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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:

Answer
1. Benefits of Training
   I. Improved productivity
     .  Increased sales
     .  Reduction in labour turnover
     .  Reduction in waste
     .  Quality improvement 
     .  Greater organizational commitment 
     .   Reductions in accidents
     .   Greater flexibility.
    ii.  . Where the individual performance is not up to the required standard;
        . Where the identified business goals require all staff to be trained to be more 
          effective -say, to improve productivity or to increase up- selling;
        . New staff requiring induction training;
        . When planned changes need new skills or knowledge; and
        . When individuals or teams will be changing jobs in the future and training will
          lead to personal development.
     iii. . Improvements in productivity;
         . Improved sales per transaction;
         . Reduce wastage;
         . Lower levels of staff turnover;
         . Improved service quality;
         . Improved customer satisfaction;
         . Improved employee satisfaction; and 
         . Increased employee flexibility. 
  iv. . 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 training? Can the identified 
         points that could not be included before be concentrated upon now?
       . Lastly, using the objective outlined before, what benefits did the training 
         activities bring to the business?
    v. 1. What is expected of the trainee after the session? this will most like be
            expressed in verbs-make a Manhattan, wash the counter, and change the
            till roll etc;
        2. Resolve where and when the session is to be conducted- at the job site 
            before the service, during the service but in a low period, or in normal 
            service. Keep in mind that acquiring knowledge say, recipes or legal issues
            when away from the pressures of the service. Learning a skill needs practice, 
            thus it might be best to do this during service, but you might have to work
            with the trainee, as a result things like time period and selecting the right 
            sessions might become important;
         3. Make a list of the training events, stages needed, and the amount of time 
             each will require;
         4. Identify the subjects that will be covered;
         5. Determine the teaching and learning methods to be used- will materials be 
             needed for example, when training to make a cocktail? Make a list of the 
             required materials and highlight them. Will a video or an online service be 
             employed;?
         6. Specify who will conduct the session; and
         7. Decide how the trainee's achievement of the objective will be assessed. Will 
             it be through demonstration or observation during the job? Will it require 
             tests?
 Activity
         1. Create a protocol addresses ordinary complaints
         2. Provide copies of the protocol to the employees
         3. Make a role-playing exercise 
         4. Be grateful for each exercise
         5. Make sure you understand their frustration, and then after solutions to the 
             root of the problem
         6. Address the complaints quickly and completely
         7. Hold weekly meetings to discuss customer complaints that the customer 
             service representatives have encountered 
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