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1. Give short answers for the following questions: (10) 

I. The success and effectiveness of a customer service strategy depends upon the means though which the policy is introduced to the employees”. Discuss. 
Research into organisations which have successfully applied a customer-focus programme reveals that the
approach adopted in first introducing the strategy often determines its success.
In order for a service quality philosophy to be readily assimilated into the company, service excellence
must not be presented as a novelty but rather as a logical extension of what the company is already doing.
Those companies which are most successful in installing a service philosophy ensure that this is marketed
throughout the organisation as a continuous process rather than a one-off campaign.

II. What is meant by the term ‘test the waters’? 

One useful means of introducing a service philosophy is to demonstrate its effectiveness by running a pilot
scheme. Prior to commencing full-scale customer research a pilot is conducted to test the waters. Talking
to customers, holding focus groups and testing questionnaires on a small scale all provide the opportunity
to evaluate the process and refine it before it is introduced throughout the company.

III. Many organizations give specific names to their customer care programmes. Why they do so? Give some examples. 
Senior management of National Mutual Life developed a service quality strategy to ensure differentiation
in the marketplace. This relied on empowering people within the organisation to use their experience and
knowledge to solve specific business problems and in so doing improve their own performance and that
of the organisation as a whole. National Mutual decided to implement the strategy, called ‘Customer Care’
on a pilot basis to provide a taste of how the programme would work. Two project teams, one in the new
business area, the other in pension claims, took part in a two-day workshop which introduced the concepts
of customer care.

IV. Explain different ways of introducing new service strategies to the employees. 
When developing a service quality programme, successful organisations remember not only to create the
right environment to encourage service improvements but also to market and sell the strategy to
employees. Employees are the first market of the organisation. If staff are told about new products or
services by customers before being informed by management, it is hardly surprising that they will have
little faith in what managers say. So, for employees to believe in and act by the principles of a service
philosophy, they need to understand not only the reasons for the programme but what is expected of
them. A service philosophy must be marketed and sold internally before it can be presented to the external
customer.

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

Organisations frequently go to great trouble to recruit and select staff. Some of them then expect the new
employee to intuitively ‘know’ what is expected of them in the workplace and to perform accordingly.
An induction programme is a formal process that introduces employees to the workplace and familiarises
them with their jobs, team and the organisation. It gives new employees an understanding of their role in
the organisation and the performance standards required in the new job.
The behaviour required of employees when dealing with customers and the systems and processes used
to ensure customer satisfaction differ from organisation to organisation. Informing new staff of the needs
of the organisation’s customers, and the strategies to meet those needs, is one of the primary functions
of a staff induction program in a customer-focused organisation.

2. Training front-line staff alone will not tackle the underlying issues of improvement in service’. Discuss (6) 
You may choose to communicate and promote your service strategy through training sessions with your
staff. You may conduct these sessions yourself, or internal or external training experts may conduct them.
You’ll first need to determine the training needs. These should come from observation of employee
performance, examination of performance records, or the outcomes of a formal appraisal program. If
there is a gap between the actual performance and the performance required to ensure the success of the
service strategy, then you may have a training need.
This step is essential to ensure the real issue has been identified and the nature of the training required
determined. You can use the resource capability matrix described later in the learning pack to help you
analyse the training needs of your people.
Next comes the preparation of a training session plan. A session plan is a detailed overview that clearly
sets out what will be covered in the training session.
3. Write short notes on the followings: (6) 
a) Pilot scheme 
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 often set which can then act as an illustration of the success of the programme. A
comparable control situation should also be chosen which will not undertake the programme but which
can also be monitored and the achievements of the pilot can be assessed.

b) Steering group 
A useful means of beginning a programme designed to make the service strategy come alive is to establish
a steering group whose members can be drawn from all parts of the organisation and whose role is to
spearhead the implementation of the strategy. The steering group need not be large, but its members
need to be sufficiently influential within the organisation and should be drawn from across job grades and
functions.
Steering group members must possess good communication skills. It is also beneficial for team members
to understand group processes so they can successfully work together. An open and honest discussion
among team members to establish individuals’ expectations and motivations prior to the team beginning
to work together is often a useful exercise.
Activity (8) 
Prepare a training session plan for 6 new employees who have just joined your customer service team. Your aim is to train them in ‘handling customer complaints effectively’

The training session plan should include such things as:
the training outcomes
where the training will take place
key areas to be covered
the training methods
resources that will be used
assessment criteria (what the staff will be required to know or do after training).
A well-planned training session will:
 help you stay focused on the training objectives
 outline the sequence and priorities of the skills and knowledge you need to cover
 provide a record of the training session
 be able to be used again or modified if necessary.
Here is an example of a plan for a training session on managing customer complaints for new
[bookmark: _GoBack]administrative assistants in a manufacturing company.
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