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1. Give short answers for the following questions: 

   I. The success and effectiveness of a customer service strategy depends upon the
   means though which the policy is introduced to the employees”. Discuss.
    The means by which the policy is introduced to employees is very important. Research has shown that the best way to introduce a new policy is first to the managers and then to the rest of the employees. This allows for the managers to be briefed about their roles and responsibilities which allow them time to settle in their new work environment.  They can then help other employees on what is expected of them by holding workshops and seminars or any other appropriate channel to explain the new service philosophy and job requirements. The managers need to approach employees individually and address their concerns with the newly introduced strategy. They can help motivate the employees and the behaviour they have towards their employees will greatly impact the organisation. The managers will need to communicate effectively with the employees to help them trust management.
II. What is meant by the term ‘test the waters’?
    This refers to the testing of a customer service strategy framed by an organisation before it is implemented. This would help the senior management find out the faults or obstacles in
the way of implementing the strategy
     The test programme can be started in which volunteer customers can be used and its results can be analysed to find faults and fix them. Customers can also be interviewed to give feedback and suggestions. This helps save money because if a strategy is implemented in real time and doesn’t work, the company would go in loss. However, if it is tested first, its results in the actual market can be studied.

    The test programme can help train the employees in advance for working with new
conditions. It can also help the senior management decide what key decisions could be taken in case of failure of the strategy. The results of the test programme should also be shared with the employees. If it is successful, employees will be more welcoming to the idea of implementing a new strategy as well.

III. Many organizations give specific names to their customer care programmes.
      Why they do so? Give some examples.

     This way the programme can be branded and recognized throughout the company. However, the right name should be chosen which would help merge the programme with the culture of the organization otherwise people might start perceiving it as a separate identity from all the other programmes that the organization is running.
     Some examples are:
     DHL   - Customer centric
     Disneyland – Assertively friendly
     Ritz Carlton – A culture of customer service Excellence

IV. Explain different ways of introducing new service strategies to the employees.

An appropriate method should be chosen when introducing new service strategies to the employees. Some of the different ways include:
· Newsletters &brochures- these can be distributed to all employees in the organization.
· Posters- these can be placed on notice boards where they are visible to all employees.
· Emails- managers can send out emails to employees introducing the service strategy.
· Popup computer messages- this can be used using the organizations intranet. Popup messages introducing the new service strategy may appear on the employees screens.
· Formal group presentations- mangers can call employees in groups were the service strategy is introduced.

V. Define induction discussing in detail the components of an employee induction programme.

Induction is an action or process of inducting someone to a post or organisation. New recruits in an organisation are taken through an induction programme which helps them to familiarise with the work environment and tells them what the culture and traditions of the organisations are.
The induction programme introduces new recruits to colleagues and they are also told about their role in the organisation and what is expected of them. New recruits are also told what their behaviour should be when dealing with customers.
Training sessions are planned in order to train employees and these are conducted by experts.

2. Training front-line staff alone will not tackle the underlying issues of improvement in service’. Discuss 

To improve the quality of service offered by any given organisation both frontline staff and managers are to be trained. Everyone should be involved in the activities of the organisations to ensure service excellence. Training frontline staff alone will mean that managers will not know what is not going on in the organisation and that will inhibit them to managers their staff too, which can cause staff to be demotivated.
In this regard, when a service programme or training is introduced both mangers and technical staff should be given training about it. Managers ought to be trained on how to managers their staff, while the staff should be trained on issues related to their job.
Research has shown that greater commitment of managers is a key requirement to cause the improvement of service quality. Good organisations realise the important role managers can play in the success of their strategy.

3. Write short notes on the followings: 

Pilot scheme- To demonstrate the effectiveness of introducing a service philosophy, a pilot scheme should be used. A pilot scheme is particularly helpful where resistance to change is likely to be high. To ensure the success of the programme, it is useful for employees to see the benefits of a new approach. Through identifying part of the organisation which is typical of the business in size and structure in which to pilot an approach, a useful example is then set which can then act as an illustration of the success of the programme. A comparable control situation should be chosen which will not undertake the programme but can also be monitored and the achievements of the pilot scheme can be assessed.
 A time scale should be set for the pilot scheme and the initiative evaluated. The comments and feedback of all the employees involved in the pilot scheme must be sought to ensure that when the strategy is rolled out throughout the organisation, the learning points from the pilot scheme can be incorporated. 

Steering group- This consists of employees of an organisation picked from different regions and departments to work as a team and help in the implementation of a new strategy. The employees are drawn from different job grades and have a good amount of experience working with the organisation. The members used to be influential within the organisation so that employees can listen to them. They should also be excellent in communication skills. The team holds meetings to access each other’s strengths and weaknesses in order to compliment each other before starting work.

ACTIVITY

	TRAINING SESSION PLAN

	Organization
	MTN

	Department
	Customer Service

	Date
	29 March 2015

	Facilitator
	Scot Banda

	Participants
	6 new recruits – call center

	Location
	Boardroom

	Equipment
	Overhead projector, PC laptop, USB flash drive

	Materials
	Handouts

	Session outcome: Recruits should be able to handle customer complaints in an effective an efficient manner 

	Introduction: Basics, Types of customer complaints, reasons of complaints, benefits of handling complaints effectively, tips and tricks how to manage emotions

	ASSESSMENT:

	Participants will:
· Identify reasons for customer complaints
· Identify types of customer complaints
· Benefits of effective complain management
· Tips and tricks on how to mange emotions

	Main points
	Training methods

	Reasons for customer complaints
	Group discussion, brainstorming

	Types of customer complaints
	Group discussion

	Benefits of effectively and efficiently  handling complaints
	Group discussion

	Tips and tricks on how to manage emotions
	Role play

	Conclusion: Topics addressed, feedback, certification
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