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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. 
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1.i. Benefits of training particularly in context of business performance, improved productivity, icrease sales, reduction in labour turnover, reductions in waste, quality improvements, greater organizational commitment, reductions in accident, greater flexibility.
1.ii. The recognition of training requirements normally flows from staff appraisal process. A number of areas have to be thought about ex. New staff requiring induction training, when planned changes need new skills or knowledge, or when the individual performance is not up ti the required standard. And it is benefical ti think of types of jobs. Collect all the training requirements, you have acknowledged and place them in the order of priority. Compare and contrast training requirements.

1.iii. Staff training is the key task to help everyone in the company to be more united. When the company trains their own staff by providing and forming a harmonious atmosphere, team spirit will be built between employees and management. Training helps to increase knowledge and skills of an employee in the performance of a particular job. Improves quantity and quality.
1.iv. Was the entire plan completed? What were the problems encountered? Think over the facest of the program that worked the best and worst. What has this taught you? Which techniques were more successful which were not? What priorities should be established for future trainings? What benefits did the training activities bring to the business?
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1.v. Steps in the training program are preperation, delivery, trial and error, follow up. Preperation means get ready, teh trainer has to plan all elements of the tarining session. Delivery means show me. When showing skills, the trainer has to think of the presentation from the trainee's view point. At the trial and error point in the process of training, the new worker provides a demonstration of skill to the trainer, who after observing the initial attempt, provides quality criticims of their performance. The follow up means 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.

Activity:


Handling customer complains effectively.


First I explain them how should handling the customer's complains. After Role-
playing allows the trainee a chance to practice customer service situation by acting 
the part prior to doing the job in reality. Practic many different situations and many 
different customers's types (forexampl: angry customer, very old people etc.)
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