5


Name
Institution 
Course 
Professor 
Date 

















[bookmark: _GoBack]Discussion 1
The advancement of technology has greatly impacted the world, such as the service delivery systems used by various firms. Service delivery systems are the approaches used by a company in ensuring customers' needs are met. The elements of the service delivery system include service culture, employee engagement, service quality, customer experience, and customer's voice (Collier & Evans, 2019).  Technology has encouraged online services, and consumers can provide information through product reviews, feedback, and comments that are helpful to businesses. In addition, the information from customers helps in formulating a service delivery system that helps in dealing with market competition 
Technology influences these elements in many ways. For example, service quality entails how a firm manages and helps customers based on the services offered (Collier & Evans, 2019). A business can use technology through online platforms to examine the views of customers based on their quality of service. Measures can be put in place based on the comments and feedback from customers. Technology has also positively impacted employee engagement. Employees can now interact with their customers easier through social networking and online portals and find ways of meeting their needs. Through technology, better ways of improving the interaction between the business and customers are learned.  
Customer experience is the perception customers form based on the products, services, and interaction with the business. Therefore, consumer information collected by firms enables the business to understand what customers intend. In the process, a business can use technology in personalizing delivery services and online and design online stores for customers in different locations. Service culture is an element of a service delivery system that involves the norms, principles, and processes that firms adopt while serving their customers (Collier & Evans, 2019). A firm can examine its culture and the response from customers using technology tools such as Survey Monkey, which is used to conduct surveys and attain feedback. The feedback obtained can be used in initiating a change of service culture. Customer's voice is a term used in business to refer to how a company can meet the preferences and expectations. With consumer data, a business can analyze customers' shopping experience, behavior, and preferences based on their shopping history. A firm can use such information to ensure customers' voice is heard (Collier, & Evans, 2019). 
Discussion 2
	Business expansion is important for the success of a business. In the process of expanding or relocating to new regions, it is advisable to consider the culture of the people and customers. Operational managers should understand the local culture and practices in which a firm does business for the following reasons (Collier & Evans, 2019). First, by understanding the culture, the business will recognize the perfect marketing, sales, and distribution approaches. Second, the company formulates marketing techniques, but they should align with the culture of the region they are to be used. For example, it is important to recognize the use of language during marketing and sales promotion to help avoids cultural blunders. 
	Also, employees, especially those acquired from the new business region, are well managed when the operation manager understands their culture. Managing employing involves aspects of interaction, communication, and work ethics. Therefore, effectively understanding the culture of the place of operation enables the firm to formulate proper communication channels and codes of conduct for the workers (Collier, & Evans, 2019). 
	Failure to understand the country's local culture in which a firm operates its business will result in the following consequences. Culture influences people's preferences, and a business that fails to recognize culture will be unable to meet the needs of those customers. A company that provides goods and services that do not meet customers' needs has the prospect of failing. Also, cultural blunders due to failure to understand language aspects and cultural values can negatively affect the business. For instance, the brand of a company can be destroyed by the inability to understand the culture and lifestyle of a certain country or region (Ahn, Back, & Choe, 2019).   
	The need for any business is to avoid its weakness and reduce the costs of operation. For example, a firm lacking cultural awareness for its region of operation will make poor decisions concerning marketing strategies. The firm will then spend more on marketing campaigns without meeting the desired goals.
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