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Assignment 5
Training and Development

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

Varying training sessions covering everything from first aid to customer service benefit the business as staff are better skilled and can multitask, this in turn can improve productivity and increase sales. Staff are happier in their roles and there is less turnover of staff. Therefore, reductions in waste – time and money are saved, and the business has improved in many areas, health and safety, and customer service to main but a couple  

1.2 How should a manager identify the training needs of the staff?

Training needs are usually identified during appraisals and work towards improving skills, knowledge and behaviours in staff. This can be seen as short training – as in one day courses or e learning or this could be overall a longer term, such as apprenticeship training, it depends on the staff member and how they feel they want to improve, do they want career steps to management or are they just happy to progress to a supervisory level within their own team? Overall training depends on the needs of the business and the skills of the staff. 


1.3 What could be the aims of training programmes in hospitality?

Main aims would be to improve staff skills, knowledge and behaviours. With knowledge comes confidence and new up to date information can be shared through best practice. Training could be for new equipment or new products / services. 

1.4 How is a training programme evaluated?

Training is evaluated on the needs of the business and what might be developing in the future, expansion or differing trends in the business. What a person’s job role is and how this might change or develop that person into the next stage of their career. A training program is evaluated on the outcomes and the return on investment. Has it been of benefit and can this be quantified in terms of monetary value, or better productivity?

1.5 Outline the steps to conduct a training programme, which could be of maximum
benefit for the hotel.

The steps here would depend on the staff and the training they are receiving. Overall the steps would be preparation, planning of the session what do they want the staff to gain out of the session? How will this be delivered? Where and when and who to? Will there be any homework after the training session? How does the training benefit the staff, and will they have enough new knowledge to gauge a difference in performance? So, plan the training well, deliver it, gather feedback from the session, monitor staff to see a return on the investment.   



Activity
Listening – explain what this means in detail
In a conflict situation, listening to the opposition is difficult and is likely to raise our level of stress. However, negotiators or mediators are of little value unless they can learn to listen constructively.
Negotiation is a complex form of communication. It is communication with a clear goal – that of reaching some degree of agreement about, or even settling, a particular issue or problem.
In conflict situations emotions are usually high. This makes it more difficult for people to really hear what others are saying and may lead to an escalation of the conflict instead of its resolution. A good negotiator tries to ensure their own comments are being clearly heard and absorbed.
We spend far more of our time listening than speaking, reading and writing, we remember very little of what we hear. After a few days only about 25% of the brief talk will be retained. Research also shows that improved listening skills can be learned.

Stages of Listening
The first step is to open yourself to the incoming ‘message’, to let down your defenses as far as you can, and try to sense the real, underlying meaning of what is being said. Listen for ideas, implications, feelings as well as facts. As well as being able to hear, one must want to listen. The more serious the conflict the greater your resistance will be to this step. Taking brief notes may help to focus your attention but it may also distract you. If in doubt, don’t.
The second step is to begin to interpret, or reconstruct, what is being said. Remember always that words have different meanings for different people. Keep asking yourself whether you are really understanding the message. Do your best to listen with full attention and to withhold judgement and criticism at this stage. Don’t jump to conclusions before the story is complete.
Only as a third step, after making an objective interpretation of the message, begin to evaluate what is being said. Reflect on the information and options being presented and sift the evidence. Unfortunately, judging often starts far too early in the listening process especially when the topic has emotional implications or when there has been a long history of painful conflict. Unskilled listeners close their ears to words they do not want to hear.
The fourth step is responding. Here you demonstrate that you have truly been listening. Reassuring the speaker that you have been giving them your full attention is a critical aspect of constructive listening. Feedback is usually given by asking for clarification or for more information or giving visible acknowledgement by smiling or frowning. This responding or reacting stage will have a major influence on the negotiation process.
Obstacles to Listening
We should reflect on these because it is important that we make allowances for them, on both sides of the table.
Listening is different in an atmosphere of anxiety or threat. This presents difficulties for both negotiating sides, particularly when one group has more immediate power that the other. Discussing this problem beforehand or at least thinking about it will help, as will having some knowledge of the wider background of the conflict.
Bias
We all have basic convictions and beliefs and are prejudiced in various ways but if we enter negotiations with closed minds the listening process breaks down. Facts that might soften our attitudes are rejected. Cultural myths are used as a defensive screen against the truth.
Language Problems
Crucial discussions in a second language will exhaust the listener and cause resentment, particularly if the language of the more powerful party is being used all the time. It is also tiring to listen to your language being spoken badly. Misunderstanding can cause serious problems.
Emotional Problems
Certain terms and assumptions will trigger resistance and generate anger in the listener, for example words like ‘boycott’ and ‘terrorist’ or ‘comrade’. Dislike of the speaker or the subject will distract from the information being presented.
Practical Problems
Listeners may be tired, hungry, uncomfortable, disturbed by noise or cold, or simply distracted by some personal matter. Concentration will be lost under these conditions.
Be aware that all people around the table, including yourself, are filtering and interpreting every word through a personal screen of:
  attitudes
  values
  assumptions
  expectations
  past expectations
  strong feelings
Be aware too that listening behaviours will be influenced by factors such as:
  age
  sex
  cultural background
  physical appearance or mannerisms
Empathic Listening
Empathy refers to the ‘power to enter into another person’s mind and imagine their experiences’.
In a conflict situation it is not easy to empathise with the other side’s viewpoint. However, only by showing your willingness to try to understand their fears and feelings can genuine communication occur. Empathic listening is possibly the most important skill a successful negotiator can have because it:
  reduces tension and hostility
  promotes honest communication and builds trust
  gives the speaker time to clarify their thinking
  allows space for the expression of anger
  enhances the speaker’s self-respect and natural friendliness
  keeps communication alive and active
Here are some of the ways in which we can convey the genuine desire to understand.
  be attentive and alert – do not let yourself become distracted.
  create a positive atmosphere with your non-verbal behaviours – your body language and facial expressions.
  be interested in the other person’s needs.
  be non-judgmental, non-criticising
  respect privacy – don’t ask a lot of difficult and intrusive questions
  reflect in your responses what you think is being felt and said.
  show that you are in no hurry and that silent pauses are acceptable.
  never belittle or disregard any aspect of the problem even if it seems unimportant to you.
  don’t get angry, upset or argumentative.
  don’t jump to conclusions
  show you are listening by giving encouraging acknowledgements (Hum! ‘I see’).
  Invite more (‘Tell me more’, ‘I’d like to hear about that’).
Ground rules
  don’t interrupt
  don’t change the subject
  don’t rehearse in your head instead of listening
  don’t interrogate
  don’t teach or preach
  don’t give advice.



Role Playing 
Break up into groups of two. Each in turn tell the other of past incidents in which you became very angry. Try to recall and describe feelings of hurt and anger rather than the bare facts. Listen without interruption. This exercise reminds us of how emotional we become when we are angry. It also helps group members to get to know one another.
Listening
In groups of two, participants can explore their ability to listen effectively, in the following ways:
Step 1: A puts forward views about a particular conflict, without interruption (approximately 5 minutes).
Step 2: B then restates or summarises what they have heard, without interruption.
Step 3: A then corrects, clarifies and expands B’s version.
Step 2 and 3 should be repeated until agreement is reached on what was actually said in Step 1.
This exercise shows how little we remember of what we are told, and how easily we can be misunderstood.
[bookmark: _GoBack]In a larger group, a rumor clinic can be staged. Five out of six volunteers go out of the room and the facilitator reads out a brief, but detailed report or story, about a traffic accident, for example, to the first volunteer. The message is then passed on verbally as each volunteer comes into the room and the last volunteer is asked to write the message down.
The group members in the audience who have been asked to make notes of the errors, now compare this version with the original message. The object of this exercise is to illustrate the kind of distortions that occur in transmitting important information, even when there is no ulterior motive and no intention to mislead the listeners.

Negotiation and Mediation
Break up into groups of three. Each of you should take five minutes to list three examples of conflicts and disputes of importance to you in your work and in your life where negotiation could be used effectively. After this private consideration, each person in the group, in turn, tells the group, very briefly, about one example and then ideas, questions and suggestions are discussed within the group.

This information was taken from a course on conflict management by online academies.
https://www.onlineacademies.co.uk/
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