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Organizations that thrive have one thing in common, excellent customer service. The article “The Ottawa Way Thrives” explains effective customer service strategies that have been adopted by more than 33 areas in Ottawa and have resulted in significant improvement in organizational performance. It makes an enormous difference when a government institution adopts a customer-based service approach. This article explains how Ottawa County is using a customer-based strategy to attract more investors and tourists, which all improve their revenue income. Through its customer-service initiative, the government of Ottawa created a training that identified various accomplishments and steps aimed at enhancing their performance as a county.
Ottawa’s customer service initiative was created in 2012 with leaders from 33 departments from government offices, courts, and agencies that make up the county. According to Vanderberg and Capodagli (2015), this training initiative identified various plans and created an implementation plan that was completed in January 2014. The Ottawa way has been embraced since its completion by various departments because of its effectiveness in helping in the governance and running of the county. This initiative also enhances the coordination of the county operations. For example, Vanderberg and Capodagli (2015) explains that through this initiative, the county sheriff’s department has been issuing tickets to motorist easily, public health department’s restaurant has also received more customer service nominations after heavy criticism for the last three years, and businesses’ relationship with the government has also significantly improved due to good relations. Therefore, the Ottawa way initiative of focusing on customers is significantly changing the face of the county and the way things used to be done. 
The article further explains the importance of communication in strategic planning. According to the authors, many organizations are not in good relationship with the government agencies and the government itself because the only answer that the government can give is “no,” it can never say “yes” (Vanderberg & Capodagli, 2015). However, the authors further assert that the answer is not “yes” or “no,” but relationships depend on the way one party treats the other and vise versa. In this case, communication becomes a significant part of the relationship. Most problems in organizations are caused by communication break-down. One party may feel superior and sees that there is no need to pass information to the superior. That is how things start getting bad, and it can affect relationships. Most participants claimed that lack of trust, poor communication, and little feedback were main concerns in the county’s relationship with other agencies or organizations. 
In strategic planning, every concerned party is required to be actively involved to ensure that all concerns are taken into consideration before beginning the implementation step.  This article highlights the importance of communication in this process through the “leadership challenge” training step. In this step, the authors claim that it is important for leaders to get feedback from their teams and engage them in every process (Vanderberg & Capodagli, 2015). In some organizations, leaders assume that their decision is final, but this is wrong because no one can be entirely right about something. Leadership challenge storyboard discussed what an ultimate leader is required to do, which includes giving other people opportunities to assess the situation and come up with an opinion. A good leader listens to the views of others because it contributes to effective decision making. 
In conclusion, excellent customer-service ranges from good leadership to effective team building. This article highlighted the key roles of leadership that can help improve the organization’s performance through a customer-centric approach. Leaders are expected to be humble and understanding; this means that they are supposed to listen to others and their views. This will help identify areas of improvement and opportunities in the organization. The Ottawa way initiative is thriving because it involves all the above concepts of an effective customer-centric service strategy.
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