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Markmio...

Ad kanna...

1. Hvernig megi leggja mat a pjonustuaherslu ut fra
spurningalista Denison (DOC's)

2. Hvada tengsl séu a milli pjonustuaherslu og frammistédu
skipulagsheilda
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Pjonustuahersia...

bjonustuahersla (service orientation)
stundum kallad pjonustuhneigé.

« Ut fra sjonarmidi einstaklinga (vidéhorf, hegdun,
personuleika, hjalpsemi, pjonustuvilja)

« ut fra sjonarmidi skipulagsheildarinnar (ferlar, stefna,
kerfi, markadsadstaedur)

- Ut frd sjéonarmidi menningar, p.e.
vinnustadamenningar/fyrirtaekjamenningar. Sameinar
fyrri sjonarmid.
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Pjonustumenning...

The Denison Organizational Culture Survey

1. Decisions are usually made at the level where the best rformation ia avadable.
2 Information is widely shared 50 that everyone can get the information he o she needs when 's needed
3 Everyone believes that he or she can have a positive impact

4 Business planning is ongoing and involves everyone in the process to some degree

*OR: A Managerial M f
SERV : ageri easure o
Organizational Service-Orientation

5. Cooperation across different parts of the organization is actively encouraged
8. Peaple work like they are part of a team.

7. Teamwork is used to get work done. rather than hierarchy.

8 Work is organized 5o that each persan can see the relationship batween his or her job and the goals of
the organization

R'CHAI I‘E _S‘ L I‘ I LE 9 Authority is delegated so that people can act on their own
Abilene Christian University 10 The ‘bench strength’ (capability of people) is constantty improving
11 There is continuous investment in the skills of employees

12 The capabilities of people are viewed as an important source of competitive advantage

~ZMIMS<rOS~

PETER W. HOM

Arizona State University 13 The leaders and managers ‘practice what they preach”
14 There is a clear and consistent set of values that governs the way we do business.

Core Values 15. When people ignore our core values. they are held accountable.
16. There is an ethical code that guides our behavior and tells us right from wrong

MICHAEL P. MOKWA

Arizona State University 17. When disagreements occur, we werk hard to achieve "win-win® solutions
18 There is a clearly defined culture.
Agreement 10 It is easy to reach consensus, even on difficult issues.
20, There & a clear agreement about the right way and the wrong way to 4o things.

21 Our approach to doing business is very consistent and predictable

An izational service ori ion scale {SERWOR) is mw and validated in this Coordination & 22 People from different parts of the organization share & common perspeciive
N I 23 1t is easy to coordinate projects across different parts of the organization.
mdy Service ormlmnu is defined as an org wide of a basic set of ntegration > 11...e i< good alignment of goals across levels.
ly enduri ional policies, practices and procedures intended 1o support
and mard umce-ghom behaviors that create and deliver “service excellence.” The v ) .
26 The iy thinge an dions i wiry fevibia and avey I change
SERV*OR managerial measure captures the exient 1o which an organization is perceived 26 We respond well to competitors and other changes in the business environment
4 B 4 Jiod : 27. New and improved ways to do work are continually adopted
by its employees as having adopted and specific p P and proce- 28 Different parts of the organization often cooperate to create change.
dures that rep an i I service ori ion. A comprehensive and ri
program to dndop the vdld and reliable measure was undertaken. Key feanan of the 29 Customer comments and recommendations often lead to changes
thesdenl, baded n 30 Customer input directly influences our decisions.
(3 Jocus group interviews, multiple rounds of pre-testing, 31 All members have a deep understanding of customer wants and needs.

32 We encourage direct contact with customers by our people

multi-sample assessment, and multi-industry replication. The results strongly indicate that
organizational service ori ion may be rep dbya e comprised of ten fac-
tors. mﬁcmsmtmfydcxwﬂﬁmnuﬂym Managerial implications
and future research directions are discussed.

33 We view fallure as an opportunity for leaming and improvement

34 Innovation and rick taking aro oncouraged and rowarded

35 Leaming is an important objective in our day-to-day work

36, We make certain thal the everyone is informed about what is going on across the organization

<~N=F~Ob~T>0>

37. There Is a long-term purpose and direction

38 Our strategy leads other crganizations to change the way they compete in the industry.
39 There i a clear mission that gives meaning and direction to our work

40 There is a clear strategy for the future.

Richard S. Lytle is A iate Professor of Marketing and A iate Dean of the College of Business Adminis-
tration, ACU Box 29303, Abilene Christian University, Abilene, TX 79699, (915) 674-2052, (915) 674-2564
fax, rick.lytle@coba.acu.edu. Peter W. Hom is Professor of Management, Department of Management, College
of Business, Box 874006, Arizona State University, Tempe, AZ 85287-4006, (602) 965-3431,
peter. hom @asu.edu. Michael P. Mokwa is Professor and Chair of the Marketing Department, College of Busi-
ness, Box 874106, Arizona State University, Tempe, AZ B5287-4106, (602) 965-3621, (602) 965-8000 fax,
icmpm @asuvm.inre.asu.edu.

41 There is widespread agreement about goals

42 Loadore cot gool that aro ambitious. but roalictic

43 The leadership has clearly stated the objectives we are trying to meet
44, We continuously track our progress against our stated goals

Journal of Retailing, Volume 74(4), pp. 455489, ISSN: 0822-4359 45 We have a shared vision of what the organization will be ke in the future

998 by New York University. any form reserved 46 Leaders have a lona-term viewpoint
Copyright © 199 by Yok 1) AN rights of - - 47.0ur vision creates excitement and mativation for our employees.
48 We are able to meet short-term demands without compromising our fong-term vision
455

HASKOLI iSLANDS Toresd



Denison malingar & island
Skipulagsheildir =70, n = 6.229

Denison...

Strategic Direction

Goals & Objectives
Vision

Core values

1(75%) (irgo%%ﬁ"aetllwotﬂalLeamn,g ° 6401
Capability Developent o 1 !
Teabmphtratfgédtanse ® #747 o|c

Coordination.& Integration oG

50

Customer Focus

3

o

e RSIT,

= Q\Qg 4},"\
& %
s -~

Y

9)), S
Ase 3"\

HASKOLI iSLANDS



Denison verkefni...
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Denison likanid...

Ytri fokus
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Denison og arangur...

batttaka og

aoild \\\\\\\\\\\\‘

Nyskopun

Aodlogunar-

heefni

Voxtur 1
solu \

Hlutverk og . Arangur /

stefna > Hagnadur
Samkvaemni
stodugleiki
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Adfero... I

Tilgatulikanid

Rannsoknin byggir a peirri hugmynd ad haegt se ad leggija
mat a pjonustuaherslu ut fra DOC's og ad haegt se ad
utskyra breytileika i arangri Ut fra peirri aherslu.

Voxtur

Hagnadur/
afkoma

s N Geedi voru
’ \ -
og pjonustu

Pjénustudhersla > | Arangur
\ \ /7 / Starfsaneegja
~ 7’

~ -
\~__—’

1 2

Anzegja
vidskiptavina

Heildar-
frammistada
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Adfero...

gbgn, urvinnsla, adferdir

HASKOLI iISLANDS

Byggt @ gagnasafni hdfunda ur meelingum
meod DOC's, 68 skipulagsheildir, 6.039 svor.

Samanburdur a DOC's og SERV*OR.

Gogn fra niu fyrirteekjum fra 2020.
Fyrirtaekin hafa o6ll ord a sér fyrir ad standa
sig vel & sinu svidi.

,Ordraougreining".
Adhvarfsgreining (einvid).
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Nlau rStoau rlll Voxtur
0,53 Hagnadur/
_l afkoma
- = =
P Geedi voru
/ s .
R?=0,47 og pjénustu
Pjonustudhersla p-0e0 ' Aia_rziur
— LB I %
" S”SZ \ a=0,85
a=y,
12 h ~ Starfsaneegja
I3 Se_ __-
23 spurningar ur
DOC's hofou . Arllaegja.
samsvorun vid vidskiptavina
SERV*OR
Heildar-
frammistada
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Nidurstoour...

Pjonustudhersla

m = 3,85
a=0,94

HASKOLI iISLANDS

0,60

Heildar-

frammistada
m=4,24

Starfsanaegja
m=4,0

r=0,59
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Umraeda... m

. I 1j6s kemur ad haegt er ad setja fram trdverdugt
likan par sem 23 spurningar ur DOC's samsvara 30
af 35 spurningum uUr SERV*OR

« bPjonustuahersla utskyrir 47% af breytileikanum i
arangri.

« bjonustuahersla utskyrir 40% af breytileikanum i
heildarframmistddu sem og starfsanasgju.

« Margar rannsoknir hafa synt fram a sterk tengsl
milli starfsanaegju og arangurs.

« Um er ad reda 9 fyrirtaeki sem 0ll hafa skarad fram Gr a sinu svidi
(takmaorkun)

« 23 spurningar nddu yfir 30 af 35 spurningum SERV*OR
« Hvad med fyrirtaeki sem hafa veika menningu og standa sig sidur?
« CFA og SEM!
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Umraeda... _.
Voxtur
adrir geirar
0,80 Hagnadur/
l afkoma
,’/" ‘ Gaedivoru
R?=0,20 .~ /\ og pjonustu
14 3 / rangur
Pjonustuahersla =045 Fangu
m=33 o
a=0, .
s Starfsaneegja
Anaegja
vidskiptavina
Voxtur
Heildar-
frammistada
0,80 Hagnadur/
i afkoma
,”/' ‘ Gadivoru
R?=0,45 ’ A og pjonustu
1 /) rangur
Pjonustuahersla p=067 rangu
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Umraeda...

hvaéd er starfsanaegja og hvad hefur ahrif?

residl

Vinnustada/
tyrirteekja
menningin

Starfsanaegja
m=4,0

Visbendingar um ad
10 atridi DOC’s
utskyri 46% (R?) af
breytileikanum i
starfsanagju
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R?=0,39

0,61

Pjonustuahersla
m=3,85
a=0,94

Heildar-

frammistada
m=4,24
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Patttaka og adild

Undirvidd Umbod til athafna

Ahersla ¢

broun mannauds

teymisvinnu 0g feerni
Spurningar 2 7,8 11, 12, 13, 14
Samkvaemni og stodugleiki
Undirvidd Gildi Samkomulag Samhefing 03
sampeetting
Spurningar 16, 17 28
Adlogunarhaefni
Undirvidd Vilji/ge'ta til Ah_ersl_a i pgrﬁr T
breytinga vidskiptavina
Spurningar 33 36, 38, 40 41, 42, 44
Hlutverk og stefna
Undirvidd Skyr og markuiss Markmid Framtidarsyn
stefna
Spurningar 47, 48 51, 52, 54 56

Til baka




Spurningar 2 7 8§ 11 12 13 14 16 18 28 33 36 38 40 41 42 44 47 48 51 52 54

7 0,6
8 0,5 0,6

48 04 050404 0505050406 0405030503¢05¢040505

51 04 050403040404 0405040403¢0403¢04040404 0,06
520505050505 05050606 050503 04 03 05 04 04 04 0606

54 04 04 0403040404040504040304030403¢04030505006

56 04 0504040404040405050403¢0403040404¢040506 0505

Skyring1 : Fylgni er 1 6llum tilvikum markteek midad vid 0,01 marktaeknimork

Skyring?2 : Spurningalista DOC's ma sja 1 vidauka

Til baka
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