[image: BOLC_Logo]                                                                  
   Assignment Cover Sheet





	Student Name:
	Lufuno Mudimeli

	Student Number:
	5/7376

	Course:
	Training and Development

	Assignment NO:
	#5 



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. 
	1. Give short answers for the following questions: (20)

i. Outline the benefits of training, particularly in the context of business performance. 
· improved productivity
· increased sales
· reductions in labour turnover
· reductions in waste
· quality improvements
· greater organizational commitment
· reductions in accidents
· Greater flexibility.

ii. How should a manager identify the training needs of the staff?
· 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. What could be the aims of training programmes in hospitality?
· hospitality retailers understand that trainings of staff are the key business techniques which To improve service quality, To provide good customer service satisfaction, To improve profitability, and sales growth


iv. How is a training programme evaluated? 
Once the training program is finished, you have to assess its impact on the objectives established by you: 
1. Was the entire plan completed? What were the problems encountered? How can they be overcome in the future?
2. Think over the facets of the program that worked the best and worst. What has this taught you?  
3. Go over the training conducted in detail. Which techniques were more successful which were not?
4. What priorities should be established for future trainings? Can the identified points that could not be included before be concentrated upon now? 
5. 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.
Preparation, delivery, trial and error, and follow-up are the recommended steps in the training procedure.

· Methods of Presentation
· Skill Demonstration
· On-the-Job Training
· Role-Playing
· Commercial Videos
· Distance Learning
· Follow-up
· [bookmark: _GoBack]Trial and Error
Activity
Prepare a training session plan for six new employees, who have just joined your customer service team. Your aim is to train them in ‘handling customer complaints effectively.’ (10)

Complaints happen every day. When a customer complains, it is usually for a good reason or genuine concern. They usually have made a purchase that did not meet their expectation—a product, service, or maybe a combination of the two. In the customer service industry, we cannot avoid complaints. We must take care of the customer by listening to the complaint, and resolving it, to ensure a happy customer.

Fewer than half of unhappy customers will bring a complaint to your attention. Those who never say anything will tell an average of 11 other people about their bad experience. It is important that we recognize complaints as opportunities, so we can sway these averages, one resolved complaint at a time.

Customers want to know someone is listening and they are understood, and they are hoping you are willing to take care of the problem to their satisfaction. No matter what the situation is, when a customer brings a complaint to your attention—even if they do it in a less-than-desirable way—be thankful. As the old saying goes, “We can’t fix it, if we don’t know it’s broken.” Moreover, we must realize that improper handling of a customer complaint can be costly to the business.

Here are five strategies that will help you handle a customer complaint in a smooth and professional manner:

Stay calm. When a customer presents you with a complaint, keep in mind that the issue is not personal; he or she is not attacking you directly but rather the situation at hand. “Winning” the confrontation accomplishes nothing. A person who remains in control of his or her emotions deals from a position of strength. While it is perfectly natural to get defensive when attacked, choose to be the “professional” and keep your cool.
Listen well. Let the irate customer blow off steam. Respond with phrases such as, “Hmm,” “I see,” and “Tell me more.” Do not interrupt. As the customer vents and sees you are not reacting, he or she will begin to calm down. The customer needs to get into a calm frame of mind before he or she can hear your solution—or anything you say, for that matter.
Acknowledge the problem. Let the customer know you hear what he or she is saying. If you or your company made a mistake, admit it. If you did not make a mistake and it is a misunderstanding, simply explain it to the customer: “I can see how that would be incredibly frustrating for you.” You are not necessarily agreeing with what the customer is saying, but respecting how he or she perceives and feels about the situation. An excellent phrase for opening up this particular conversation would be, “So, if I understand you correctly…” After the customer responds, follow up with, “So, if I understand you correctly, we were to resolve the problem by noon today. I can see how that must be frustrating for you.” Then be quiet. Usually, the customer will respond with “That’s right” or “Exactly.” By repeating to the customer what you think you heard, you lower his or her defenses, and win the right to be heard.
Get the facts. After listening, take the initiative in the conversation. Now that the customer has calmed down and feels you have heard his or her side, begin asking questions. Be careful not to speak scripted replies, but use this as an opportunity to start a genuine conversation, building a trusting relationship with your customer. To help you understand the situation, get as many details as possible.
Offer a solution. This happens only after you have sufficient details. One thing to keep in mind: Know what you can and cannot do within your company’s guidelines. Making a promise you cannot commit to will only set you back. Remember, when offering a solution, be courteous and respectful. Let the customer know you are willing to take ownership of the issue, even if it was out of your control. Take charge of the situation and let the customer know what you are going to do to solve the problem.

A quick follow-up phone call a few days later to make sure everything is OK is icing on the cake. Even a small gesture of apology can turn this interaction from disaster to legendary. The cost could be minimal—maybe a simple upgrade on the customer’s next purchase or a small gift certificate. A simple gesture like this could result in a future referral or a positive word-of-mouth marketing recommendation.

When you resolve customer complaints successfully, you will better understand their needs, retain them as loyal customers, and enhance your business.
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