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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. 
	ASSIGNMENT 5
i. The benefits of training in the context of business performance.
· Improvement in productivity.
· Improve sales per transaction.
· Reduce wastage.
· Lower levels of staff turnover.
· Improve customer satisfaction.
· Improved employee satisfaction and increased employee flexibility.
ii. A manager should indentify the training needs of the staff-mainly by trying to pinpoint the knowledge, work skills and social skills, which the worker needs for both current and future job.
iii. The aims of training programmes in hospitality –
This is a vital part of management function and is needed to develop and guarantee quality performance in duties according to preset standard.
iv. The training programme is evaluated- by assessing its impact on the objectives established, by you, whether entire plan completed. What were the problems encountered? How can they be overcome in future?
· Think over the facets of the program that worked the best and worst.
· 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, using the objectives attained before, what benefits did the training activities bring to the business?
v. The steps to conduct a training programme, which could be of maximum benefit for the Hotel- 
The initial steps to get the behavioral objectives for trainees in order. The trainer has to know the way to present the new skill to the trainee, link the skill to other parts of the employee’s job, go over the presentation area, session, as the audiovisual presentation equipment and printed materials.
The trainer has to go step by step by explaining what is expected of the trainee. A trainee also has to be informed of where they can go if they need help (As printed instruction along with user friendly, help program on the terminal, or from another employee)
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Activity
Training session plan for six new employees, who have just joined customer service team: John, James, Agnes, Alice, Grace and Peter. This is the new team in my training session.
Introduction- What is customer service? 
This is a provision of service to customers before, during and after purchase. The service is to learn how to improve your customer with care, provide good services to the customers.
The major objective of customer service is to make the client happy with the best service possible. This good service is ultimately reflected by profitability of operations. However in order to succeed in this venture, a good and smooth atmosphere of communication flow must prevail amongst all departments of the operation. The front office relates with all departments of the hotel.
Coordination of guest services
a) Inter-departmental liaison
b) Handling guest problems and complaints.
Guest Relations:
· Maintain good will, monitoring guest welfare, soliciting guest    	feedback and guest entertainment / activities.
· Must be warm, cheerful and oriented.
Receiving the guests
Attend to them as soon as possible. After greeting the guest welcome him/her in the Hotel, serve welcome juice if it’s available. Confirm with the guest whether he had the reservation or not.
Assist the guest where he never understood.
Self-discipline, good manners are integral part of customer service. technical ability, adding of Sir/Madam- when addressing guests is a symbol of good manners. Showing respect to the people (Guest or fellow staff) reflects good self discipline.
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