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Martin Betts

Assessment 5 

Give short answers for the following questions:

a. Outline the benefits of training particularly in context of business of performance.
Training is a significant tool for employee development and creating the correct structure for the organisation. The importance/benefits of trained staff towards organisational development are as follows-

Improved productivity – Trained employees produce quality and quantity output.

Increased sales - Trained employees become more proficient and will have a potential increase in sales.  

Reductions in labour turnover - Trained employees adjust to the job better and there are fewer rates of absenteeism and turnover.

Reductions in waste - Trained employees minimise wastages of resources in the organisation and work both efficiently and effectively.

Quality improvements - Trained employees produce quality and quantity output.

Greater organisational commitment - Training makes employees more committed to an organisation as the employees are provided with growth, advancement and learning opportunities  

Reductions in accidents – Trained employees who follow safety procedures and refresh create a safety working environment for all.  

Greater flexibility - Trained employees can respond and adapt to the change of demands of the organisation.  





b. How should a manager identify training needs of the staff?
Managers should identify individual staff training needs by assessing the skills they currently have and of what knowledge they possess before training is sourced.
Training can be identified by various ways through one to one discussions (supervision), observation and feedback from staff of where they think there gaps of understanding are.
Performance monitoring where targets and objectives are not met so then training just in that particular area will have great benefits to the organisation by focusing on the training in just one department.
 
c. What could be the aims of training programmes in hospitality?
The aims of the training programme would be to identify the needs of the individual that are carrying out their daily duties and tasks that have been set and how it will effectively contribute to the organisation and progression of the individual on carrying out their duties effectively.

d. How is training programme evaluated?
Training programs can be evaluated through logging down training records and carrying out various assessments:
Observing employee’s working practices and procedures they carry out and communicate any areas that may need attention.
Supervise where there maybe difficult tasks so help can be at hand and reassurance of corrective working procedures is practiced.
Communicate by having one to one discussions where specific areas are discussed and highlighting any refresher training needed or further training required.   
Evaluating the training programme and the objectives that have been set to be met by the end of the training include been able to carry out an entire plan and highlight areas of difficulties or problems, how might they be overcome in any future events.
What worked best and what was less effective, where there any techniques more successful than others and what has been learnt from the training so gain can be made for the organisation and the individual.  
 
E. Outline the steps to conduct a training programme which could be of maximum benefit for the hotel.
1. Conduct a needs analysis of the employee’s to identify needs and gaps and compile this information to analyze.

2. Document existing, prior knowledge and skills and where skills are applicable to their duties this maybe informal and accomplished on an "on the job" basis, determine how skills are being imparted to new employees and how existing employees are enhancing their skill base. Setting objectives and what will be achieved at the end of the training program.

3. Decide where and when the training will take place, out of hours of work would be more effective as pressure of service may infringe on their learning if the training requires focus that is theory and not practical. Learning a skill requires practice, so this maybe best done during service, though you may need to work alongside the trainee, and issues about planning the time period and choosing the right sessions maybe relevant.

4. Planning and implement stages of future training and agreeing times and places for the events to take place so training needs are met.

5. What subjects (Training) will be implemented on the agreed dates and times.  

6. What teaching methods would be used (lesson plan) including materials and equipment that will be required.

7. Who will be carrying out the training and having the competence to do so.

8. Identify the means of evaluating and assess the trainee’s achievement of the objective set. This maybe by demonstration, or observation whilst doing the job and may involve a knowledge test.



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 customers complaints effectively’

Handling customers complaints effectively

Venue:   Conference Room                                                Facilitator   Martin Betts 
Date: 20/12/2014                                                       Time: 10:00 AM to 12:30 PM    
Attendees:
Peter Smith 
Sarah Jones
Lucy Lamb
Robert Hall
Christine Collins
Barbra Dickins 

	Time
	Subject
	Objective 
	Teaching method 
	Course Material
	Evaluation 

	10:00
	Introduction to the work environment
	Familiarise with surroundings and procedure.   
	PowerPoint and communication
	Projector/Screen
	Discussion & Questions

	10:20
	Different types of customers .i.e. services to the hotel, Guest etc.  
	Categorise the type of complaint and to who will deal with it.
	Discussion, Debate.
Split into teams
(Interaction)  
	Flipchart Board
Markers 
	Cross-reference answers & have a final holistic Chart from results.

	11:00
	Severity of complaints & best remedies  
	Understanding importance of resolving complaints.
	Role-play
Discussion  
	Tables 
	Knowledge Test at the end of training session.

	11.20
	Hotel policy & Procedures of complaints  
	To follow protocol within time frames given
	Reading & observe feedback
	Hand-outs/ Policy on Complaints 
	Discussion & Questions on their understanding of the policy & procedure. Test  

	11.50
	Consequences of complaints. 
	Understand how complaints effects business 
	PowerPoint and communication 
	Projector/screen
	Test at the end of the session 

	12.10


	Knowledge Test 
	Have a good sound knowledge of dealing with complaints.  
	Answers from questions been set.
	Hand-out test papers.
	Answers from test

	12.30
	Feedback 
	Knowledge Gained 
	
	Hand-out 
	Feedback from what has been learnt.
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