where customer loyalty will be built.
Increase Lifetime Value:

A customer's lifetime value indicates the amount of revenue the customer is likely
to generate for the company over the course of his dealings with it. You can
increase the lifetime value of your customers by providing them with the best
customer service.

Improve retention of clients:

When customers encounter a problem with your products or services, they will
report it. In this case, how the support team responds and how quickly it will
determine whether customers are happy or frustrated. Providing good customer
service in these situations can increase customer satisfaction with you, which, in
turn, will lead to retention.

Improve customer recovery potential:

Good customer service aims to convert an unhappy customer into a happy one.
When a customer is not satisfied with your product or service, you should see
this as an opportunity to show them the excellent services that your company can
provide to them.

Previous scientific studies :

The purpose of this study is to analyze the customer service effects on customer
satisfaction and customer loyalty. The field study is applied by using survey
method on a face-to-face and electronic mail basis as interview methods
including four hundred shopping mall customers who live in Izmir city, Turkey.
The research model is formed for measuring customer service effects on
customer satisfaction and customer loyalty. The research model is tested by
three hypotheses via regression analyses. According to the research results,
customer services which comprise 8 factors can explain 13.9 % of variance in



customer satisfaction, 12.5 % of variance in customer loyalty and also customer
satisfaction can explain 43.2 % of variance in customer loyalty. As a result,
customer services can explain both customer satisfaction and customer loyalty
and it must be improved by retailers.[1]

Methodology and research method :

Initially, the project manager thought to make a questionnaire to measure the
services provided by other companies and to know the preferred service
channels among community members according to the following details(see
picture 1, picture 2, picture 3)

Secondly, after collecting the results for this purpose, and according to the
presented results, it became clear that the majority of customers in the maijority
of companies prefer different services to communicate and submit proposals or
complaints, as it became clear that they prefer to communicate in an easy and
clear manner, and this is what the project manager seeks to develop. (see
picture 4 , picture 5, picture 6 , picture 7, picture 8 , picture 9 ).

Results and discussion:

And based on the results of the questionnaire, the initial meeting was held with
the work team to suggest the necessary strategies for the development of
services. The project manager decided to start internal development by
improving the performance of employees according to the following strategies:

a. Motivate employees:
The project manager recognized this most important skill and that is how
employees motivate themselves and others.

b. Work Team Training:
The best way to ensure that your team is fully empowered in their roles on the
job is to give them the necessary training. This training should help your business
team deliver a great experience to your customers. Providing the work team with
continuous feedback on their roles at work, and also receiving feedback from
them and asking them if they are facing any difficulties at work.

c. Keeping work orderly:
To maintain the work, the project manager decided to hold the necessary
meetings, solve complex business problems, and come up with solutions to
improve the level of customer service, in addition to directing each member of the
work team.

d. Dealing with irritation and anger:
Despite the efforts of the staff, there will be times when the customer says "l want



to talk to your manager". This is a clear indication that the customer is unhappy
and ready to go crazy if he does not get their money back or the warranty he
requested is not extended. In these cases, the options available to the project

manager were considered and worked to achieve the best interest of the team
and the client:

Discussing with the client.

Determine the position or the correct choice for him.

Execution in the best way leads to calm irritation and anger.

e. Track performance:

Tracking a business team's performance is critical to determining how well a
company is serving customers. While the quantitative metrics that depend on
customers such as the response time to customers and the time of resolving
complaints provide insight into how each member of the work team performs
proportionally, there are also metrics based on calculating the performance of the
team as one unit, such as the level of happiness of customers and the rates of
customer communication with the company, Which gives an overview of the
performance of the work team.
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