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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- Each role has to be looked at for what skills and knowledge are required to perform it effectively. Each employee in that role needs to be assessed for the skills and knowledge that they have already but also where they are lacking. Processes and procedures may also be looked into as some may be a challenge to carry out as out dated or long winded. All this information brought together gives a base for a training programme to be put together to address identified problems.
2- Companies benefit from training their staff as it ensures they all follow the same standards and values. As they strengthen their weaknesses their morale and performance can increase. It also helps reduce staff turnover as it is seen to help individuals perform better and increase the team’s own value in themselves to the company. They can expand the knowledge of the business but also give them the courage to take on new tasks they might otherwise have shied away from.
3- Training tends to a short-term process that gives specific skills or knowledge that allows employees to be competent to carry out today’s role, whereas development is longer term for individuals to allow for the overall progress of an individual to grow not just in skills and knowledge but in emotion and maturity towards that professional status.

Activity	
a-  All team would have to re sit all relevant e learning modules to identify any gaps in product or process knowledge. They would be observed as they go about their daily tasks and interactions of the customers. Speak with the team individually to get their opinion of their skills, knowledge or any lack there may be. 
b- The areas identified as needing effort were 
       that paper work was not being correctly signed or filed in appropriate file
       call backs to customers were not consistent
      no communication with team particularly of problems with customer orders
c- It was decided that every email would be printed off and a brief note made of the outcome of a phone call made to the customer or supplier and signed by team member so that it was plain what had been dealt with. This would be filed in a new communications folder for all to use.
Paper from the previous day would be filed in a locked drawer so that it could be checked and corrected the following day a process carried out by any/all of the team before being correctly filed 
Any specific information regarding a problem not on an email would be recorded and filed in communication folder for all to read.
These updated processes should allow better communication between team members to improve and lessen problems created from lack of knowledge about problems that arise. It allows for them to be controlled and dealt with. It should reduce the time a customer is kept waiting looking for mis placed paperwork.
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