Executive summary

Customer satisfaction is the highest priority of any retail organisation.  In order to ensure customer satisfaction, organisations in conjunction with management, continually seek improvements in customer complaints handling.

The computer retailer and shop-floor manager in question is seeking recommendations for methods that would ensure improvements within six months.  

Training and Development to Improve Complaint Handling

1
Recommended Training and Development Methods

There are a number of training and development methods that could be employed to achieve improvements in customer complaint handling.   

Numerous methods are discussed below and the recommendations have been made taking into consideration the opinions of both the HR department and the shop-floor manager.

1.1
Methods which should be used

It is understood that all staff members on the shop-floor have the same job description.  The shop-floor manager is likely to be more experienced than the shop-floor sales staff and as such she would be able to impart her knowledge and experience through coaching.  Additionally, the more experienced shop-floor sales staff would be able to coach less experienced staff members or those who have been with the organisation for a shorter period of time.  

By encouraging the shop-sales staff to work within each others areas of the shop floor increases the overall skills of the team as a whole.  This will also enable the sales staff to share experiences from their areas and provide alternate views for dealing with customer complaints. 

Action learning will enable the sales staff to work together and share their experiences of and approaches to handling customer complaints.  These approaches could then be presented to and discussed with the wider sales staff audience.

In-house courses will enable knowledge and skills transference through formalised training.  These could be led by persons from within the organisation of by an external training company.  By conducting the courses in-house means that they could be led over a number of days, potentially on the shop-floor, and the increased flexibility means that staff shortages are less likely.

1.2
Methods which should not be used

External courses by specialist trainers or at a college, would potentially cause staff shortages if numerous staff members were to be attending at the same time.  Unlike in-house courses external courses are often less flexible and the retailer would be required to meet with the training organisations timetable.  This may not fit within the desired timescale.

To a degree the same applies to distance learning as to external courses.  A distance learning course may not fit in with the retailer’s timescales and is likely to be quite rigid in structure.  It would also require additional commitment from the shop-floor sales staff as it is unlikely that the retail organisation will allow staff to study during working hours.

Special assignments would not be an appropriate method in this instance.  Whilst increasing skills would in turn improve customer complaint handling it is likely that the sales staff involved would be looking to take on greater responsibility following completion.  At this time it is assumed that is not viable.

Whilst a valid and useful development method mentoring would not be a suitable as it is usually a one-to-one, long term relationship, rather than a one-to-many, short term relationship as would be required in this instance.  This also assumes that the shop-floor manager would be the sole mentor and the sales staff mentees.

1.3
The HR department or the shop floor manager’s approach?


Both the shop-floor manager and the HR department have valid recommendations for training and development methods to improve complaint handling.  

In-house courses would provide a more formal training programme and could be led by persons from within the organisation, such as the shop-floor manager, or an external training consultancy as recommended by the HR department.

Taking into consideration the need to ensure that the shop floor is adequately staffed ‘on the job’ training, such as action learning, would lead to the desired improvements within six months.

However, a combination of in-house courses and action learning are likely to be most effective as they would draw on existing skills and experiences whilst formalising the approach.  The shop-floor manager could work with an external consultancy to combine experiences and real situations with best practice theories. 

For any training and development scheme to be successful it should be well organised and have the ‘buy in’ off all staff members, including shop-floor staff and the HR department.

2
Other elements of human resource management which would need to change

In order to implement the training and development programmes outlined above changes in the existing human resource management processes would be required, including:

•
Job Design – to include complaint handling

•
Induction

•
Work Flow – complaint handling processes may change

•
Continuous learning 

•
Performance management and appraisal

The organisation may also wish to incentivise the sales staff upon successful completion of a training and development programme.  Continual improvement could also be rewarded in some way.  Whilst this would impact human resource management this would require authorisation from the business as a whole.

3
Some useful information regarding training and development from the Internet

The following sites are useful sources of information on training and development methods:

•
http://www.businessballs.com/traindev.htm

•
http://www.cipd.co.uk/default.cipd

The first site, businessballs.com, is an online resource for career, training and development information.  I found this site useful as the training and development page provides an outline of what training and development is and has links to other areas of the site in which you can find further information, for example for acronym definitions or for documentation.  

The CIPD, Chartered Institute of Personnel and Development, website is the website of the professional body for people involved in the management and development of people.  It has information regarding training and development as well as wider HRM functions.  I found this site useful due to the wealth of knowledge available but also because it was easy to navigate and has been written using simple English rather than being full of terminology that only HRM professionals may understand.

.

4
Conclusion

The need for additional training identified by the organisation were triggered by the need to improve customer complain handling.  Such event-triggered (Becherman et al., 1997) training needs could be overcome by a commitment to continuous learning.

Additionally a comprehensive induction process focusing not only on organisational processes and procedures but also customer service and sales training will enable the long term success of the business and continual improvements in customer complaint handling.
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TMA02 Part II

Book 2, Activity 2.3 regarding the importance of culture and values in the workplace versus Human Resources (HR) Management policies indicated that nearly everyone in the tutor group believe that culture and values are very important in the workplace and whilst HR policies are also important they are there to no more or less so than the culture or values.

Culture and values are forefront in the make up the workplace environment and provide a sense of comfort for employees sharing those values.  Whilst HR policies are essential in ensuring both employer and employees are protected and employment laws followed they alone would not attract or retain staff.

Unlike many people where I currently work everyone in the group seemed to appreciate that HR policies are there for both employer and employee.  One post in particular highlighted a less than desirable culture they had experienced in the workplace and how regardless of the policies in place, they are not always enforced and/or followed.  This made me realise how I lucky I have been as, in general, the HR teams in the companies I have worked for would have acted to curtail such behaviour.
