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Training and Development
1.	Give short answers for the following questions:
I.	Outline the benefits of training particularly in context of business performance.
Business offer training to improve the quality of service delivered, increase profitability and increase sales. Training will increase employee’s motivation, train to work in different department and becoming multitasked. As for the business, it will result to better customer service, better work safety practice and productivity improvements. 
II.	How should a manager identify training needs of the staff?
When the standard of service is not meet, Managers should identify which areas need re-training or improved working skills. When new stuff are employed, induction and training should be provided according to the standards of work required.  Manager should also provide training to stuff who need to develop their skills or who will be changing departments.
III.	What could be the aim of training programmers in hospitality?
As a business, it will improve employee performance and gain in increase in sales. Improve in employee skill and knowledge. Have positive feedback from appreciated customers. 
IV.	How is a training programme evaluated?
After all training is given as required; they need to be evaluated to know how effective it has been for the programme. Evaluating insure whether employees are able to implement their learning in their work areas. As a manager training can be evaluated by observing employees changes, doing a questionnaire to see if employee have gained any knowledge and keeping records of changes. 
V.	Outline the steps to conduct a training programme which could be of maximum benefit for the hotel.  
· Preparation – find out where training is required and  create a training programme accordingly 
· Presenting- make sure training is clear and presented in a professional manner. Making sure every employee who is being trained can see and understand the demonstration. Types of presentation can vary from either on-the-job training is when trainer observer trainee at work place or role play is when trainee is working alongside of the trainer. 
· Practice- when the employee is shown how to work in their role in a most effective way to increase service. 
· Progress check-The trainer will keep record on difference the training has made for the employee. Keep a track record for future training and also if anything is been left out they ca retrain employee.

Activity
Prepare a training session plan for 6 new employees who have just joined your customer service team. Your aim is to train them handling customer complaints effectively.      
· I would briefly introduce myself and about the training that will be given. 
· I would personally prepare a PowerPoint presentation and explain as I go along
· Slide 1
Customer Service- is the first point of service we give our customers. This will determine the standard of our hotel. The better the service the better the standards of our hotel.
(I would interact with the new colleagues and find out if ever they have been to any place and how they have been served. If they have judged the place of by the service they were given. I would always write down anything that will help me in my training, make notes). I would explain what customer service is.
· Slide 2 
-customer focused
-delighting the customers
-satisfying the customers
-meeting customers’ needs
-exceeding customers’ needs
(I would explain all of this points)
· Slide 3
Exercise amongst two teams
If customer comes to you and says he is not happy with the service, what would you do and how would you approach this situation?
· Slide 4
How to approach customer complaint- be aware of the policy and procedure of the business
Instead of offering money back or free voucher try and provide alternative suggestion.
Eg, when you check in a customer in a room and after 20 minutes they come and complain about the room. They were not happy of the conditions of the room. You should apologize and suggestion customer to help them change room or upgrade and change the room. This way you will still have a happy customer. 
· Slide 4
How to handle complaints
-LISTEN  to the situation
-UNDERSTAND the situation
-ELVEVATE with another member like the supervisor about situation
-RESOLUTION offer the possible solution that will keep customers happy
-RECORD make not of situation and write what the conclusion come to be
· Slide 5
Have a small activity exercise between each staff –ask following question
(Get them in pairs and ask following)
 If they have been to an hotel and had a problem with the service, how was it resolved?
Where they happy with the solution and what could have they done better?
(talk amongst each other and see the different ways of resolving situation)
· Slide 6
Non satisfied customers- some situation sometimes cannot be resolved. In situation like this we have to offer some kind refund or free stay. Depending on situation. This should be the last solution to a problem. We should always find other means to keep customers at the hotel, keeping in mind the policy of the company. 
           •	    Slide 7 
	Lastly I would get new staff to provide feedback on exercise and ask few question on how
               in different area of hotels if they were customers complaint, how would they handle 
               situation.
· BREAKFAST AREA- not much of a verity in cereals, customers complaints. How would you hand situation. 
· HOUSEKEEPING- room was not cleaned according to standards, what would you do?
          •	Slide 8
3 weeks feedback and re-train
I would hold another training session after 3 weeks to give feedback on question answered and if some need re-training I would do a one to one training and explain at work place how to handle situation
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