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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. 
	1. Give short answers for the following questions: (18)
i. What should be the objectives of an effective training programme?

The aim of an effective training programme should be to increase the value in its main resources, i.e. its staff members.  This can be done in a number of ways, for instance, it can focus on the competencies of staff members and look to increase them in specific areas.  An example of this is that many organisations will have recently trained their staff in the new General Data Protection Regulations. Another objective may be to ensure that future needs of the organisation are considered and staff members are trained to fill those future roles.  This may be done through running Leadership & Management programmes to ensure the future management has the correct skills and attributes to succeed.  A third method is to reduce the induction learning time for new or promoted staff.  This can include company inductions, customer service training, IT training and will help employees understand the keys skills required in the new role.

ii. How are training needs assessed in an organization?

There are a number of ways that training needs can be assessed in the organisation and choosing the right method or methods will be helped by understanding whether you are assessing the organisation, department or individual.  Management meetings will use the understanding of the supervisory staff to help understand what skills gap may exist between the current staff and forthcoming projects.  Meeting employees can also be beneficial although it can be challenging to identify what the employees need and what they want.  Surveys can provide good information and it can be done privately ensuring that staff members can express needs they may find embarrassing to discuss in a public meeting.  These can be done in questionnaire form, allowing for the use of either open or closed questions (or both).  This can provide a lot of data and is easy and cheap to produce.  Focus groups can also help assess training needs.  They can be used to identify what a sample of employees deem most important to their role.  A final method of assessment of training needs is to review the companies goals or mission statement.  This may help identify trends from past training or gaps were aspirations have not been met.

iii. Outline the essential steps involved in training process.

There are a number of key steps an organisation should undertake when thinking about the training process.  The first is working out how a training programme will help meet or work towards organisational objectives. Following this typically a needs assessment analysis will be undertaken using some of the methods discussed above, this will help identify some gaps in the current training schedule.  Now the gaps are understood a clear understanding on what the training objectives should be clear.  Following this an organisation would look at who would deliver the training, whether it could be done by managers, HR employees, specialist trainers’ etcetera.  The method of training delivery can then be decided, this could include using groups training, lecturing, electronic training, staff talks and many other methods.  Next it will be important to work out the means to evaluate the training.  This is key to understanding whether or not it is performing as expected and may range over short and longer term.  The penultimate step is the administration which helps monitor what, where, why, who and how of the training to ensure company and staff records are maintained.  Finally, the actual evaluations will happen, it may consist of vary key indicators from a range of samples, for instance, staff satisfaction and feedback surveys after the training combined with monitoring corporate goals over the following month to track changes.

iv. List some job training techniques.

Job training techniques can come in two broad categories, on the job and off the job training.  On the job training is usually delivered by a supervisor or manager and is often practical based.  For instance, a manager maybe showing an employee of a call centre how to access information while that operator is actually taking a call.  Off the job training offers a wide range of options.  It is typical for organisations to have e-training suites.  These are self-learning courses which can be accessed at any time by the employee and the course can be undertaken without the need of a trainer.  Role-playing can offer employees the change to act out real life circumstances with a trainer to help deploy skills live.  Lecturing is oral based teaching which is often used.  Many organisations try and mix this with elements of practical / role-play or other methods to keep staff engaged.  Job shadowing or rotation can be used to help staff understand the different demands on each role the company has.  Apprenticeship and internships often mix both on and off the job training.  Typically, these roles required learning over a set period of time while undertaking practical work either as a first-time job seeker or working under a skilled tradesperson.

v. How do training programmes benefit an organization?

There are many benefits to training programmes within an organisation.  Where training is successful it will often have a positive effect on the companies bottom line.  This is because the training has allowed staff to be more productive, offer better service, undertake something new or different, increase safe working practices or a combination of these benefits. Staff retention is likely to be greater as people feel the organisation is investing in their future and career development.  Where successful training has been delivered it will affect other parts of the company, whether through better management, efficiency, safety or motivation.  All these will help the company remain competitive.  Training can help organisations in other ways as well through ensuring compliance and governance, increasing the quality of communications, improving customer satisfaction or better working methodologies.

vi. What is the difference between training and development?

Training is an item that is usually concerned with increasing a job skill.  Typically, it will be focussed on passing on a particular skill or set of skills to staff and managers.  This will help staff maintain the correct level of knowledge to undertake the role they perform, with this in mind training is often considered a short-term benefit.  Development is concerned with the longer-term growth of an employee.  Development will often consider the future needs of the organisation or personal desire of employees to learn or follow particular direction to improve their career.  Development will often be more focussed on self-learning and direction from the person benefiting from it.

Activity (12)
Devise a training programme for six employees in your organization after performing the following activities:
a) Assess staff training needs

The six members of the organisations team that are being referred to are a manager, 3 customer service operators and 2 surveyors.  To assess the training needs a management meeting took place, questionnaire sent out and a focus group was performed.  The company wants to provide a world class customer service experience but currently have sub-standard satisfaction.

b) Identify the areas need to focus on for training

Having understood that the organization wants to deliver a world class customer service experience but the satisfaction is high it is clear that a training gap has been found.  On review of the assessment of staff needs it became clear a number of different areas needed attention.  The customer service operators noted that training was required for the surveyors who were technically minded and often overlooked the customer service element of the role.  The surveyors challenged that the customer service operatives were exactly the opposite and too focused with the service element but were not knowledgeable regarding surveying which in turn led them to have the incorrect equipment or information for their visit to the customer.  Both parties thought the manager was poor at setting SMART targets.  Therefore, three areas of training were agreed on.  Customer Service training for the surveyors, technical training for the customer service operators and setting targets training for the manager.

c) Explain the training procedure.

[bookmark: _GoBack]Having completed the first few steps of the training process (understanding organizational objectives, undertaking needs assessment analysis, detecting gap, agreeing objectives and choosing the trainees) it now comes to methods of training.  As the customer service operators are busy, customers facing staff members it is decided that e-training will be offered for them to learn more about surveying and what is required.  This will mainly be looking at increasing the understanding of a building structure so they can better communicate with the surveyors.  The surveyors will undertake role-playing training for customer services which will help them to balance the customer / technical element of their job.  The manager will be trained by HR staff on how to set targets that are smart, measurable, achievable, realistic, timed.  Evaluation means will be undertaking a survey of staff after their training sessions.  The customer service operators will be asked cyclically to allow them time to continue to develop their skills.  The administration will not only focus on the success of the content but also the success of the delivery method.  Final evaluation will be undertaken by looking at increases in customer satisfaction.  More targeted work for each job role.  Better communication and staff feedback.  

HRM

Working toward the organisational objectives
 Doing a needs assessment analysis
 Detecting gaps
 Agreement on the training objectives
 Choosing the trainees
 Choosing training methods
 Deciding on the evaluation means
 Administering the training
 Evaluating the training
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