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1.
I. Trainings have to go beyond the basic legal requirements. Training every employee has direct effect on business functioning.
The major benefits of training are as follows:
· Improved productivity
· Increased sales
· Reductions in labour turnover
· Reductions in waste
· Quality improvements
· Greater organizational commitment
· Reductions in accidents
· Greater flexibility 

II. The recognition of training requirements normally flows from staff appraisal process. Mainly you are trying to pinpoint the knowledge, work skills, and social skills, which the workers need for both current and future jobs.
A number of areas have to be thought about:
· where the individual performance is not up to the required standard
· where the identified business goals require all staff to be trained to be more effective - say, to improve productivity or to increase up-selling
· new staff requiring induction training
· when planned changes need new skills or knowledge
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· when individuals or teams will be changing jobs in the future and training will lead to personal development.
               
It is beneficial to think of the types of jobs. Make their list and then think of the relationships between them.
After completing the list of job types, produce a list of duties that have to performed in each job. This procedure of making up job descriptions aids in clearing your thinking about the range of tasks that need to be carried out and flowing from this, the knowledge, skills, and social skills required to carry them out.
Now compare individual workers performance against the needs of the jobs as required now and in the future.
Collect all the training requirements, you have acknowledged and place them in order of priority, keeping in mind their value, the unit’s goals, and the easiness with which they can be implemented.
And compare and contrast training requirements and resources required against those which are available.

III. The plan of action is born out of the identifying training needs and priorities.The training of staff are the key business techniques which effect service quality, customer satisfaction, profitability, and sales growth. The objetive is to maintain a high capacity to learn and evolve , flexibility, teamwork, communication skills , ability to make decisions and adapt to changes and even to different functions within the organization.
The purpose of the training is to train a person so you can conveniently perform a task or a particular job. Training is therefore defined as a systematic and planned business strategy, designed to enable to perform progressively more complex and responsible tasks, update knowledge and skills required by the continuous technological development and achieve an improvement of personal jurisdiction by work a source of learning and satisfaction to the person.

IV. Once the training program is finished, you have to assess its impact on the objectives established by you:
· Was the entire plan completed? What were the problems encountered? How can they be overcome in the future?
· Think over the facets of the program that worked the best and worst. What has this taught you?
· Go over the training conducted in detail. Which techniques were more successful which were not?
· What priorities should be established for future trainings? Can the identified points that could not be included before be concentrated upon now?
· Lastly, using the objectives outlined before, what benefits did the training activities bring to the business? 

The evaluation allows effective investment in training; It provides feedback to the trainer on the development of their work; oversees learning and other processes of 
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the participants during the training; indicates the degree of achievement of the objectives and the possible presence of training needs not covered; favors a feedback on the adequacy of the Training Plan, which helps improve future investments and provides data to justify training costs.

V. The recommended steps in the training procedure are preparation, delivery, trial and error, and follow-up.

Preparation: “get ready”
The trainer has to plan all elements of the training session. The initial step is to get the behavioural objectives for trainees in order. Such objectives will pinpoint what every trainee needs to know once the session is completed and it will allow the trainees to attain the desired changes in behaviour. The objectives will help trainees in building their knowledge base as they develop skills. Behavioural objectives should outline what the trainee is required to know, how well they should be able to do it, and by when the task should be finished.
After getting the behavioural objectives ready for every training session, the trainer has to know the way to present the new skill to the trainee, link the skill to other parts of the employee’s job, go over the presentation area, session scheduling, and provide ancillary materials. 
The trainer has to start by explaining what is expected of the trainee. Next, the main instructions have to be repeated.Trainers always have to explain slowly and check that the trainee comprehends everything said as he or she continues the session.

Delibery: “show me”
When showing skills, the trainer has to think of the presentation from the trainee’s view point. 
Every industry has its own terminology. Trainees need to become acquainted with this terminology during training.
The trainer is encouraged to think out loud, explaining every step and its importance as the skill is established. The trainee can then logically follow the demonstration. If there are questions, the trainee will be more confident inquiring about them. Upon completion of training, The front office manager needs to observe how the employee carries out his duties. If the skills are carried out in an appropriate way, it means that the training was successful.

Trial and error: “let me do it”
The new worker provides a demonstration of the skill to the trainer, who after observing the initial attempt, provides quality criticism of their performance. The behavioural object is beneficial at this stage as the trainer can use it to establish if the employee is carrying out the skill in accordance with the desired standards. The trainee has to be encouraged to repeat a procedure as often as needed to master the skill and reach the desired goals. The trainer needs to clarify how long the trial-and-error period lasts. Some added training may be necessary.
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Follow-up: “check my progress”
The trainer has to follow up after the program has run its course. It is an essential final element in any solid training program. The trainer can create a training tickler file, a database that maintains a record of the training sessions and alerts trainers to vital upcoming dates for every new worker, listing the name of the training session, its date, comments, and follow-up date. 

Activity

Introduction

All training has to begin with clear comprehensions of the objectives and purposes of what is to be achieved from the training sessions. The aim is to train 6 new employees in ‘handling customer complaints effectively’.
Therefore , there is a need for training to improve the performance of new employees in customer service. So, after the identifying training needs and priorities, the identified need should be met right away.
The aim is to foster quality assurance in service delivery for optimum operation of the Tourist System.In order to achieve quality standards in the provision of tourism services , it requires that staff are trained to solve the typical and atypical situations of their work environment.

The Training Plan

 Specific Objectives:
· Establish criteria that will meet the training needs of staff working in the reception area .
· Determine training requirements in the reception area of personnel working in the hotel.
· Analyze training needs in the reception area of personnel working in the hotel.

Propose a Training programme whose the first step was the identification of needs, not only of workers receiving , but also contrasted with the quality standards of the hospitality industry.

Carry out The Training Plan
· The training programme will be held in the conference room of the hotel where the new employees are going to work. 
· The plan will be geared towards a specific group of the staff, 6 new workers will joined  our customer service team.
· There may be necessary series of different sessions building on integrated set of skills – I would train in completing a separate task in every session.
· The plan will last for two intensive days. 
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· What is expected of the trainee after the session; They understand the  nancee nceto a conflict , it is  service team                                                   nancee nceto a conflict , it is  service team                                                   bebebebebebeWhen  importance how it is treated . The important thing is to avoid confrontation ( as no matter who is right ) , listen and find a solution satisfactory to both him and the company . Thus, it will be possible to retain it.

Developing a Training Programme

Planning and creating a training program for front office employees includes pinpointing the errands performed by the front office staff, setting up step-by-step procedures for every errand, choosing who will be doing the trainings, administering the program, and reviewing the steps in the process.
Designing a training plan for customer service, ‘handling customer complaints effectively’.

A step-by-step method to fulfil the job of guest’s complain can include the following:

1. Put yourself in the place of the customer and strive to create a warm and friendly atmosphere.
2. To thank the customer to formulate their complaints.
3. Show understanding customer dissatisfaction and apologize for the inconvenience that the company has been able to lead.
4. Listen carefully to the client and help to put into words their dissatisfaction.
5. Develop customer open questions: when, where and how.
6. Apologize if the customer complaint is justified and ensure that it will be resolved in the shortest possible time.
7. Search for a joint solution to the problem and have, therefore, consider proposals for resolving customer complaints.
8. resolve complaints as quickly as possible. 
9. Ensure that the client understands and accepts the conditions of the company to gain trust over time.
10. Contact the customer once it has responded to their complaint to ensure that it has approved.
11. Never forget that customer complaints require a prompt and fair treatment.

Methods of presentation that I would implement

Skill demostration: skill demonstration of particular task is done by the trainer to show to carry out certain jobs. The trainer will carry out the skill in an orderly way and then, allow the trainee to practice, with the advantage of the trainer’s presence to provide constructive feedback on the spot.

Role-playing: allows the trainee a chance to practice customer service situation by acting the part prior to doing the job in reality. 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. Trainees can be taped in role-playing sessions. 
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This can be reviewed later with the employee to give feedback on their performance. The trainer can make an analysis of the worker’s eye contact, diction clarity, speed of speech, poise, dress, and posture.

Commercial videos: Many commercially produced videotapes are made available by the Educational Institute of the American Hotel & Lodging Association, which front office managers may utilise when they train front office workers. These tapes depict customer service situations, allowing new workers to see how different customer relations are handled by other front office workers. The tapes should be previewed by the trainer and a list of discussion questions prepared to make sure that the employee comprehends the aim of the tape and is able to apply what is seen to the job.

Trial and error: At this point in the process of training, the new worker provides a demonstration of the skill to the trainer, who after observing the initial attempt, provides quality criticism of their performance. The behavioural object is beneficial at this stage as the trainer can use it to establish if the employee is carrying out the skill in accordance with the desired standards.

Follow-up: The trainer has to follow up after the program has run its course. It is an essential final element in any solid training program. The trainer can create a training tickler file, a database that maintains a record of the training sessions and alerts trainers to vital upcoming dates for every new worker, listing the name of the training session, its date, comments, and follow-up date.

Evaluating the training undertaking

Once the training program is finished, I have to assess its impact on the objectives established by me.

If the entire plan was completed, if there were not problems encountered, if the techniques used were successful, lastly, if the objectives outlined before were archivied, means that the plan was successfully completed.

If there were to some issues to make better, it would make proposals to improve the training plan for the future.
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