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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.i.  Outline the benefits of training, particularly in the context of business performance.

There are numerous benefits of training, particularly in the context of business performance. Training facilitates an increase in knowledge and skills of employees which if targeted to the role they are performing should increase their productivity leading to greater profitability for the hotel. Other benefits with respect to business performance include: further sales, up-selling for example or more sales per hour due to bar staff efficiency; less waste of resources (equipment, supplies and personnel) and time; increased staff retention; less workplace accidents (a risk mitigation strategy), better quality service leading to greater customer and employee satisfaction; and increased employee utilisation.  Good quality staff should aid in enhancing the reputation of the hotel’s brand.

Well trained productive employees should experience greater job satisfaction and increased motivation due to positive feedback from customers and their supervisors which should lead to greater commitment to their employer. A more stable workforce should follow leading to less ongoing training needs merely to get personnel to the hotel’s minimum performance standards. Training can then be targeted to upskilling for better service offerings which may lead to greater revenue and profitability.  

As a consequence of training, employees should become more familiar with their job requirements, and with additional knowledge and practical skills; there should be an improvement in their capabilities; with a corresponding increase in productivity.  Furthermore, there should be a reduction in supervision required because skilled, motivated employees only need to be mentored to ensure they are focused on the hotel’s requirements as opposed to being micromanaged to maintain elementary 
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standards of performance. 

In organisations where there is a culture of training to achieve higher performance, it is reasonable to assume there would be an increasing ability to adopt new technologies and processes as well as a focus on innovation and new products which may assist a hotel in differentiating itself from its competitors.  This may enhance the image of the hotel in the market leading it to becoming a destination of choice for discerning guests and customers who hopefully have a greater spending ability.

The possession of useful skills enhances an employee’s value to their employer in the medium to longer term because they not only possess the appropriate skills for their current role but they may also be suitable for promotion in the longer term reducing the requirement for the hotel to recruit externally to meet the needs of future senior appointments.  Internal promotion should lead to saving of recruitment costs, direct and indirect, associated with inducting senior personnel into the hotel’s culture and its operating processes enhancing business performance.  

In summary, training essentially changes the behaviour of the individual employee improving his or her performance facilitating financial benefits of more revenue generation with a reduction of costs resulting in enhanced profitability for the hotel.

1.ii  How should a manager identify the training needs of the staff?

The identification of training needs of staff should be undertaken with precision in order to ensure the investment in training facilitates the best outcome for the hotel and its employees.  As a general proposition, a manager should consider: the role of each employee and what they are to achieve and contribute to the hotel; and whether each employee has the necessary skill set and knowledge to accomplish this.  If there is a delta, the manager must identify the relevant training to address any deficiencies. 

The identification of training needs would flow from a managers observations of the performance of individual employees or groups of employees, or be as a consequence of introducing a new service offering or technology, or flow from the formal appraisal process, or be identified from customer feedback.   Additionally, staff should be consulted as they are likely to be able to identify for their manager their training and development needs.  The identification process should be undertaken in light of the relevant job description(s) to ensure any training is grounded in the needs of the job the employee is performing or may undertake in the future.  Otherwise, it may be difficult to justify the training and to ensure there is a sufficient nexus between the employee’s role and the training provided to him or her.

The next step would be for the manager to clarify the capability deficiency whether it is technical or behavioural which is needed for present and future roles.  The 
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manager would do this by considering: any shortfalls in the employee(s) performance ideally in light of his or her job description; any new skill sets required to meet the hotel’s strategic or business plans, e.g. the introduction of fine dining including Gueridon Service; new personnel requiring induction training; introduction of new technologies e.g. a new Property Management System; or as a consequence of job rotations for professional development; or promotions.  During this stage, it is wise to consider not only current needs but also what skills may be required in the future.

The next step would be to characterise the types of jobs, list them and then ascertain any interdependent relationships.  This would be to gain an understanding of what employees need to know in order to perform their jobs; a form of task analysis.  During this process the manager would consider: the tasks to be performed by an employee(s); their frequency; their importance; the knowledge or skills needed to perform the tasks; the difficulty of each task; and the availability of relevant training.  The manager should then consider if there are differences between high and low performing employees with respect to each task and if there are differences between experienced staff and inexperienced personnel in undertaking these tasks.  The manager would then have to determine if training would enhance the job performance of the low performers and the inexperienced.  If training would enhance performance, training would be worthwhile but if not, the manager may have to make harder decisions as to whether to impose stricter supervision, if possible, or to terminate the employment of such staff.

Additionally, a manager in his or her deliberations should consider if it is appropriate for the needs of the hotel to create deep specialists through training or to create well rounded generalists.  Specialists would enhance a product or service offering but may reduce flexibility.  For example, for a hotel offering morning and afternoon teas featuring exquisite French pastries and freshly baked scones, it may be appropriate to train chefs to become dedicated pastry chefs who will always deliver a good quality product, however they may not have or retain the necessarily skills to work in the hotel’s main kitchen during busy times such as when functions add to the restaurant(s) and room service demands.

Once the above has been determined, the manager will then need to prioritise the training requirements.  Health (e.g. hygienic food handling) and safety deficiencies should be accorded high priority as should training needed to achieve the hotel’s strategic and business plans.  Broader considerations will now come into play such as the availability of the training, its costs, duration of courses, the number of personnel to be trained and their availability for training, and when and how such training is to be delivered.  

Depending upon the training needed, the manager should then determine if it should be provided by an external trainer, either at the hotel or at another venue or even if the training can be provided by internal resources.   Depending upon the character of
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the training, one option could be to train a number of key staff who can then train others in the organization, which should save money and give greater flexibility as to when delivery of future training can take place; during quieter times or early mornings or late in the evening for example.  

Training is integral to the development of a hotel as the hotel must deliver its product through people.  Managers need to identify and develop skills in employees that are useful immediately and for the future needs of the hotel to ensure its ongoing profitability and viability.

1.iii What could be the aims of training programs in the hospitality industry?  

The hospitality industry, being a service industry, must deliver its goods and services to its customers through people.  Therefore, the fundamental aim of training in the hospitality industry is to develop and equip personnel in the industry with the necessary skills to deliver the product the customer wants in a cost effective, sustainable and profitable way.  

In determining the answer to this question, there is merit in considering what the industry as a whole believes its needs are and then determine if they can be addressed through training.  According to The Presidents High Growth Job Training Initiative, Hospitality Industry, Identifying and Addressing Workforce Challenges March 2006, report at page iv, prepared by the U.S. Department of Labor, Employment and Training Administration, 

“(hospitality) industry leaders expressed serious concern about the negative image impacting employment in the hospitality industry including the perception of the industry’s low wage, dead end jobs. The image of the industry is negative among several demographic groups, including youth, parents, educators, and guidance counselors”.

This view is consistent with other reports into the hospitality industry (see for example THA Skills Tasmania, Hospitality Futures, The Hospitality Industry Skill Development Initiative Final Project Report July 2011 at page 3).  Therefore, addressing these concerns could be a major aim of training programs in the hospitality industry to assist it to professionalise further and to become a career of choice.  If this is achieved, this should lead to greater stability in the workforce and accordingly, employers will see the benefits in investing in training, which should yield better quality service delivery, increased customer satisfaction, increased revenue, reduced costs and ultimately greater profitability for the industry participants.  Additionally, the industry may be in a better position to compete with other industries to attract and retain good quality employees.  Quality candidates for employment are influenced by an industry’s image, remuneration and the ability to succeed to higher levels in an industry if this is their desire. 
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If you take a holistic view that the hospitality industry is strategically important to the economies of some cities, towns and geographical regions, there should be widespread support for investment by governments, corporates, suppliers, guests and customers into training in the hospitality industry.  The tourist and business sectors generally require a high quality of service to guests and customers and so overcoming any skills deficiencies should enhance the quality of the services provided benefiting hotels, restaurants, bars, cafés, clubs and entertainment venues, such as casinos, and their guests.   It follows there would be merit in increasing opportunities to re-skill and upskill personnel into nationally accredited vocational skill sets and qualifications. 

In the absence of structured training, personnel would have to learn by their mistakes which could be costly not only with respect to wastage of resources but could also harm the hotel’s brand and reputation if the quality of the service offering is lacking.

In considering this question fully, it should be noted that a key disincentive to investment in training by some employers in the hospitality industry is due to the significant number of casual and mobile employees.  It has to be acknowledged that some employees in the hospitality industry do not consider hospitality as being a long term career option; merely waiting tables to earn money whilst studying at university or whilst traveling for example.  Additionally, some employers in the hospitality industry cannot maintain a dedicated workforce year round because they are influenced by seasonal factors such as the weather (e.g. ski resorts), and cultural and sporting events contributing to employees being transient for reasons not necessarily of their making.  

If it is accepted that high staff turnover is a major contributor to a lack of investment in employee training and career development initiatives, noting the nature of hospitality workforce, maybe the industry and governments need to redefine the aims of training programs in the hospitality industry in order that casual employees can also access traineeships and apprenticeships in order to develop a highly skilled and professional workforce.  This outcome should then justify competitive salaries with other industries and provide long-term career progression for capable employees.  

Broadly, the aims of training would also be to: increase productivity of all employees; enhance sales per transaction through upselling for example; enhanced employee satisfaction leading to greater staff retention and less staff turnover; greater utilization of staff because more skilled personnel should be able to undertake a greater range of tasks giving flexibility to managers in deploying personnel; reduced wastage of resources; and better quality of service provided to customers which should lead to greater customer satisfaction.

As in other industries, a professional workforce should be able to deliver the product 
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offering the customer wants in a cost effective, sustainable and profitable way leading to the long term success of participants in the hospitality industry.  Professionalisation and development of staff surely should be one of the key aims of training programs in the hospitality industry.

1.iv How is a training programme evaluated?

It is critical that a hotel is able to evaluate its training program(s) to ascertain if it has met its training objectives because without this process, management cannot identify any shortcomings and make improvements to the training program.  Part of the evaluation may also be the revisiting of the objectives themselves to determine if they are still appropriate to the needs of the hotel in order for it to achieve its objectives.  

To evaluate the program it is necessary to collect and analyze data from those who attended the training and also from those who sponsored the training to ascertain the effectiveness of the training.  Noting that people learn in different ways, there may also be merit in evaluating not only what was learnt but also the ways in which the attendees learnt.  From this process it will then be possible to introduce improvements to the training program, if necessary.

In conducting the evaluation, it should be ascertained if the entire training program was completed and if there were any issues in the delivery or content of the training.  If there were issues, consideration should be given to amending the training in order that the issues are eliminated from future programs.  It would be preferable to consider all elements or components of the training at a granular level to establish which parts were well delivered and received, and which parts need to be reconsidered to ensure the training outcomes are achieved.

As I mentioned above, noting that people learn differently, it would also be beneficial to determine which training techniques were more successful and which techniques need to be reconsidered.  It may be determined from this process that certain subjects are more effectively taught through practical exercises as opposed to theoretical instruction.  From the evaluation, future training priorities can also be determined including subjects that may have been deferred from the current training program.  

Importantly it is necessary to review the program holistically to ascertain with certainty if the training has positively influenced service quality, customer satisfaction levels, revenue growth and ultimately the profitability of the hotel.  It must always be remembered when making any investment, whether it be in people, processes equipment or infrastructure, will it enhance shareholder value, the ultimate aim of any business venture.
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1.v  Outline the steps to conduct a training programme, which could be of maximum
benefit for the hotel

Noting that the hospitality industry relies on people to deliver its product, developing and delivering a successful training program that develops employees and capitalizes on their abilities is key to the success of a hotel and the hospitality industry.

Once the training needs of staff at a hotel have been identified, one of the first steps in conducting a training program is to determine who will be the beneficiaries of such training.  Training may need to be provided to all staff, particular groups or levels of staff, or only to key individuals.  The target audience will influence the characteristics of the training to be provided.  Junior staff may only need to have a broad exposure to some subject matters whereas, supervisors or management may need to fully understand a given topic with the training being in-depth fully exploring the complexities of the subject.  Additionally, it may be assumed that management who may possess tertiary academic qualifications are more likely to be able to comprehend complex concepts relating to the operation of the hotel than would entry level employees undertaking largely unskilled work.

The next step is to plan the actual mechanics of the training program including: settling the training goals; method of delivery of the training; duration of the training; the program structure; assessment of the training, if any; venue for the training; and selection of personnel to attend the training.  It may be necessary to engage with external training providers to conduct the training and so time needs to be set aside to address the commercial and legal considerations with the provider(s).  If the hotel is seeking external accreditation for the training delivered, this should be addressed at this stage.

After planning the training program, then implementation needs to take place making sure the desired result is achieved.  It would be prudent to prepare a list of the subjects that will be covered, the training events that are to occur to complete each subject and to determine the steps and time needed to complete each event.  Importantly, progress of training for each attendee should be tracked and feedback sought from attendees and stakeholders to ensure the training goals are being met. Those attending the training should be clear as to the learning outcomes they are expected to meet.  The training may be conducted in one or more short sessions or over a series of different sessions building on accumulated knowledge with each session concentrating on a separate task.

The timing and venue for the training should be settled considering the tempo of the hotel’s operations.  For example, it may be better for theoretical training to be conducted at times when the hotel is quiet with personnel away from daily operational distractions but practical training might better be undertaken during the hotel’s normal operations.  For example, in conducting training of a waiter, he or she 
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might receive theoretical training before his or her shift but then should undertake practical training during service under the supervision of the restaurant manager.  Care will need to be taken to ensure the trainee is not overwhelmed by customer demands and to ensure the customer experience does not suffer as a result of the training.  

As part of the above process, it is also necessary during this phase to settle the teaching and learning methods to be used.  The training may be by way of a series of lectures and/or based on practical participation from the trainee(s), chefs preparing ingredients and cooking them for example. Alternatively, the training could be delivered over the internet (skype), online or by video session.  Finally, the training program should address assessment of the trainee(s). This could be by informal assessment based upon observation in the workplace by supervisors or it might be by way of formal examination.   The method of assessment should link back to the objectives of the training.  For example, if accreditation by a recognized training authority is a goal of the training, this is likely to require some form of formal assessment as opposed to mere attendance at the training.

Noting that training programs help to improve employees’ capabilities and prepare them for future challenges, it is essential that training programs are conducted efficiently to ensure maximum benefit for the hotel. 

Activity

Prepare a training session plan for six new employees, who have just joined your customer service team. Your aim is to train them in ‘handling customer complaints effectively.’

================================================================
Training session plan for hotel employees joining the customer service team  

Goal

The goal of this training is to provide attendees with the necessary skills and strategies to respond to hotel guests and customers confidently, effectively and efficiently. Attendees will be provided with a model for dealing with complaints, examining different types of complainant behaviour and overcoming personal and organisational barriers to resolving complaints.
[bookmark: _GoBack]
Learning outcomes

By completing this training, attendees will have information to:

1. understand and identify a complaint;
2. improve their complaint handling skills;
3. consider complaints from a guest or customer perspective;
4. raise awareness of the value of complaints;
5. examine different strategies for handling complaints;
6. become more confident in their ability to handle complaints;
7. be able to authorize resolution of the complaint in accordance with the Hotel’s Operation Manual; or
8. alternatively, be able to identify who in the hotel’s management should respond to a complaint.

Course duration and Venue

This is a one-day workshop, running 9.30am-4.00pm and will be held in the hotel’s Brentwood Room.

The complaint handling training will be supported with:

1. a participant pre-course questionnaire and/or pre-course reading on handling customer complaints and the Hotel’s Complaint Management Policy; and
2. a workbook with tips, complaint resolution techniques and space for personal notes.

Training Provider

The training will be provided by the Brentwood Open Learning College.

	Subject training goal
	Learning objectives
	Learning methods/
activities
	Documentation/evidence of learning
	evaluation

	Equip members of the customer service team with the skills and strategies to address complaints
	Exhibit key skills and qualities for handling complaints: including model for handling complaints; and Benefits for the hotel in handling complaints effectively

	Paired exercise ‘in the guest’s shoes;’ participant introductions and facilitated group discussion.
	Attendees oral and written evaluation of complaint solving
	Assessment and judgement on quality in order to conclude whether the attendee achieved the learning objectives or not.

	Develop communication
And building rapport skills
	Demonstrate the ability to understand: breakdown of communication; building customer rapport; impact of telephone and written communication;
verbal handshake; and
communication styles

	Paired practice, small group exercise, facilitated group discussion, and self,-awareness questionnaire
	As above
	As above

	Develop the ability to maintain control and empathy in complaint handling
	Ability to use positive language and remaining assertive when under pressure
	Small group written exercise, facilitation and presentation
	As above
	As above

	Be able to establish customer needs
	Ability to ask open questions; introduce questioning funnel; and listening and summarising
	Demonstration small group practical exercises and facilitated group review
	As above
	As above

	Demonstrate defusing difficult customer emotional responses
	Manage personal response, and complaint handling techniques to defuse anger and other emotional responses
	Presentation, iindividual 
and small group exercise, and facilitated group discussion
	As above
	As above

	Agreeing an appropriate course of action with guests
	Achieving a win/win outcome for the guest and the hotel; being clear on the authority/power you have; escalating complaints with a defined complaint management process; and making commitments and honouring promises
	Small group exercise with written scenarios, group feedback and discussion
	As Above
	As above

	Handling work based complaints
	Use tips on applying skills and techniques to written complaints; practising work based complaint scenarios; feedback and review of learning in small groups; and review of how to apply in practice
	Presentation, practice sessions in small groups and facilitated whole group review
	Course grade
	As above

	Review and next steps
	Review of learning and action planning; course feedback
	Follow up session in 7 days’ time
	Not applicable
	Not applicable



Ongoing monitoring

It is the hotel’s intention to conduct weekly meetings to discuss guest complaints and problems that the customer service team members have encountered.   Any lessons learnt will be feedback for training development purposes.

================================================================
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