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Clifford Welch 1493
Diploma in Hotel Management Level 4
Unit 5
Question 1
I. Outline the benefits of training particularly in context of business performance.
Training employees presents many benefits in business performance, these include: increase work productivity; decreased staff turnover; increased sales; improvements in customer service; a reduction in wastage and mistakes; heightened customer and employee satisfaction and an increase in staff morale and motivation resulting in more flexibility and willingness of staff members. Failure to train staff members can be more costly due to an increase in mistakes and lack of care, resulting in customer dissatisfaction.

II. How should a manager identify training needs of the staff?
A manager would identify the training needs of staff members by conducting regular appraisals, these identify areas where a staff member or their team are lacking in performance. Customer reviews may present areas of the hotel in which certain aspects need to be addressed. Monitoring of departments working together can also present areas for concern or praise. The knowledge, social interactions and work ethics need to be identified to understand the training needs. New staff members will undertake an induction programme to train them in the department, this can also identify other staff members which are lacking in the require skills. 

III. What could be the aims of training programmes in hospitality?
Within the hospitality industry it is essential to conduct training programmes as most employees are in the fore front representing the business with the client, therefore it is crucial to achieve the aims of the training when conducted. There are many aims of training, firstly the business needs to increase the productivity of their staff members; by boosting staff knowledge, morale and motivation through training, promotions and in some cases incentives, this will in return enhance the company’s reputation, sales and profit and overall productivity. Another aim is to keep the cost of training to a minimum, this can occur via promotion of staff and effective training programmes as it reduces learning time and enhances staff productivity and competency. Within hospitality a main aim of training is to ensure there is constant high customer service, this will ensure customers are dealt with in a professional manner. Staff members can learn methods of dealing with complaints and difficult customers through the most effective method possible, reducing management interaction and time. This in turn increases customer satisfaction; ultimately boosting the business.

IV. How is a training programme evaluated?
To evaluate a training programme the management team must address the aims and objectives set out initially to understand if they have been met or not. If they have been met then the training programme has been successful, often this cannot be identified straight away as monitoring the staff in the work place will ascertain this. There are a number of questions that can be asked to evaluate the programme, these include:
· What were the difficulties? How can these be rectified?
· Was the initial plan conducted?
· What were the best & worst parts? How can these be rectified or enhanced?
· What were the most successful aspects?
· What are the future priorities?
· Have there been any benefits to the business since?
Four aspects should be considered during the evaluation process, these include:
1. The reaction from customers, are there are any improvements?
2. Have the staff members learnt and gained more knowledge towards their work?
3. Has the behaviour of the employee improved?
4. The measurement of results, how has the company boosted from the training e.g. sales.

V. Outline the steps to conduct a training programme which could be of maximum benefit for the hotel.
The following steps should be considered by management when conducting a highly beneficial training programme within a hotel:
· Determine what the main areas are that need to be addresses, the most important areas first. Prioritise, as realistically not everything can be addressed in one session. This may be department specific e.g. housekeeping, front desk etc.
· Determine if an induction training programme should occur.
· Decide on the time scale of the training, this helps with the evaluation. More serious issues may take longer to rectify and train. 
· Identify how many members of staff will be trained in one go, too many could result in a less beneficial outcome.
· Decide on the logistics e.g. who will carry it out, at what time on which day and where it will occur. 
· Plan how the training will occur e.g. role playing, real-life situations, presentations etc. Identify what resources and budgets are needed.
· Identify the aims and objectives so evaluation can occur easily.

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’.
New Employee Induction Training Programme
Aims & Objectives:
· For all new employees to undertake and complete the hotels Induction Training Programme.
· To reach the high standard of customer service the hotel expects from all employees.
· To enable the staff members to effectively and professionally handle customer queries and complaints.
· To enable the employees to understand all aspects of their position and identify any issues that may arise.
· Familarise new recruits with the hotel and health & safety/fire procedures.
Number of Trainees: 6.
Whom will conduct the training: Hotel Manager & Front Desk Manager.
Time Scale: One full day. If further training is required later this will be addressed and decided by management after evaluation.
Location: Hotel training facility/Conference room. Evaluation at the Front Desk.
When: On recruits first day.
Resources required: Presentation (computer & projector), step by step guide for front desk operations, written scenarios for role play, Internet access (for Trip Advisor reviews), and customer feedback forms. SOP booklet for that role, health & safety and fire procedures.
Method of Training:
· Familarise the new recruits with everyone in attendance.
· Explain the aims & objectives of the training session, what they will be expected to achieve by the end of the day.
· Introduce the hotel establishment, and cover health and safety and fire procedures.
· Familarise the new recruits with the roles and responsibilities they will be doing. Hand out SOPs for them to read in their own time. Show them the computer programme they will use at the front desk (if possible).
· Interaction with new recruits to understand their abilities already regarding customer service, set role play activities.
· Presentation/Video of how the hotel expects the employees to interact with customers and the level of service provided. Go through the Do’s & Don’ts of dealing with customers, explain how to deal with complaints and when to involve management. 
· Relook at the role play activities, and discuss how they could improve their skills. Conduct more role plays, to show improvements. Role play will involve a range of scenarios, including complaints and difficult customers.
· Evaluate their performances and discuss one on one their strengths & weaknesses. Identify where they need to improve together. 
· Look at the customer feedback and Trip Advisor reviews and discuss as a group areas that need to be improved and potential solutions.
· Time allowed for questions to be asked and issues to be addressed. 
· Take the new recruits to the Front Desk to allow them to observe employees dealing with customers. Allow them to shadow a member of staff.
Follow Up:
· Monitor the new recruits within the working situation, dealing with customers and their customer service skills. 
· Use a mystery shopper to see how well they deal with a complaint/difficult customer.
The follow up will allow for managers to decide if the training programme was successful, or if further training is required.
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