[image: Description: :::::::Desktop:In progress desktop:TRINITY SAINT DAVID:logo:TSD_logo2010.jpg]
Applied Leadership and Management in the Workplace
Module Assignment Submission 

	Student Name:
	Wendy Savage

	Student Number:
	1603300

	Module No:
	Example: BMSK5007

	Module Title:
	Changemakers – Creativity and value Creation


Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of both the University and of ILM.


Table of Contents
Introduction	3
Heading 1	3
Subheading 1	3
Subheading 2	4
Heading 2	4
Subheading 3	4
Conclusion/ Summary / Recommendations ( as applicable)	4
References	5
Appendix A – if required	6





[bookmark: _1ci93xb][bookmark: _Toc129177891]Introduction

In this assignment I have looked into my place of work to see where improvements can be made to enhance the customer experience.  I have taken into consideration the organisations point of view along with the customers expectations.  The project I have chosen to take forward to the management team as a whole is our Emergency Call System.  The system is outdated and needs to be upgraded in order to serve the customer and all service users.  I have highlighted the need for upgrade due to the age of the system along with the needs of the customers.  Our customers needs have changed greatly in the last 30 years and therefore a reform of the call system is of paramount importance.  This is down to many factors including residents demands for a better service, compliance to new regulations and also to service users such as Carers, family, doctors, cleaners etc.
Everyone’s needs have been taken into consideration whilst conducting the research into the upgraded systems.
  



[bookmark: _3whwml4]Identifying a problem
Whilst looking into finding a project to work on, I discovered that within my organisation we are looking to upgrade some systems to bring the up to date with current technologies and new legislations for health and safety and fire protection.  During my initial investigations into which system my development needed I found that the Emergency Call System we have in place is now over thirty years old and therefore is currently being phased out by the service providers of the system.  This in its self causes an issue for my residents as we will not be able to repair any systems if they break down because all the parts are now no longer available. 
This information along with the knowledge from our contractors that all systems will be changing to digital in the next couple of years has given me the opportunity to explore all the options for our residents.  Using methods such as the value pyramid :
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Using a tool like the Value pyramid gives me an opportunity to seek out what the residents value most about the service we provide.  
Using the Value Pyramid tool allows me to explore all the options in more detail with the residents as to what their need are.   
I initiated face to face meetings with residents to enable me to determine what they are most concerned with in terms of the project moving forward.  I have determined from the meetings that residents were more than happy to have the upgrade and were quite exited about the potential benefits the upgrade would bring them.  
I then proceeded to generate a survey that I posted through all the resident’s doors so that everyone had a chance to put their thoughts forward regarding the upgrade and to see if there would be any potential negativity towards the project going forward. 
Knowing your customer base and using all the tools you have to investigate all aspects of the customers views and perspectives can give you a chance to enhance their experience and also to be able to provide a better service for them.   Customer Knowledge value can help an organisation to maximize the opportunity to make changes to the organisation. Gaining customer feedback, an organisation can utilize their customers knowledge to implement changes to enhance the customers’ experience.  Providing a quick and easy to use method of customer feedback is essential to obtain the customers knowledge.  Social media is a quick and easy form of feedback and can provide the organisation with quick and honest opinions of customers that the organisation can then take forward to enhance the product or service they provide.   Although social media can play a big part in feed back, within my organisation this is much harder to achieve as the age demographic is not suited to social media so the good old fashioned paper tick box feedback form is still the best way to engage with Our residents at the present time. 

After analysing the survey it was clear that the majority of residents were behind the project and wanted to move forward with it. 

The benefits to the residents were that they could have a system in place that would allow them to see on video screen who was at the front door before they answered the calls.  This has given a lot of the resident’s peace of mind as this has been an issue for them for a long time.  This in its self will add value to the overall experience that the residents have as a result of the service they receive from us.  This has shown that in this instance the customer experience and the lifestyle is far more important to them than the cost of installing the new systems. 
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