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1. Give short answers for the following questions: (20)

I. Outline the benefits of training particularly in context of business performance.

Training can be beneficial for business performance due to the following reasons

improvements in productivity
improved sales per transaction
reduced wastage
lower levels of staff turnover
improved service quality
improved customer satisfaction
improved employee satisfaction, and 
increased employee flexibility.

II. How should a manager identify training needs of the staff?

The basis of training needs normally flows from the staff appraisal process. There are various areas to consider. These could include:

where individual performance of staff is not up to the standard
where an identified business objective requires all staff to be trained to be more effective 
new staff needs induction training to understand the company’s mission, vision, values, and internal procedures and process better.
if there is planned changes then training is required to develop new skills or knowledge
when individuals or teams will be changing jobs in the future and training builds their personal development. This could also be beneficial for internal transfers or promotions

III. What could be the aims of training programmes in hospitality?

The aims of training programs in hospitality is to:
· Improve productivity
· Increase sales
· Reduce labor turnover
· Reduce in waste
· To improve quality
· To create greater commitment
· To create awareness and reduce accidents
· To create flexibility

IV. How is a training programme evaluated?

One has to ask certain questions to identify if you have achieved the aims or objectives of the training. These questions during the evaluation process could include:

Were you able to carry out the entire plan? Were there difficulties and problems?
How might these be overcome in future?
Consider the elements of the training programme that worked best and worst. What
can you learn from this?
Consider the training undertaken in detail. Were some techniques more successful than others?
What are the priorities for the next period? Can you now concentrate on things that you identified but were not able to achieve in the earlier period?
Finally, using the objectives set out earlier, what business benefits have been achieved through the training activities?

V. Outline the steps to conduct a training programme which could be of maximum benefit for the hotel.
There are preparation four steps to conduct a training program. These steps are preparation, delivery, trial and error, and follow-up.

1. Preparation

Preparation is about identifying the objectives for the trainees. This will identify to the trainees what they could expect to know by the end of the session and the possible behaviour changes. During this process it is important to be detailed in explaining the step-by-step procedure or process so that the trainees are clear on what is expected. The trainer should also ensure that all support materials are available for the training and that all equipment is in working condition when delivering the information, this could include, printed handouts or notes, videos, DVD’s, is there enough copies available, is the projector working and is the training material following in sequence. At the end of the session there will be review questions. This method is also called GTT (Group training techniques and is used for groups between 5 to 20 people)

The normal format would be

· Course name
· Objective
· Body
· Conclusion and Feedback session

2. Delivery

The delivery process is the actually voice and body language delivering the message from the trainer to the trainee. It has to do with the way the trainer stand when giving examples, can the trainee see and how does the trainee experience what he/she sees. What voice tone is used when delivering the message, as it is not only about what is said but how it is said. It is important not to look down on an trainee else it could effect the trainees confidence

3.  Trail and error

This is the stage where the trainee should show what he knows or learned and will be observed by the trainer and sometimes corrected where he goes wrong, if appropriate. This type of training is normally associated with on-job-training.

4.  Follow up

It is important to follow up with the trainee to ensure that all elements of the training has been followed and understood. The trainer could keep a file on hand marking progress and all elements of training that was completed


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 customer complaints effectively’ (10)

TRAINING PLAN

HOW TO DEAL WITH CUSTOMER COMPLAINTS EFFECTIVELY
Introduction
There are 7 stages or phases when designing a training plan. I will use the 7 phases to develop a training plan to deal with customer complaints effectively
The Training Plan
1. Write a performance standard
I will write a performance standard that will fit in with the mission, vision and values of the company in dealing with customer complaints. 
2. Writing the training objective
Def Objectives: “A trainers goal: a statement, in performance standard terms, of the behaviour that show when training is complete” (Supervision in the Hospitality Industry: Leading Human Resources, John R Walker and Jack E Miller, 6th Ed, 2009:248)
This means that the objective will be setup as: By the end of this session you will be able to confidently deal with customer complaints as per the companies standard operating procedure. You will also be tested to ensure that you understand all procedures involved.
3. Develop the standard procedure
This is also referred to as a SOP (Standard operating procedure). All the training will be based on the SOP to ensure accuracy in dealing with customer complaints. The procedure is normally written by the HR manager or HOD of the department if it is not universal.
Walker et al. 2009:250 indicate that the writing or development of standard procedure could be referred to as
Task 1: Procedure 1 – 9
Task 2: Procedure 1 – 30
Task 3: Procedure 1- 45 etc
In this case I would recommend the writing of a single procedure to deal with customer complaints and identify in it the methods that should be used

4. Develop the unit training plan
This is the stage where actual training information will be transferred to the trainee
· Training objectives – How to deal with the customer and the complaint as per company procedures
· Training session – How long will the session be and is it one or more
· Checkpoint – This is also known as a progress point or to see if the trainee is en route to achieve the objectives. I would use a small test to establish the trainees understanding of the subject matter
· Methods –  is it a class room environment, should you use a one-on-one or on job training session, should you use roll play during the training session for example, where one member of the group can be guest and the other members can try and solve the complaint by using the information that was obtained from the objective
· Location – Where will you offer the training, in a conference room, board room, hotel rooms, outside venue
· Materials – are all relevant materials available and in good working order, i.e. overhead projector, tables, chairs, electrical points, flip chart, writing pens, note pads, marker pens, etc
5. Pre-test: Perform a unit test
This is to establish understanding 
If negative than follow point six
If Positive than follow point seven
6. Carry out training plan
· Repeat the training if the trainee doesn’t understand
· Try a simpler example or approach to explain the job function or how to deal with customer complaints
· If nothing else works – terminate (Walker et al. 2009:248)
7. Positive Result
Put the staff member to the test and evaluate. Evaluation can be done by i.e. observing the front desk and see how the staff member is dealing with the customer complaints. This can also be validated during the assessment period
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