Case Study: Why is Great Customer Service Like a Team Sport
The type of team according to Table 11-2 that delivered the excellent customer service at the Paris Four Seasons is the production team. This is because the team at the Paris Four Seasons had low degree of specialization that allowed team members to be highly flexible to meet unpredictable customer demands at the hotel. In addition, the team in the kitchen had a high degree of coordination with other work units like the front desk and the room service allowing a smooth service delivery to customers at the hotel. The work cycles at the hotel are also typically repeated, with such cycles being briefer than the team’s lifespan. All these features are characteristic of a production team. Despite the high degree of flexibility and coordination between work units, production teams several managerial challenges. One of management's greatest challenges with this sort of team is unrealistic expectations which can lead to frustration of team members. Both managers and members can be victimized by unrealistic expectations (Kreitner, 2014; pg306). For instance, the room service who took away the half pastry could be victimized by the customer’s expectation that the pastry could have been left in the room during cleaning, which is a very unrealistic expectation. Another problem is that production teams are typically adopted as a quick-fix with no long-term commitment which may lower members’ motivation (Kreitner, 2014; pg308). Vague or conflicting team assignments is also a common managerial problem experienced with production teams and which can lead duplication of output and hence inefficiency in the team. 
In customer service teams, trust plays the role of creating the believe among members that they can count on each other in their service delivery. In addition, trust in customer service teams plays the role of freeing the team members to put their full energy and commitment to their work (Kreitner, 2014; pg312). One way through which management can build that trust is by maintaining an open communication between the management and the team members. Trust can as well be built through support, which entails providing help, advice, coaching, and support for team members’ ideas (Kreitner, 2014; pg313). Respecting members’ views and being fair to them is another way through which management can build trust in customer service teams.
If I worked at one of Steve Wynn's hotels or resorts, communication and support are the sort of team building activities that I would use for my employees to make sure each of my guests experienced great customer service. I would use open communication to explain policies and decisions I take to my employees and as well to provide constructive feedback to the team. According to Theory Y, employees will exercise self-direction and self-control in the achievement of organizational objectives to the degree of that they are committed to those objectives (McGregor, 1960). This is why I would strive to make organizational aims and targets crystal clear to my employees to get them committed to achieving them. Employees also feel motivated when they know they have the support of their boss. For that reason, I would do everything humanly possible to be available and approachable to my employees, offering them help, advice, coaching and positive support of their ideas whenever they need it.
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