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My role  

Internally: 

to cater to the training needs of around 300 volunteers and staff with all MTS Programs the provision of leadership and Customer Service training workshops to departments within the City of Melbourne. 

Externally:

The provision of leadership, Customer Service and Product training workshops to local government, visitor information centres and business/companies around Melbourne & Victoria  

Some organisations & businesses I have provided training for: 
· Bendigo Tourism Volunteers

· Crown Entertainment Complex and Crown Towers

· Geelong Visitor Information Centres

· Geelong Otway Tourism

· Lake Mountain Resort

· Melbourne Aquarium

· Melbourne Central Centre Management

· Melbourne Observation Deck

· Melton Visitor Information Centre

· Mitchell Shire Council

· RAAF Museum

· Royal Melbourne Zoological Gardens; 

· Secure Parking

· Seymour Visitor Information Centre

· Shrine of Remembrance 

· Skybus

· Sunbury Visitor Information Centre

· Travellers Aid
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What is Training? 

Training

· is the provision of opportunities for people to gain new knowledge and skills.

Why train Customer Service?  

The final measure of a visitor satisfaction comes from whether or not they have been warmly received and have been provided with accurate product information based on their needs and expectations in an efficient and friendly manner 

NEWSFLASH!

Retail Sector Rates Badly on Customer Service 

The Australian Customer Service Association undertook some extensive research across the country on the levels of service provided by various business sectors. 

The research found seven typical Australian service ‘characters’ that were commonly encountered by customers. These characters were:

· The Amateur (aka”I’m just a volunteer!”)- suffers from the syndrome that says ‘I only just started today’ and don’t know anything about the service they are providing - and don’t want to find out

· The Bureaucrat - does everything by the book. They have an attitude that says ‘I just work here’.

· The Ostrich - seems to be blind or busy when customers are anywhere in sight. Work would be OK if it wasn’t for the customer.

· The Snob - is selective about who they serve and make it clear that they should feel privileged to be served by them.

· The Robot - has standard ways of dealing with service situations and they cannot change for any reason. 

· The Buddy - is too chatty and jump on you when you approach, follow you around, and don’t leave you alone and constantly want to chat.

· The Hit Man - is only interested in making a quick sale. This person will then push you out. 
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The Australian Customer Service Association research tracked the incidence of each of these characters in various business sectors and found that the Retail sector performed very poorly across Australia – 89% of those surveyed had encountered problems in the Retail sector over the past 12 months. 

 As consumers, this finding may not be surprising to us as the Retail sector is made up of a large number of small businesses, which typically engage least in training. There is no doubt that this lack of training contributes to this poor performance in the eyes of the customer.

This situation however, should be of great concern to Australians generally as the Retail sector is the ‘front end’ of service to our tourism industry, and as such should be providing leading edge service. 

Source: Steve Simpson Keystone Management Services

Don’t forget to Smile

Good customer service is a vital skill for front-line staff in all organisations.

Companies / organisations, whatever their size, need to recognise that customer-service training is essential in today’s competitive market with demanding customers.

Do not assume your staff/volunteers are naturally savvy about customer service.  It is a skill that needs to be taught to most staff.

Implement an effective training program that incorporates Induction, on the job coaching, refreshers and other ongoing training.

Is Training Required?

Ultimately, ask this question to assess if training is required: 

"Does the staff member/volunteer know how to fully and consistently
meet the required performance standards for an accountable task?"

 If the answer is "No" then training is needed.
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If you don’t know where you are going, any road will take you there

Lewis Carroll in Alice’s Adventures in Wonderland (1865)

Training Needs Analysis 6 Step Model

1 Determine key priorities for your organisation.  Do this via review of mission statement, goals and aims.  Review existing data (surveys, reviews). 

2 Assess the current state of skills, knowledge, and abilities of the current and/or future employees then look at the desired situation for organisational and personal success.  

3 Ascertain the training and development needs of individuals via Needs Analysis.   Remember that actual needs are not always the same as perceived needs, or "wants". Determine learning objectives and precise training requirements. this proactively formally or informally via a mix of the following:

· questionnaire, 

· training needs analysis request form, 

· volunteer / staff briefings,

· on the job 

· direct observation 

· questionnaires 

· consultation with persons in key positions, and/or with specific knowledge 

· review of relevant literature 

· interviews 

· focus groups 

· tests 

· records & report studies 

· work samples  

4 Collate and analyse the associated data into an overall Training Needs Analysis.  This phase is the building block of a training program. It is the basis for who must be trained, what must be trained, when training will occur, and where the training will take place.  Match those needs to your current training program (or available training programs).  Factor in available budget versus cost. 

5 Create a training profile and draw up a Training and Development plan and publicise.  Identify the types of courses or on-the-job experiences requested, the number and levels of people requiring training and the number of sessions needed. The plan should list all of the courses scheduled, the types of employees identified as ideal participants, the dates, venue and session times. Publicise the training and development plan to all staff, preferably providing individuals with personalised notice. 

6 Implement and evaluate the training.  After successful implementation, evaluate the effectiveness the training at a specific later date to ensure management and staff are satisfied with the outcomes. Performance feedback sessions may also provide a good opportunity to assess whether all recommended training sessions were delivered. Monitor training program and search for and be receptive to continuos feedback and recommendations for subsequent training and development programmes.
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Perspectives of Volunteering 

Of the respondents to the volunteer survey conducted by the Australia Bureau of Statistics in 2000, the following is a list of the current reasons they provided for being a volunteer:

·  Help others/community – 47% of respondents

·  Personal satisfaction – 42.7% of respondents

·  Personal/family involvement – 31.3% of respondents

·  To do something worthwhile – 29.5% of respondents

·  Social contact – 17.9% of respondents

Less common reasons included ‘to learn new skills’ (6.7% of respondents) and ‘gain work experience’ (3.9% of respondents). Source: Australian Bureau of Statistics (2001). Voluntary Work Australia 2000, Catalogue No 4441.0, Canberra, AGPS.
Benefits of Volunteering
Organisation Benefits

·  Capability to do more with available resources

·  Job skills and experience gained from volunteers

·  Expansion of services or programs offered

Volunteer Benefits

·  Meet new friends

·  Learn new skills

·  Gain confidence

·  Improved quality of life. Older volunteers have been reported to score higher on quality of life measures compared to non-volunteers2.

·  Increased earnings capacity. It has been reported that the return to volunteering amounts to 6-7% of annual earnings3.

2 Source: Wheeler, J.A., Gorey , K.M. and B. Greenblatt (1998). “The Beneficial Effects of Volunteering for Older Volunteers and the People They Serve.” International Journal of Aging and Human Development 47 (1): 69-79.

3 Source: Day, K.M. and R.A. Devlin (1998). “The Payoff to Work Without Pay: Volunteer Work as an Investment in Human Capital.” Canadian Journal of Economics 31 (5): 1179-1191.
Working with Volunteers

Some points to consider in relation to the volunteer & paid staff relationship:

·  Voluntary activity should complement the work of paid staff, not substitute for it

·  Paid staff should be consulted regarding any changes to the level of voluntary activity

·  Various elements should be in place to support the relationship (clearly defined job descriptions, complaint handling procedures, clear communication channels, rewards systems and training)
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Perspectives on Training

Core components of a training mix for any organisation must always include Customer Service & Product Training

How adults (including volunteers) learn.

· Adults must want to learn

· Adults will learn only when they feel a need

· Adults learn by doing

· Adults learn by solving realistic problems

· Experience affects adult learning

· Adults learn best in an informal environment

· Adults respond to a variety of teaching methods

· Adults want guidance, not grades

Improving Customer Service

The key to improving service is putting in place some service standards

for dealing with customers.

An effective way to do this is to get staff involved in generating the standards the business would like to set with respect to;

· the presentation and appearance of the Centre, 

· how visitors are greeted, 

· how we answer the telephone, 

· Volunteer and staff appearance, 

· and other relevant aspects of service 

Each service standard can be considered by asking volunteers and  staff to consider why it is important, and who has responsibility for it. 

Where are we all headed?

How to provide a context in which to learn?  

Utilise:

Position Description, The Organisation Goals, Aims and Mission Statement to produce inspiration to be better and encourage self leadership 
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Influencing Factors Affecting Outcomes

Current pool of staff/volunteers

Existing skills, knowledge and capacity to learn

Leadership qualities of Managers, Supervisors and Staff.  

· Leadership will empower volunteers to progress in your organisation in order to achieve goals and mission.  

· Leadership will bring about empowerment.  

· Empowerment is about change.  

· How many of you here can truly and honestly say they are open to change?  

· Why change?  Change can bring about positives.... 

· Change starts with you... 

Change Management Activity 

· Implications for change & Leadership

Summary of Presentation

· What is Training?

· Why train Customer Service?

· Current levels of service survey results

· Is Training Required?

· Conducting a Training Needs Analysis – 8 Step Model

· Perspectives of Volunteering

· Perspectives on Training 

· How Adults/Volunteers Learn

· Improving Customer Service

· Influencing Factors Affecting Learning and Development Outcomes

· Change Management Activity

· 7 Reactions to Change

· Question Time

Any Questions?
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