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The "Ottawa Way" Thrives
The article of "Ottawa way" focuses on seeking Ottawa County to adopt a customer-centric culture to provide quality services to tourists, residents, and employees and promote good business. The authors of the article describe how their County that is Ottawa took to improve customer services. According to the authors, six major cities in Ottawa County had poor customer services, and therefore there was much work and effort needed to be done to improve the situation in the cities and the County in general. The authors argued that by offering better and improved customer services and leadership, the County would attract more investors and therefore creating more employment opportunities for its people. The article looks into the aspect of the culture of Ottawa County and how the County is known because of its people and the visitors.
Ottawa County, Michigan, is located in southwestern Ohio, where more than 272,000 residents enjoy the water of Lake Michigan and 7,000 acres of county parks. In addition, the County is also a holiday destination for the Tulip Time Festival in the Netherlands, Michigan, and the Grand Haven Coast Guard Festival. The presence of these assets in Ottawa means providing quality services to visitors, residents, and employees. This led county officials to contact a company established by the author of the best-selling book "The Way of Disney" to help the County develop a customer service culture similar to Disney. The County integrated a customer-centric approach to improve customer satisfaction in the public sector, similar to the methods employed by the Disney organization. 
The article highlights some important points which affect the communication needed for strategic planning. It states that the county-level officials have adopted various strategies, such as holding practical seminars and training sessions for employees and inviting other senior leaders to participate in meetings (Vanderberg & Capodagli, 2015). Importantly, the County has always advocated the use of communication and feedback methods to promote a consumer-oriented culture. In addition, the County advocates for the creation of a communication team to help new employees adapt to the current working environment. The county-level team's communication training started in 2012. Members gather once a month to evaluate various customer service technologies and evaluate results.
Strategic planning through the use of seminars helps identify key activities that can successfully help the organizations survive each year. Today, it's about challenging the way things are done, how the organization works, and the challenge of initiating a change to make the organization go beyond today's change. Strategic planning is more than just a list of short-term deliverables and activities, and therefore effective communication is needed through ways like the use of seminars. It aligns short-term goals with long-term success and challenges our daily thinking. Most of the stakeholders in an organization need not be convinced of the importance of the plan. For example, in seminars and training sessions, participants learn the basics of strategic planning and preparation for future success. The feedback lets an organization know what the customers have to say about the products and services they offered. Guided by the feedback, the organization can take the necessary measures towards improving any weaknesses in their products and services, therefore improving customer satisfaction. The Customer's feedback strategy consists of two main elements, which involve feedback collection and consequently taking action based on the feedback.
In essence, the use of Disney methods by the Ottawa County Government has played an important role in enhancing customer service and changing the County's previous culture. Importantly, the communication team is critical to the success of this strategy because when members help consumers navigate the building, they make the client feel comfortable and valued in the process of providing services. In addition, training leaders and building brain trust to assist and support directors' decision-making can help improve county leadership effectiveness.
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