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A REPORT 


Report Subject: Developing own responsibilities, performance, objectives and evaluation
Job Title: Customer Care & Sales Assistant
No of years in the role: 2 year

Responsibilities:

i. Ensuring inbound calls are answered to meet agreed abandon rate and answer time targets
ii. Answering general and product specific customer queries, using available resources
iii. Maintaining focus on achieving agreed call conversion rates
iv. Accurately entering customer information, sales orders and payments on the electronic system
v. Keeping appropriate call records for future reference
vi. Dealing with customer complaints and resolving customer queries
vii. Responding to positive and negative customer reviews through the CRM software system

Performance objectives:
i. 100% product knowledge and specifications  
ii. Achieving ninety per cent call conversion rates
iii. Customers’ enquiries are dealt with within 24 hours
iv. Accuracy of call records for future reference are up-to-date 
v. * Responding to positive and negative customer reviews through the CRM software system
AC 1.2 evaluate own effectiveness against defined objectives

The overall performance is above average, say 60%. The performance target set during the half-yearly appraisal target was 75%, which is 15% less. There are number of reasons for not achieving this target, which I explained to my line manager two months ago. I have been constantly meeting the performance objectives for four months.  I carried on personal strengths and weaknesses to determine how effective I was in performing the role.
First problem I encountered was the installation of a new CRM ICT system which I was only given one day training. Because of the system weakness, I was unable use it effectively to log in and update customers data simultaneously. The second problem affecting my effectiveness was communication skills as I need to listen to various customers’ ascents. I requested for training in these two areas which I need improvements in order to be effective in my role.
Thirdly, I had a problem with time management and this is affecting effectives as there were backlog of customers’ order processing which needs to be recorded in timely manner for the system to automatically update customers’ database.

AC 1.3 Make recommendations for improvement

I have encountered a numbers of problems that have affected my effectiveness to meet the performance targets and objectives, for examples, IT skills, time management and staff supervision skills. The most critical one is limited knowledge and skills in the use of the new CRM software application which helps me to record, update and monitor customers data base.
To improve my effectiveness and efficiency in this area, the following recommendations are made:
· Review current strengths and weaknesses in knowledge gaps and skills in all areas relating to my work and identify continuing professional development (CPD) requirements especially the CRM software skills.
· Request for in-house on the job training on the use of CRM software systems
· Enrol on external course the skills in effective time management
· Development of communication interpersonal and skills.
· Training in decision-making skills – the ability  to produce and process of data including personnel data, judgemental data, rating methods and ranking information to support decision making.
· Regular monitoring and evaluation of performance targets.


AC 1.4 review how motivational techniques can be used to improve the quality of performance

One need to understand what motivates an individual to put a good or an excellent performance as individuals have different levels of motivation at any given time. Motivation can be defined as an activity or action that spurs one to achieve certain amount of result or objective (s).
Motivational techniques can be used to improve the quality of performance and some these theories and techniques are reviewed below:
Herzberg two-way theory – hygiene and motivational factors
The hygiene factors are dissatisfiers which can have adverse effect on the motivational of employee. These include for examples, company policies and administration (poor working conditions, poor salary and benefits, job security, training and development, neglect of health and safety issues. Other dissatisfiers are lack or poor employee supervision and inter personal relations.
There are however motivational factors such as recognition and achievements, the nature of work, responsibility and advancement within the organisation.
Abraham Maslow Hierarchy of Needs
Maslow hierarchy of needs is another theory often used to motivate employees, and have different level of needs – lower and higher levels, and this can be applied to individual staff circumstances and needs. For example, physiological needs, safety or job security needs, social, self-esteem and self-actualisation needs. The use of financial performance motivational factors such as merit may increase, bonuses, performance related pay and other specific financial incentives can be used to improve the quality of performance.  
There are other non-financial performance indicators such as job security, achievement in workplace, advancement opportunities can be used to improve the quality of performance.

AC 2.1 develop solutions to work based problems

Report:

Subject: Developing solutions to work based problems

Definition of the Problem 

There is increase in customer dissatisfaction among loyal and current customers and prospective customers because of poor response rate in answering and solving their product information and other queries. This problem is having impact on sales turnover.


Problem Analysis 
The problems analysis focus on the level of customer service provided to customers for the past three months. The first exercise was to carry market research – Customer Satisfaction Survey as means of getting feedback from customers’ perspectives about customer service satisfaction. After the analysis, it emerged that 60% of the company customers are not happy with the service the company is providing. The customer response rate before on average was 95% within 24 hours of making enquiry or asks for information about the product. This has fallen to 70% and it takes 36 hours. As a result, some loyal customers were switching to other competitors, and having impact on sales revenue and profit.

Internal analysis also shows the installation of CRM system, which is supposed to improve the customer service, is contributing to the decline because staff are not well-trained to use the system. This is also having impact on staff motivation because of adequate training and condition of service.

Generating solution to the problem
To solve the problem required attention the fundamental cause of the problems, which were:

· Intensive training to staff on how to use the system
· Contacted customers to apologise, and explained the reason for a fall in customer service level
· Recommended new incentive to staff
· Set performance targets to staff working within the department
· Ensuring regular feedback from customers to ensure their needs are met.
· Evaluation weekly performance targets against actual performance.
· Made recommendation to line manager for the above action .

Implementation of the plan

The proposal put forward was agreed and timetable set for implementation of each action plan. A new monitoring team was setup to review any other action plan that needed to be included in the implementation. A timeline of two months was agreed and this was implemented.


AC 2.2. Conducting a role play for a staff appraisal meeting to communicate variety of style to your subordinate, peers and supervisors using your own experience

As a member of the appraisal team, my role is to participate in communicating to staff the appraisal process through various communication channels- verbal and non-verbal. My first role is to send emails to all staff involved in the appraisal process and follow-up with telephone conversation. I then organised face-to-face-meeting with appraisal panel and staff to be appraised. 

I then organised on-to-one meeting with each staff to get informal feedback and also from the appraisal panel. This follow by group meeting to enable me explained the aims and objective of the appraisal, how was it to be conducted, timeline, and sharing opinions. The meeting also enable me to assess interpersonal and communication skills, team work, openness and responsiveness from the staff awareness and use of body language. Meetings also focused on staff to identify the strengths and weaknesses in order to identify training and development needs to help and provide support to staff where they identify specific weaknesses which are relevant to their current role.

After this process, I was asked by the appraisal panel to design the appraisal from to be used during the appraisal. I designed the form which focuses on the following issues and process:

Completion of Appraisal Form
Appraisal interview conducted
Action plan agree
Review of performance targets
Job improvement plan 
Promotion or Transfer
Review of conditions of employment
Seek feedback from staff involved in the appraisal
Set new date for next appraisal
I also discussed and agreed 


AC 2.3 identify effective time-management strategies


Time management is planning and organisational skills that one need to acquire in order to be efficient in his/her role and meeting deadlines. There are a number of strategies that can help to achieve this, which are outlined below:

· Setting goals
· Breaking tasks down into steps 
· Prioritising including using do- lists
· Organising work and meeting deadlines
· Regular review

· Setting goals

Setting goals
 
Setting goals enable staff focused what it wanted to achieve and it enable SMART (specific, measurable, attainable   realistic and timely) objective can be set. It also helps the goals defined and re-assess so that appropriate action can be taken if necessary.

· Breaking tasks down into steps 

Breaking tasks into small or various parts enables the most important and least important task identified. Breaking down task also helps identify urgent and non-urgent tasks and allocation of resources to ensure priority is given to urgent tasks.

· Prioritising including using do- lists

Prioritising means identifying competing priorities or task (s) that need to be done first or last so that staff focused on the most important and urgent task (s) first. 

· Organising  work and meeting deadlines

Another time management strategy is organising workloads and meetings so that deadlines are met without delay. It also helps effective planning and reallocation of resources to priority task (s).

· Regular review

Regular review of task performance and making changes to the plan can help manage time effectively and this means for example, comparing targets with actual performance targets and take the necessary measures. 




AC 3.1 explain the roles people play in a team and how they can work together to achieve shared goals


A team is a collection of individuals coming together, relates to each other in order to accomplish shared objectives.

The team set clear objectives- short, medium and long-term collectively and how the objective should be achieved. The team agrees individual task to be undertaken and contribution to the team efforts. These are all agreed among team members.

The team for example, project team plan the activities of the team as a whole and decide collectively how the plan is to be carried out. The planning process allows how resources are allocated, what team member get what.

Decision-making is another important role a team play in order to achieve shared goals and objectives. For effective a high performance team for example, collective decision-making ensures team members contribute to how the plans are carry out and how the task is achieved.

Problems solving – The team role to solve problems collectively or as an individual to ensure the team objective is accomplished. The team identify the problem, provide solutions and implement solution to the problem (s).

The team collectively participates in performance evaluation by comparing actual performance against the team objectives and take the necessary steps, if necessary, tom ensure the team’s goals and objective of the team.


AC 3.2 analysing team dynamics

A dynamic team can be regarded as a high performance and committed in achieving the team goals and objectives.

· A dynamic therefore has the following attributes:
· Share a common goal and beliefs and attaining team spirits
· Demonstrated a high level of loyalty to the team
· Enjoy working together
· Commitment to achieve the team goals
· Communication among the teams is strongly encouraged.
· Develop flexibility to their role.



· Share a common goal and beliefs and attaining team spirits
A dynamic team share common goals, believes and team spirits which focuses on delivering high performance outputs. Team members challenge one another in a constructive way, share feedback, share ideas and opinions that aimed at a achieve results or meeting performance targets.

· Demonstrated a high level of loyalty to the team
Members are committed to one another and always seemed to demonstrate a high level of performance. A dynamic team also try to protect team members and disagreement discuss privately without a third party involvement.

· Enjoy working together
The high level of team spirits also ensure that the team’s desire to closely together in order to achieve team spirits and goals.

· Communication among the teams is strongly encouraged.
There is a strong sense of communication among the team members and members are allow to express their view and opinion on issues the feel strongly among the team members. 

· Develop flexibility to their role.

A dynamic team try to eschew or avoid rigidity in the work instead, adopt flexibility in their approach to work as well as personal relationship. 


[image: ]
AC 3.3 suggest alternative ways to complete tasks and achieve team goals


There are number of ways task can be completed and achieve team goals, and these include:

Task should be structure or split according its nature and skills requirement
By splitting various activities make it easier for team to focus on important, least important, urgent and non-urgent task and skills-set to carry the role efficiently.

Structure work and activities to reflect individual expertise
Instead of the team focusing on a task irrespective of skills and level of knowledge, the team can structure activities accounting to individual experience, knowledge and skills. A team member should participates or carry a role which requires skills which he or she has expert knowledge and skills.

Group and Non-group task activities
The team can recognised that task that can be carried out in a group and those required individual efforts. By adopting this approach to task performance ensure staff identify specifically to a particular task which they can contribute efficiently so that the team’s goals are accomplished.

Role delegation

Certain task can be delegated to specific members or team to carry out. This helps to ensure efficient allocation of labour, financial and material resources.

Regular review and monitoring of task performance.

By regular review, the team can measure their performance (goals) and against performance objectives. It also ensure monitoring by taking the appropriate measures that focus on the achievement of team goals.




REPORT:


SUBJECT:	Developing strategies for problem solving


Introduction
Solving organisation problems is important for organisational success, and developing strategies ensure solution to the problem in systematic and logical way which avoids uncertainty. 

The report focus on three critical areas:
AC 4.1Eevaluating tools and methods for developing solutions to problems
AC 4.2 develop an appropriate strategy for resolving a particular problem
AC 4.3 evaluate the potential impact on the business of implementing the strategy
This report therefore provides an answer to a typical problem relating to high customer complaints as a result of poor customer service. 


Specification of the problem- definition of the problem: 

The current problem facing the organisation concerns poor customer service which led to high customer complaints and ultimately declining sales revenue during the last 3 months buy 25%. 

Analysis and clarification
The analysis commenced with looking at previous sales data and customer satisfaction index and compared this the current quarter. The initial problem is the data used for the analysis was based on different data-set and different assumptions, which made comparison analysis very difficult. Judgemental analysis was used in some cases to identify commonality in the analysis.
The cause of higher customer complaints were also attributed to new CRM system use was complicated to collect, analyse and monitor customer satisfaction index which supported management decision making by providing adequate information. In addition, adequate training was not provided by management to operate and handle the volume of data processing and analysis.

Identification of possible outcomes

In order overcome this problem, I made the following recommendation:

Immediate training and development needs on how to use the CRM software. This required staff appraisal by the line manager, resources needed and time to undertake the training programme.

Line manager to set performance targets and these have to be monitored regularly so that action can be taken correct any divergence.
To do this, there are costs involved and management has to evaluate the costs and benefits of implementing 


AC 4.2 develop an appropriate strategy for resolving a particular problem
The appropriate strategy for resolving this problem first to is to identify training developing needs, and provide comprehensive training. The time require for the initial training is two weeks however, this needs reviewing to ensure I meet the training learning outcome within the time schedule. This should be followed regular training especially where some changes are made in the new software applications.

Training programme needs to make provision for other skills set for example, communication skills, database skills and advanced knowledge in Excel.

Management should consider improving current working conditions to staff including physical working condition, annual salary review, setting key performance measures, progression through promotion and recognition of job performance.

AC 4.3 evaluate the potential impact on the business of implementing the strategy
The potential impact on the business of implementing this strategy has short and long-term benefits, these are:

· Improving customer relationship management;
· Increase in customer index satisfaction rate;
· Likely winning back of absentee loyal customers;
· Increase in sales revenue;
· Motivational impact on staff.

Whether this problem is solved and the impact will take considerable time. Measuring performance sometimes can be difficult as there other non-quantifiable factors that may not be considered. In addition, maintaining or achieving the desired outcomes and long-term sustainability would be a challenge which may require additional resources. 
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Task 3 (L.0.3)

A (AC 3.1 and 3.2). Explain the role that you and your colleagues may have played as a team to achieve
shared goals in your leaming based activity and analyse the team dynamics in your group.

B (AC 3.3). Identify and suggest alterative ways to complete a task as a team and achieve the goals

Note: this LO3 will be tested based on a reaklife experience by learners in class. working on a aroup project.

Task 4. (L.O.4)
(AC4.1,4.2,43)

Investigate and evaluate appropriate tools and techniques to develop solutions to work-based problems in
your work environment and develop a strategy to resolving the problem with justification. Now assess the
potential impacts on the business of implementing this strategy.

Note: Task 4 is 2-page report and should be related to your work-based experience in a specific
organisation or business firm and submitted after a role play at the end of the term.

—End of assignment-
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