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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. 
	Please insert your completed assignment ( in word format)  here:

What is meant by the term `test the waters`?
The definition of to `test the waters ` is to explore or probe before making a decision or to informally explore attempt to gauge he reaction of a potential customer.
The reason businesses test the waters is because so many businesses fail within five years according to Inc.com. Businesses fail simply because they could not get enough customers to purchase their products or services. Some businesses are said to opened on `build and they will come`, this is sometimes untrue because businesses focus more on their product rather than the customer. `Testing the water` or market research can be carried out in a number of ways to assess the potential demand for a given product or service.
Before market research is carried out retailer should ask themselves some questions like, is there a market need for my product or service? Who are my potential customers and where can I find them? At what prices are customers prepared to pay for my product or service?
Using search engines such as Google is a way to gauge whether you would be facing competition. Collecting feedback directly from interviews or surveys. Videos can be made and uploaded to sites like YouTube to gauge reaction, a proto type could be built even a most basic one can be shown to retailers Test programmes are an inexpensive way of testing the waters, as volunteers can be recruited, these people could use a product or service and give valuable dieback and suggestions this type of programme can also be used to train new staff as this irons out any glitches before the product or service goes live. Some companies set up steering groups which consists of employees choses from different departments and pay grades, this group needs to have good communication skills and meet regularly the group works to its strengths.

Explain different ways of introducing new service strategies to the employees.
There are several way to introduce a new service strategy to employees, you could send a company email, and this email should be short and sweet. A new strategy could be posted on the company bulletin board or printed in the quarterly newsletter. The in-person approach with a senior staff member feeding to middle level which is then delivered to ground force staff in staff meeting. Training session and coaching sessions are also a good opportunity to introduce new service strategies.
With all the above methods managers need to communicate individually with staff to check understanding and any concerns they may have. Managers need to use simple direct language, seek feedback to ascertain understanding, be empathic to the employees’ feelings towards the changes. Managers need to have a positive attitude as this helps with communication.
No matter what the way the following should be observed-
· The changes given to employees need to be clear and honest keep the message simple but deep in meaning
· Explaining why? How? The changes are happening 
· The impact on the work force. 
· Open up two way communication for questions.

It is however worth remembering that everyone absorbs information differently some like to read new information and some like to listen and take notes. Keep conversation flowing in both directions.

It is very important to understand that all staff including managers need to be included, managers need to be trained to manage the change, strategies should be implemented in all departments, and all staff should be informed of the new goals and what is expected of them. Training workshops can be used, in-house is usually best as external trainers do not always tailor the training specifically enough.
High or low key, which do you chose? Low key being team meetings and videos or high key workshops and training programmes.

Write short notes on a Pilot scheme and A steering group activity
There are many phrases to describe a pilot scheme here are just a few.
· A pilot scheme is used to test an idea before deciding whether to introduce that idea on a larger scale.
· Test of methods and procedures to be used on a larger scale.
· An investigation designed to test the feasibility of methods and procedures, that may later be worth following up on a larger study.
A scenario for pilot scheme- should food bins be used to recycle food waste in the town of Kings Lynn?
	For
	Against

	Revenue made from collection
	Cost of bins

	Jobs created
	Cost of refuse truck for collections

	Satisfying government guidelines
	Day available to collect

	
	Cost to compost food waste

	
	Cost of advertising new scheme



Other questions…do home owners want to recycle? Is there a need for the compost made from recycling? What percentage of customers need to 
Participate? How long would the collections take?
This pilot would be carried out in the North Lynn area initially, to be feasible at least 75% of north Lynn residents need to take part. It would be for a 6 month period. Food bins would be donated by a government department as part of a wider scheme.
The pilot scheme would ascertain the need and cost of the scheme.

A steering group as its name suggests helps to steer a new project from start to finish. It should include at least two members of the public as well as key members of the organization who have skills that are relevant .Their role is to provide input based on their direct experience of the topic under investigation. The steering group usually meets at key stages during the course of a project and influences strategic decisions.
The steering group is there to provide advice and ensure the project aims are carried out, other tasks they may help with are budget controls, identifying the priorities, identifying potential risks, monitoring time scales, monitoring the quality of the project.
The steering group provides advice and guidance, its members do not work alone and are guided by a project manager. The steering group meet regular to report to the project manager and then meet with the company itself to report any findings and answer any questions.
A steering member should have a genuine interest in the project and the intended outcomes, they should also understand the aim and appreciate the importance of the strategy. It is expected that a steering group member should actively promote the outcomes, review the progress, and finally consider is the aims have been met.


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.

	                     Handling customer complaints effectively

	Organisation
	Kings Lynn Leisure Centre

	Department
	Front desk customer service

	Date and time
	4th April 2019 2.30-4.30pm

	Trainer
	Karen Mason

	Trainees
	AB, CD, EF, GH, IJ, KL

	Location
	Human resources office

	Purpose of session
	For participants to learn how to deal with complaints effectively on the front desk

	By the end of the session participants should be able to.


	Ask appropriate questions, take accurate notes and solve the complaint leaving the customer satisfied.

	Points to be covered
	Why do customers complain?
What questions staff need to ask.
How to handle complaint.
Coping with your own and customers feelings.

	Teacher will be.
	Learner will be.
	Assessment questions.

	Ask the question: why do customer complain? Explain reasons why. 

	Taking notes and group questions.
	Give 2 reasons why customer complain

	Explain what questions need to be asked using company power point.
	Taking notes 
	Working in pairs role play- ask each other questions and take note of responses.

	The steps we as a company use to handle complaints.
	Taking notes and suggestions
	Give learners post it noes and ask then for two different responses to a given question.

	Let’s talk about body language and voice
	
	Practice in a given scenario

	Take questions. Conduct plenary. Hand out feedback sheets

	Resources needed. 
	Interactive whiteboard and laptop, company PP, paper pens. Post it notes, Refreshments.



                                              


	



Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Karen Mason
	Date
	22.2.19




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




