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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. New Employees will need to be trained in order for the Business to succeed and improve. Versatility of employees within the hospitality sector is also paramount for the business to succeed. Training will alter the individual thought process and the behavior and attitude towards fellow employees as well as customers. Training long term will:- Improve productivity, Sales will increase, Labour turnover to decrease, waste reduction, improvements in quality, greater organizational commitment, accident reductions, greater flexibility.

ii. Training requirements would commence with staff appraisals. The knowledge, work and social skills which the employees will require whether in their current position or one they will need to be flexible within will be given through adequate training in that field. Areas to be considered for training would include the following: - Where individual performance is not up to scratch, where specific business goals need to be improved upon, induction training for new staff, planned changes or new equipment requires training. Above and beyond this one needs to consider the actual staff position….is it a flexible position or a rigid position…can the staff member specialize within various departments or will it lead to rigidness or can we train this staff member to be functionally flexible?? 


iii. Training is the aim and process of providing guidance and education to increase the skills and capacity of staff members. Everyone would agree that the primary objective of the hospitality industry is to provide great customer service in all departments. The training priorities and needs need to be identified….can we train a group of individuals or could we train just one Individual?  Staff training is important in order to improve employee performance and respectively it helps putting their skills to better use within the speciality of their work. The application of an efficient training process whether individual or within a group is paramount to increasing employee performance and better service.

iv. The main purpose of evaluating a training program is to gain knowledge about whether it has achieved or failed its objectives established by you. ... Evaluation is considered as being an important process of a training event in order to reflect, analyze and improve its effectiveness and what benefits did the training activity bring to the business and the efficiency thereof.

v. A model training process :- 

·                 Review the job description and set training objectives.
·                 Select the trainees.
·                 Create a training plan.
·                 Determine the training methods and mode.
·                 Identify competent trainers.
·                 Choose a means of evaluating if your training was successful.
·                 Deliver the training.
·                 Evaluate the training.
Activity :- Course Description:
Effective customer complaint handling is one of the most important aspects of providing excellent customer service. Customers who complain are offering the organization a chance to identify and resolve problems, demonstrate excellent service, and keep loyal customers. The objective of this online customer service training course is to help employees handle customer complaints and difficult customers successfully. At the end of this training course, trainees will be able to view customer complaints as opportunities, identify problems that prompt complaints, handle complaints effectively, and satisfy customers who complain.



1.
Develop a procedure that addresses common complaints and outlines procedures to record and resolve complaints. Provide a series of resolutions that are acceptable to your company.
2.
Provide customer service staff members with copies of the procedures and hold a training session to help them learn how to respond appropriately to complaints. Begin by explaining how to document and log complaint calls, emails and in-person complaints.
3.
[bookmark: _GoBack]Summarize the basic points of your protocol/procedures during the training session. Your protocol might include thanking the customer for contacting the company, apologizing to the customer for any inconvenience, taking detailed information regarding the complaint, investigating the complaint and providing a resolution.
4.
Ask employees to watch a demonstration of several types of customer complaints and service representative responses. Show both good and bad examples of complaint handling. Enlist employees to play the roles of customers and representatives or use an employee training film.
5.
Begin a role-playing exercise by asking staff members to work with supervisors who will play the role of an unhappy customer. Ask staff members to consult the complaint protocol in formulating their responses. Evaluate staff members’ performances and provide feedback.
6.
Hold weekly meetings to discuss customer complaints and problems that the customer service representatives have encountered. If a large number of complaints focus on one particular product or service, discuss the appropriate way to handle these complaints. Use the meetings to inform employees if there are 

issues with the company’s products or services that might result in higher than normal complaint calls.
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