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1) What is meant by the term ‘test the waters’?
The term ‘Test the Waters’ is a turn of phrase used as an analogy for testing prior to releasing to market. To ‘test the water’ would be to run a program and see how a service or product would work or perform against its goal or purpose. From the programme, the business would be able to assess whether adjustments were required, or if a component needed amending, as well as planning ahead for potential problems down the line. Alternatively, you could do an internal survey to get your employees thoughts on a new product/system from either a customer’s perspective, or an employee’s.
This can be used to provide invaluable feedback, and has potential to save money as it provides businesses with an opportunity to fix any teething problems prior to a wider release. Testing the water is not exclusive to external products, but can equally be used internally too when considering re-structuring of a business for example; you could test a new decision-making process on a single department prior to rolling it out across the business. The feedback from employees when considering an internal change of system is absolutely vital, hence the necessity to test the water’.
2) Explain different ways of introducing new service strategies to the employees.
Explaining a new service strategy to employees need to be clear, concise and direct because they will be the ones ultimately affected and carrying out the new service strategy. 
The initial introduction can be made by a variety of mediums such as internal emails, posters and notices around the office. This opens the dialogue between employees and encourages conversations prior to a meeting, discussion forum or even presentation about the new service strategy. The management team can have open discussions with individual employees regarding their thoughts and feedback on the planned introduction – this is likely to motivate the employees involved as they feel more involved in a big change in the business.
You could establish a Steering Group which will involve a wide range of employees in the business that will help implement a new strategy. Those involved need to be clear and concise communicators.
A business may consider a team building day, or a seminar for either all employees to attend, or one department at a time depending on how the new strategy is to be implemented - but must include everyone as all employees need to be on the same page. The team members should be presented with the new strategy by key people in the business and open to any questions. Here they can be introduced to the members of the Steering Group so employees know who to report to with feedback.
A business could then establish an initiative from the feedback collected to focus the employees on the key areas required for this new strategy to be implemented.
3) Write short notes on:
A) Pilot Scheme
A Pilot Scheme is a method of testing the water. A small-scale test or study either on a new product, service, or system prior to running a wider, full-scale test. This could be a small focus group testing the new product, or a department running a new system. The objective is to assess the potential cost implications, feasibility and potential footfalls to give the business an opportunity to amend the test or performance prior to researching further. I
B) Steering Group
A Steering Group is a collective of employees who are well respected among peers and represent a diverse selection of the staff. The objective for employees in the Steering Group is to implement the new service, product or system and will be the main point of contact for the implementation whether its advice required or questions asked. They need to be clear and concise communicators and established within the business. Their roles could be as diverse as event organisation for a team building/training day, supervising a handover to a new system or identifying new markets or focus for businesses.
4) 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’



	MADE UP BUSINESS LTD.


	New Recruit Induction Day
	Tuesday 6th January 2020

	Location
	Training Centre – Head Office

	Department
	Human Resources

	Subject
	Handling Customer Complaints

	Attendees
	Rob Banks – Bristol Office
Alan Partridge – Norwich Office
Mary Shephard – Bristol Office
Philip McCracken – York Office
Sarah Jones – York Office
Jenny Block – Durham Office

	Trainer
	Jason Timm

	Objective
	To be able to confidently handle customer complaints effectively, and to ensure you are able to secure as much customer retention as possible.


	Plan This afternoon’s training session will focus on how to handle customer complaints effectively. We will be covering the following:
· Value of effective complaint handling
· Common complaints
· Reasons for complaints
· Managing expectations
· Emotion handling 
· Empathy and use of language
· Common outcomes
· Handling difficult situations
· Next steps
· Customer follow up/feedback
· Role play and assessment
· Role play feedback

	You will each be assessed throughout your role play on the following:· Communication skills
· Overall call handling
· Outcome/resolution
· Initial complaint handling 
· Empathy
· Use of language


Please ensure you complete and return the feedback form.
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