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 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.
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	Please insert your completed assignment ( in word format)  here:


ASSESSMENT # 5
Training and Development. 

(i) Outline the benefits of training, particularly in the context of business performance.
Primary benefits of training increases the service quality, customer satisfaction, profitability and sales growth.

Major benefits in business performance:
· Improved productivity 
· Increases sales
· Reductions in labour turnover
· Quality improvements
· Greater organization commitment 
· Reductions in accidents 
· Great flexibility 

(ii) How should a manager identify the training needs of the staff?
· Organizational needs: this step evaluates the overall training needs in the business. This is where the analysis of future skills needed due to changes in products, equipment, technology, teams or in response to economic or political factors. Upcoming changes in law or industry standards may also influence the training needs for the business.
· Tasking needs: job requirements of the business with existing employee skills and knowledge. This will help to identify the potential gaps, establish how often specific tasks are performed and the level of skill and knowledge required to perform these tasks. Where and how these skills are best acquired, practical ways of carrying out this analysis is to create assessment / auditing testing or  observations of employees carrying out key tasks.

· Individual needs: One way is to analysis the strength, weakness and opportunity of each employee. This information can be gathered from performance reviews and appraisal systems or observations of employee on job performance. May also seek feedback from employees directly on their recommendations on how to solve problems that may be hampering their day-to-day job. Other practical ways of identifying individual training requirements for your employees is through surveys, questionnaires, interviews and focus groups.

(iii) What could be the aims of training programmes in hospitality?
In  the  hospitality setting,  training  and  staff  development  play an  important  role  in  your  work-setting. A large  number  of  branded  hospitality retailers  understand  that  trainings of  staff  are  the  key  business techniques  which  effect  service  quality, customer  satisfaction,  profitability,  and  sales  growth.   It  is  the  responsibility of  all  employers  to  make  certain  employees  are  given  safe  work  environments  with co-workers  who  comprehend  safe  working  techniques.  Likewise,  employers  are  required  to  make  sure that  employees  carry  out  their  jobs  in  a  hygienic  way and  handle  food  in  a  way that  cuts  down  the  risks to  customers.

(iv) How is a training programme evaluated?
Evaluation is a process to determine the relevance, effectiveness, and impact of activities in light of their objectives. In evaluating a training and development programme, one needs to consider that most training and development activities exist in a larger context of projects, programmes, and plans.
We can evaluate it on the following guidelines:
· Was the  entire  plan  completed? What  were  the  problems  encountered? How  can  they  be overcome  in  the  future? 
· Think over  the  facets  of  the  program  that  worked  the  best  and  worst. What  has  this  taught  you? 
· Go over  the  training  conducted  in  detail. Which  techniques  were  more  successful  which  were not? 
· What priorities  should  be  established  for  future  trainings?  Can  the  identified  points  that  could not be  included  before  be  concentrated  upon now? 
· Lastly,  using  the  objectives  outlined  before,  what  benefits  did  the  training  activities  bring  to  the business?

(v) Outline the steps to conduct a training programme, which could be of maximum benefit for the hotel..
Firstly, training programme has to be properly planned with the following process to maximum the effectiveness of the programme.
1) Pre planning
· Identify training needs
Understanding the job requirements and pinpoint the knowledge, workers skill and social skills which the employee might need for both current and future jobs.
· Training plan:
Training plans outline the details about the training for employee, details generally includes: goals / targets of training, time frame, available resources/ budgets, evaluation process…
2) Carry out the training programme: Tyoe of training programmes:
· On job training 
· Role playing
· Skill demonstration
· Follow up
· Trial and error
· Distance learning
· Commercial videos
3) Evaluating the training
We can access the training programmes effectiveness and KPI with the following guidelines: 
· Was the entire plan completed? What were the problems encountered? What has this taught you?
· Think over the facets of the program what worked the best and worst. What has this taught you?
· What priorities should be established for future training? Can the identified points that could not be included before be concentrated upon now?
· Lastly, using the objectives outlined before, what benefits did the training activity bring to the business?

Activity:

New Customer Service Training Program 1.1 (Handling Complaints)

Training objectives is to enhance the knowledge and skill of new employees in handling customer complaints effectively.

With the completion of the above training, new employee must be able to demonstrate level of confident, skills and professionalism in handling customer complaints effectively.

Time frame: 
Day 1: (head office)
· Theory lesson 3hours
Commercial videos, lessons / case study and evaluation test.
· Practical training 3Hours
Skill demonstrations and Role playing of case study.
              Day 2: (hotel)
· Evaluation:
Final On job training and evaluation by trainer / hotel manager.

              Training program details:
Day 1:
· 0900hrs Meet and greet sessions, general introduction.
· 0930hrs Commercial videos 
· 1000hrs Lessons and case study
· 1100hrs Q & A session / prepare for theory test.
· 1130hrs Theory Evaluations test
· 1200hrs Break for lunch
· 1330hrs  Start of Practical training, trainer to do skill demonstration.
· 1430hrs  Role playing of case studies.
· 1630hrs  end of training, prepare for tomorrow On job training.
            Day 2:  0800hrs report to hotel
· Full day On job training and guidance from senior staff / Manager
· End of the day evaluation of new staff.

Evaluation ratings: ( 1 to 5, 1 being excellent and 5 being incompetent)

· Level of understanding / Knowledge 
· Confident Level
· Competent level
· Situation awareness 
· Team player
· Professionalism

[bookmark: _GoBack]After training session, new employee should be able to demonstrate (by his/her) own level of knowledge and skills to handle customer complaints. If Employee is still not up to standard, further On job guidance and training should be monitor for a short period of time. Second evaluation by trainer / hotel manager should be given within one weeks of employment. If new employee is not competent for the job, further training / employment opportunities should be recommended by trainer / manager to HR.
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