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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1. I . The success and effectiveness of a customer service strategy depends upon the means though which the policy is introduced to the employees”. Discuss.

If the trainer or manager delivering the course doesn’t understand or agree with the course they wont product a good course and the staff will then be left wondering why they should bother if management are not interested 

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

The term testing the water is where you introduce a pilot scheme to staff to show them how it can improve service especially when there could be high resistance to change. It can also produce higher motivation for staff when they see the new way of providing service working.

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

care should be taken in the selection of a name as there is a danger that branding can create the impression that a programme is a separate entity rather than being integrated into the culture of an organization. In addition, a name must be long-lasting. It is often difficult to revive a strategy by giving it a different name if other programmes with other names have been unsuccessfully introduced in the past.


Explain different ways of introducing new service strategies to the employees- 

There are many ways to introduces a new strategy. You can put an article in the work newspaper or an all staff email and poster around the site/ factory. That is just a general way but for me you need to set up small groups of managers first and do a workshop and show them all the information about the new system and what it can do so when there staff ask them questions they are educated enough to deliver their own workshop and get members to embrace the system rather than reject it.

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

An induction programme is a formal process that introduces employees to the workplace and familiarizes them with their jobs, team and the organization. It gives new employees an understanding of their role in the organization and the performance standards required in the new job.
A new starter should be should all the site by a trainer or long-term staff member to help them get site knowledge. They need to then be should what is expected of them in their job role. If they are on the phones for a call center for example they need to be shown what level of customer service is required how to speak to people and what they can sell best in certain scenarios. 

A well-planned session or training day can improve a new staff member by keeping them motivated and when they do the job right they will be happy and confident meaning long term the employee will want to stay and improve themselves.


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

A customer service philosophy needs to be integrated into all aspects of the business. Training front-line staff alone will not tackle the underlying issues of improvement in service, nor does it engender understanding of the internal customer. If management don’t understand or believe in the new system then there negative approach or mis understanding will seep down to the staff and they won’t believe or bother with the new way rendering the system un effective. 
Service improvement programmes should always begin with management. This has the dual effect of bringing about involvement, participation and ownership at management level as well as ensuring that before staff take part in the programme, managers understand the process in which everyone will be involved. Staff then will know that their managers have also undertaken similar activities.

3a) Pilot scheme

A pilot scheme is particularly helpful where resistance to change is likely to be high.
It can also be useful for employees to see the benefits when a scheme has worked.
Teams can analyses and improve customer service while using a pilot scheme.
Employees who are involved in a pilot need to understand that as this is the first time that such an initiative has taken place the strategy may not be perfect.
A time-scale should be set for the pilot and the initiative evaluated. Importantly, the comments and feedback of employees involved in the pilot scheme must be sought to ensure that, when the strategy is rolled out throughout the organization, the learning points from the pilot can be incorporated.


b) Steering group


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       
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’

First of all I would start with the introduction to the building. Also any Health and safety aspects around the site.
What the core values are of the company and what is expected of them when representing the company.
Then put them into scenarios of what calls they will be expecting starting with nice easy calls where they just have to take notes.
Then move onto the more demanding calls from people complaining about the price or the service they have been given and how to improve and get the customer back on side and back to buying the product.
I would then take the new staff once they have enough knowledge of the service level expected and the product to the main area where the full time staff are and get them taking live calls as the only way to learn and improve for most is to do the job. 
Then I would take them back to the training block to see what can be improved upon what they are unsure of and continue with training them until they were confident.
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