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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. 
	Unit 4

Maintaining Service Excellence Organization 

1 . What is meant by the term ‘testing the waters’

Testing the waters means testing the service strategy prior to its implementation, just like a new product is tested before releasing it. This will help the senior managers analyse any faults or obstacles that may occur with this strategy, as mentioned previously, intervention and prevention used by the police, this is similar, intervening with any hurdles before they become a wall too big to climb over. 

A testing programme could be used where volunteer customers will be introduced to the service and any faults can be found before paying customers are given this service, This can then be analysed to find any obstacles or faults in the strategy and be corrected before release.  Another point to consider is that this would also save money as it is only volunteer customers, if this was paying customers and the strategy failed, ultimately it would cost the company a lot in fixing the bad service provided to customers.

Another point to consider is the value of time, if a company launches a new strategy and fails, this is a huge loss of time impossible to get back. Whereas a test launch will be in a time bracket already considered for failure so the company wouldn’t lose much time. If it’s done in real time and this time is lost, money is lost and also a huge loss of morale would come into play as well.

Testing the water with a test programme is also a fantastic way to help train the employees in advance of the new ways of working. Allowing the employees to feel more at ease and motivated to work using this new strategy, if the employees are thrown into the deep end with no training mistakes will be made resulting in a further loss, then if there is a failure within the strategy managers wont have had time to consider any solutions.  Whereas a test run will allow the managers to come up with solutions to any obstacles.

It is important for managers to share the results of the testing programme with the employees. This is due to employee motivation, If the manager shares positive results with the staff they will be a lot more happy providing the new service , if the results are hidden doubt will enter the minds of the staff causing loss of motivation and morale

A test programme allows for one crucial thing, staff feedback. It is vital for the staff to feedback their own thoughts of the new strategy and explain how they feel about it. No one can see how well its working like the staff that are providing the service face to face with customers. If they don’t like the new plan or they have an idea to improve it, This needs to be voiced and listened to. A visionary Leader will encourage this behaviour and listen to the feedback to come up with an even better plan

2. Introduce different ways of introducing new service strategies to the employees.

 The introduction of a new service strategy to employees is a crucial step that needs to be planned and carried out well. Research suggests that it is better to introduce the new plan to the managers before the rest of the staff. Think back to how a visionary leader has the ability to share his vision with the rest of the team, this relates to that. A visionary leader will have the ability to share his vision of the new programme to his employees and motivate them at the same time. If an employee knows about the programme before the manager, then this won’t happen.

There are plenty of ways that a new programme can be introduced to the staff, from Newsletters, Posters, Email, Voicemail and adverts on the company’s intranet, however these are only introducing it, the staff need actual training on this where they can give feedback.

So the more effective methods include Open Talk/Discussions, Feedback, Training Programmes and Coaching sessions.

Open Talk’s are a great way to gather a birds eye view of all the staff as a collective and their opinion of the new programme. A positive review will show that it is a good plan, however a more negative review of this will cause the manager to review the programme and analyse where he went wrong. 

Feedback is a must when it comes to introducing the strategy to employees as they will give the feedback that could help make the plan work instead of failure. A manager or good leader will have a vision of how they want the business to work, however that leader needs to ensure that it is a realistic plan and that’s where the feedback of the staff comes into play.

Training programmes will help actually train the staff on how the new programme will be delivered, group sessions will help due to morale between staff on these training session, often they can be made fun and working as a team using team building exercises will ensure the whole team are glued together instead of as a single member of staff being singled out.

However Coaching sessions will still be needed at the start and throughout this programme, 1-2-1 sessions are advised as that employee will feel they have a voice and can provide feedback they may not want to give during a group session. It will also help motivate the employees. The behaviour leaders have towards the employees will have a huge impact on the organisation and how it operates.

All of this is fairly easy, aslong as the managers are effective at communicating with the staff. good communication is needed to ensure the new programme is understood by all of the staff. A few examples ofn effective communication or using simplem direct language that the staff are able to relate too. Considerate timings, it’s no good delivering the message at the end of the day when that staff member isn’t in a good working zone as they are already thinking about what they want for dinner that night!
The attitude the message is delivered in is huge, if its delivered in a negative manner the staff will have a negative view on it, if its positive then the staff will feel more positive about it. 
Most importantly Listening. The ability to listen to that member of staff is crucial due to feedback and positive understanding. 

3. Write Short notes on the following :
 a) Pilot Scheme
 b) Steering Group

Pilot scheme – A pilot scheme is another name for testing an idea before implementing it on a large scale, for example, if you own 10 branches of a shop throughout the UK, you could launch the new programme in one of your stores but just that one store to see how well It works, this would allow you to test the new programme without changing all of your stores and risking a huge loss. A pilot scheme would also allow feedback from staff members on how well they feel the new programme is working. Some staff may feel that the stores won’t provide a consistent service throughout the branches due to a new programme only being run in one of the stores, however if the results come back as higher motivation and higher sales then the pilot scheme would be a success and then would be implemented across all of the branches. A Pilot scheme is a bit like a cash cow, its not guaranteed to make you a lot of instant money however it is a vital stepping stone to success further down the line.

Steering Group – A steering group is created from members of different employees from different departments or regions  to work together and decide on the new implementation plan of the new strategy. It is important that the employees picked are from all different parts of the company and different experience levels, however more influential staff members will be more experiences ones, resulting in the rest of the team listening to them. Although it is important for the less experienced staff to have a voice as they will be able to comment on how it would work for new beginners within the company. 

An important part of the steering group is communication, so all of the members of this group will need to have excellent communication skills so they can explain and also listen to points about the programme.  Before a meeting is started the members usually get to know each other so that they can get to know the strengths and weaknesses of their team mates to compliment them, allowing for more effective communication and an overall more effective result at the end of it all.

These groups are an excellent way for a leader to listen to other teams to get ideas from them, again, this would work well with a visionary leader, as they will have the ability to share the vision with the rest of the group and share the enthusiasm.


Activity – Prepare a Training Session Plan for 6 Employees. Train them in ‘Handling Customer complaints’

	Course
	 Handling Customer complaints Effectively

	Department
	Customer Services

	Experience
	None

	Date 
	23-Mar-19

	Participants 
	6 New Recruits

	Location
	Training Room 2nd Floor

	Training Objectives
	 By the end of the session staff will be able to effectively handle complaints in line with company vision and values.

	Introduction
	We will cover why customers complain, the benefit of dealing with complaints effectively and how to keep the customer happy.

	Assessment Stage
	 By the End of the session  participants will be assessed on :
· How to handle complaints
· Why customers complain
· Dealing with emotions
· Identify the benefits of complaint management 

	Main points Covered

	 Methods

	Why do customers complain
	Group discussion, interactive whiteboard

	The benefits of effective complaint management 
	 Group discussion, brainstorming

	Procedures for managing complaints
	Examples, role plays, quiz of stages of process

	Managing emotions
	Question and Answer, role plays and brainstorming

	What do customers want 
	Group discussion (quiz on difference examples of want and expect))

	What do customers expect
	Group Discussion  ( quiz on difference examples of want and expect)

	Conclusion 
	Areas Covered, Feedback, concerns

	Resources/ Training Aids
	White board, Projector, handouts, Quiz sheets pre printed

	Trainers Notes – Things to consider
	Learning styles, disabilities, Learning Needs (Pre training survey sent out to all participants so trainer can prepare for possible adaptations to course)
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