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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. 
	Please insert your completed assignment ( in word format)  here:
Assessment 5 – Training and Development
Question 1
I. There are many benefits of training to enhance business performance, these include increasing sales, reduced levels of staff turnover, improvements in staff and business productivity, reductions in waste, a greater level of organizational commitment, reduction in accidents and wastage, higher levels of quality and finally, greater flexibility within the staff. The training can boost staff morale, which in turn is highly beneficial for the company and reduces staff turnover. Overall training is essential and beneficial to any company.

II. The initial identification of the training needs is obtained from staff appraisals, therefore discussing areas where the individuals or team is not meeting the performance requirements. Team meetings will also determines areas that need addressing. When new recruits join the team they require a training induction programme to understand the establishment’s methods. If it is evident that changes to the business or aspects of the company are going to be undertaken then employees may require new skills or knowledge, therefore training must occur. Another method of identifying training needs is through feedback forms from clients and also online review sites, such as Trip Advisor.

III. The main aim of a training programme in hospitality is to increase their key resource, in this instance it is the staff employed. Therefore training enhances the skills and knowledge of staff, which in return benefits the company via greater reputation, increased sales and productivity. Another aim is to help reduce the learning time for employees either changing position or being promoted as the skills learnt enhance the competency as quickly as possible. This in return reduces costs to the company. One of the most important aims are to ensure employees provide the best possible quality of customer service, this enhances the reputability of the establishment. Also ensuring employees can handle customer complaints should they arise, this aspect is vital as many situations can be rectified without management involvement.

IV. The training programme should be evaluated by determining if the objectives initially set out were met. There is a business model often followed to understand it the objectives are met, the Kirkpatrick 4-step model. The four steps are:
1. Level 1: Reaction – this looks at the customers reactions to the potential improvements in service provided.
2. Level 2: Learning – this looks at how the participant reacted to the training, the knowledge and skills they gained.
3. Level 3: Behaviour – this identifies the behavior of the participant following the training. 
4. Level 4: Results – the measurements of results obtained from the training e.g. increased productivity and sales, reduced staff turnover and improved work quality.
The following questions should be considered when evaluating:
· Was the entire plan carried out? 
· What were the problems/difficulties? Can these be addressed and resolved?
· Which aspects worked best and worst? What can be learnt from this?
· Were some techniques preferred to others?
· What are the future training priorities?
· What are the business benefits achieved?

V. The following steps need to be followed to conduct a beneficial training programme to staff members of a hotel:
· Understand the areas that need to be addressed, e.g. customer relations, front desk duties, housekeeping etc. Determine whether induction training needs to occur.
· Determine a time scale the training needs to be conducted over, if there are more serious issues then a longer time frame may occur. Setting a time scale helps determine if the training has been successful. 
· Set realistic targets for achieving the training goals. 
· Determine how many members of staff will be training at once, and when and where these will take place. 
· Organise and plan out what resources will be required for the training e.g. videos, props for role playing, software used in the hotel.
· Decide on methods to evaluate the training.

Activity
Aims & Objectives of the Training Programme:
· For the employees to complete the required Induction Training for the hotel.
· For employees to enhance their customer relations techniques.
· By the end of the training the trainees will be able to handle customer complaints effectively, knowing the correct methods set out by the hotel.
Time Scale: Day workshop, with follow up workshops (if required) & for evaluation purposes.
Number of employees be trained: 6.
Induction Training: Yes
Who will conduct the training: Customer Service Manager & Front Desk Manager, with input from the Hotel Manager.
Resources required: Training videos, scenarios, hotel procedures information booklet (SOP), poster with Do’s & Don’ts of dealing with customer complaints, videoing equipment, customer service information booklet, online reviews (e.g. Trip Advisor) and feedback forms.
Where the training will take place: Conference room at the hotel & at the front desk (to evaluate the staff in real situations as a follow up).
Methods of training to be used:
· Firstly, initiate the induction training required for new members of staff. Familarise the new recruits with the methods used by the hotel, other staff members and the site so all knowledge needed is given to them. 
· Deliver a SOP booklet and customer service information booklet for the trainees to read through.
· Initiate a scenario where a customer is complaining and a staff member must handle the situation. Get one trainee to act as the complaining customer and another to try and rectify the situation. This will show where the new recruit are lacking or excelling in the area. Get 3 of the trainees to play the customer & the other 3 to play the employee.
· Video the role-playing to show back to the trainees, to evaluate and constructively criticize where improvements can be made.
· Discuss how each individual would have dealt with the situation, and evaluate remarks.
· Play a short training video to show how the professionals suggest these situations should be handled.
· Present a poster of do’s & don’ts for dealing with complaining customers. 
· Relook the scenarios and get the other trainees to try out the role playing, using the information learnt to improve their techniques.
· Look at feedback forms & online reviews and discuss solutions as a group. Also look at positive reviews of the customer service, this will keep the trainees motivated. Showing the positive expectations of the hotel.
· Make sure throughout the training that there are chances for the trainees to ask any questions about the information provided.
By this point the trainees should have been provided with enough information to put into practice; staying motivated as there are many positive aspects.
Follow Up: As a follow up to the training the front desk manager can watch the trainees in action with customers, and if required address any issues personally with the individual. A further follow up would involve bringing in mystery shoppers – this will guarantee the new recruit will have to deal with a complaining customer, and put all the information into practice in a real life situation. From this, evaluation of the effectiveness of training will be evident. 
Do’s & Don’ts of Customer Complaints for the Poster:
Do’s:
· LISTEN – it is essential to listen attentively to the customers’ complaints, criticisms, frustrations or grievances. The employee must be patient, friendly, calm and attentive.
· HAVE AN OPEN MIND – make the customer feel comfortable and be open to their suggestions.
· APOLOGISE – Express you are sorry in a polite way. “We are terribly sorry for the inconvenience” “How can we work to solve this problem together?” “I can imagine your frustration, let’s see what we can do…”
· ASK QUESTIONS & MAKE NOTES – write down any vital information so nothing is forgotten. 
· ADMIT THE PROBLEM – if a solution can be suggested, do this. Explain the actions that will follow. Explain what you can do yourself, and gently explain what you cannot do. 
· INVOLVE THE CUSTOMER – if possible provide multiple solutions so the customer can choose.
· FOLLOW UP – make sure all complaints are followed up so problems are addressed and rectified.
· THANK THE CUSTOMER – for drawing your attention to issues, this will improve the hotel for the future.
· Make sure the customer doesn’t leave feeling embarrassed, even though sometimes they are wrong.
DON’T:
· ARGUE or INTERRUPT – this will only make the situation far worse. Let the customer finish before you suggest solutions.
· LOSE SELF CONTROL – you must stay relaxed, this will keep the customer at ease and relax themselves.
· GIVE EXCUSES – this can anger customers more.
· FALSE PROMISE – do not false promise solutions to the customer, make sure you can follow through with all solutions. 
· QUESTION THE CUSTOMERS CORRECTIONS – believe the customer is correct from the start.
Try your best to rectify the situation before calling on a manager, the more you can achieve the less pressure on management. Many issues can be sorted out by the front desk before reaching management. 
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