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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	

1. Give short answers for the following questions: 
I. Outline the benefits of training particularly in context of business performance. 
-improvements in productivity.
-improved sales per transaction.
-reduced wastage.
-lower levels of staff turnover.
-improved service quality.
-improved customer satisfaction.
- improved employee satisfaction.
-increased employee flexibility.
-greater organizational commitment.
- build a greate customers relationship .
- creat repeatable customers.

II. How should a manager identify training needs of the staff? 
The recognition of training requirements normally flows from staff appraisal process ,,mainly you are 
trying to pinpoint the knowledge work skills & social skills which the workers need for both current 
and future jobs & this kind appraisal has to be done in spicifice period  which recommended in some establishment to be done quately &  keeping in mind the following points :

1.where the individual performance is not up to the required standard.
2.where the identified business goals require all staff to be trained to be more effective Example : improve productivity or to increase up selling.
3.new staff requiring induction training.
4.when planned changes need new skills or knowledge.
5.when individuals or teams will be changing jobs in the future and training will lead to personal 
development.

III. What could be the aims of training programmes in hospitality? 
Its the key business techniques which effect service quality alwayed, customer satisfaction, profitability & sales growth It is the responsibility of all employers to make certain employees are given safe work environments with co workers who comprehend safe working techniques Likewiseemployers are required to make sure that employees carry out their jobs in a hygienic way and handle food in a way that cuts down the risks to customers.

Therefore it is important to invest in human resources through  training in order to improve the competitive position of the firm&because of the  enhanced quality innovation, continual increased productivity and in turn improved profitability that can be achieved through the training.

-Example : 
Role- playing gives the new worker the chance to confront such situations before they take place the 
aim is to make sure that the employee will be able to deal professionally and provide the service with a 
smile when the situation actually happens.

IV. How is a training programme evaluated? 

1.Was the entire plan completed? What were the problems encountered? How can they be  overcome in the future?
2.Think over the facets of the program that worked the best and worst. What has this taught you? 
3.Go over the training conducted in detail. Which techniques were more successful which were  not?
4.What priorities should be established for future trainings? Can the identified points that could  not be included before be concentrated upon now?
5.Lastly using the objectives outlined before, what benefits did the training activities bring to the business?
 All the above points are important as feedback to our selves that our training session deliver & achieve it goals.
Some establishments they  are envaluting their training  in verbal manner if the below points has seen because the result is appear & clear how its successful :
-Example :
allready after training we have upsealling & suggustive sealling & all our slow moving items allready pushed.
-Example : 
The PPA is now high & maintained.

V. Outline the steps to conduct a training programme which could be of maximum 
benefit for the hotel. 
1.flexible schedules for making training sessions available have to be set-up and 
maintained. 
2. An employee training progress chart has to be produced and displayed.
3. Content preparation and copying of the training materials have to be done in a timely fashion.
4.Cross- training even the most fundamental training programs have to include provisions for developing worker skills that will prove to be useful to the establishment. The arbitrary nature of business volume  & uncertain employee availability of hospitality industry requires staff to be versatile Cross training means training workers to carry out multiple jobs and duties is essential.
5.Developing a trainer Careful thought should go into selection of the person who will be training the new employees This individual needs to have professional attitude & be able to instil positive attitudes & enthusiasm in trainees for their jobs the selected individual has to be in management or hold senior staff position additionally, the trainer must be familiar with all aspects of the employee’s job & know training methods. Expertise of performing tasks comes with practice following the formal training. In training session, experience has no substitute the trainee will most definitely have precise questions regarding tasks, & the trainer has to be able to provide the accurate answers as fully as possible. Such answers are not always available in policy manuals or training handbooks – frequently, they are only learned by hands-on experience the aptitude to teach is vital the trainer must be able to plan a session is a systematic, incremental way. It is also equally vital that the trainer has good communication skills. The training session can include discussions, demonstrations & workshops the trainer also need to be able to conduct the following :

-Example: proffesssional using of the flip chart .

-Example : using proper coaching models such as :
- explain : explain to the trainees aboute the areas which is in need for improvment then 
- show : show them how to do it & 
- practice : allow them to practic what they learn then 
-feedback: trainer feedback they are doing well or not.







-Requested 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’


                                                                     Peparations for the  training session :

Place : meetings room                                                                                      Trainer :  Abdullah shehab            
Date : 9/9/2015                                                                                                 Attendance : Janaine,fatima                    
Time : 9:  am till  10:30                                                                                      kristin,jhon, luaise,mardel                                                                                      
Exam from : 10:40 am till 11:40 am


   

Trainer responsibile                                            Activity                                                          date of task to be acheived                       
  Abdullah shehab                                                                                                                                10/9/2015

-Introduction :
What is the meaning of handling customer complaints?             Duration 10: minits
-Example :  for handling customers complaints its recommended to be vedio tape using projector through laptop to controll the show & stop the show in each important topic , the trainer explaining aboute the show .

-Session topic : 




                
                                                                                1.  Listen

Whenever you set out to handle a customer complaint the first thing that you must do is listen. Listen to the customer to figure out why they are upset. Listen to the customer to determine whether any of your policies were not abided by or if this is something outside or not contemplated by your systems. Listen to what they want from you to resolve the issue. A refund? A replacement? Someone else to replace their current service representative at your company?

All too often we are defensive when dealing with customer complaints. Being defensive, at least at the onset, can inhibit your ability to truly understand why the customer is not satisfied with your products. They will tell you the problem, how they think it should be resolved, and give you a critical window into their thinking on the matter. So before you say anything, before you attempt to explain anything, challenge their complaint, or offer a resolution to the situation, listen.  

                                                                              2.  Understand

Next, put yourself in the shoes of the customer. Given what you now know try and see their point of view. Why did they come to you? Is there merit to their complaint? Is their proposed resolution reasonable given the issue? Until you view the issue from their perspective you cannot have a complete picture of the reason for the complaint. So always think, if I was in their shoes how would I feel?




                                                                              3.  Elevate

Once you have heard the complaint and understand the basis for the same, elevate the customer to a supervisor or manager where possible. If the issue is with the FOH employee this will instantly remove some if not all of the customer’s acrimony towards their current representative at the company allowing them to have a more open conversation with someone else. Often this move alone is sufficient to alleviate some of the customer’s concerns by instilling in them a sense of importance, that their complaint is significant enough to be elevated to someone higher in the chain of command.

One note of caution, when elevating be careful to fully inform the person the issue is being elevated to of the relevant facts prior to having them speak with the customer. If this is not done the new representative will be in a position which they must ask the customer to repeat what happened. While most customers, as part of the venting process, will gladly share their story again with the supervisor they should not be made to feel that they must do so for the process to continue to run its course.

                                                                              4. No Fighting
  
Defend if you must. But do not fight with the customer. What is the difference you may ask? Often times it comes down to tone and respect. Recall, whether correct or not your customer believes that they are correct. As such, they may be 100% wrong but fighting about the issue will only exacerbate their complaint.

Your job in handling the matter is to listen, understand, and then discuss with the customer their concerns in a calm and friendly manner while conducting an open discussion regarding the issues complained of and how they will be responded to. Fighting with the customer will never resolve the issue and will only lead to heightened aggression and anger on their part. As such, calmly defend your policies or personnel if you must but do not permit the conversation to erode into a argument at any point.






                                                                             5. Resolution
 
Offer a resolution where possible. Once you have listened and understood the customer’s complaint and have avoided fighting over the same divert the customer’s focus to how you intend to resolve the matter. Here it is difficult to include all manners of resolution which can be offered given the nature and scope of the goods and services which could be offered, but some suggestions include offering a refund or partial refund of monies paid, if warranted. Discounts on future goods or services is another popular remedy. If the issue is personnel specific simply offering to change out their representative with another will often suffice.

                                                                             6. Resolve

In every customer service situation you will ultimately come to a point of what you can and cannot do to address the issue. Most situations will be able to be addressed and the customer issue resolved to their satisfaction. Unfortunately, from time-to-time, there will be issues which simply cannot be resolved. Whether it is because the customer is requesting something that is outside of your stated policies on such matters or are simply being unreasonable in their requests. For these customers you must understand that despite your best reasonable efforts to offer a reasonable resolution they are unwilling to join you in reality and, accordingly, although our aim is always to please the customer if that which the customer demands cannot be satisfied you must maintain your best offered solution and no more.

                                                                             7.  Writing

Ultimately, when all is said and done and a resolution has or has not been reached always take the time to memorialize the same in writing. If, as in most cases, the matter is resolved to the customer’s satisfaction, you will want to send the customer a brief follow-up email confirming that the issue has now been resolved and the specific resolution involved. In those unfortunate times when a solution cannot be reached, you want to send an email clearly memorializing what transpired such that should the issue ever come back you can quickly review the email and be versed in the same as needed.

                                                                           8.    understanding &  Learning

Above all, use customer complaints as a manner to learn about potential flaws in your systems. Maintain a manner of tracking customer complaints and the resolution thereof such that, over time, trends or specific issues may be identified to the point that if you see one or more specific situations occurring with any frequency systems can be amended or put into place to address the same in the future before they become future complaints.

                                
 -Practice of handling customer complaint: let the trainees perform a role play with each other & its good if the trainer plays a customer role.
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