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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(i)	The objectives of an effective training programme should be to help staff grow within the company, ensuring that futures needs for human resources can be met.  Development of the competences of employees in order to improve their performance, and to reduce learning time for new starts within the firm to ensure that they become fully competent as quickly as possible.  In the long run this will save time, money and hopefully ensure that staff turnover is not high. 

1(ii)	There are four main components in assessing training needs within a company: What; Why; Where and How.  

Training needs are assessed in order to identify what requirements are needed to improve employee productivity.  

We need training needs assessments in order to determine what needs the employees require to ensure their work is better and faster; we need to distinguish between what are training issues and which are organisational issues and lastly we need to ensure that the training will have the expected outcome on productivity and finances.  

Training needs assessments can be done in various ways, and at various locations.  Meetings with management and employees to determine what is required, how the company will go about ensuring that the training is provided, assessing what strengths and weaknesses employees have in order to ensure the most beneficial training will be provided.  Surveys/questionnaires may be carried out with employees/management to establish what people think are the strengths and where further training may be of benefit.  This can be done with various types of questions i.e. open ended questions where an explanation is required or closed questions whereby a yes or no answer is sufficient.  

Review of all assessments, meetings etc will ensure that the correct training schedules and be implemented either with courses that the company may pay for to be done at home or in-house training. 

1(iii)	There are mainly six essential steps involved in training processes: -

1. Thinking about what the employees needs are;
2. Creating surveys with various open and closed ended questions;
3. Arranging focus groups for employees;
4. Having meetings with employers to evaluate the feedback from the questionnaires and focus groups;
5. Creating training programmes which are customised for each employees needs; and 
6. Ensuring that the training is implemented.  

1(iv)	There are various job training techniques: -

1. On the job training is probably one of the most cost-effective ways of training.  Employees can still carry out their regular duties but will obtain further instructions to ensure they are progressed. 
2. Out sourcing training can be of benefit i.e. conferences and lectures as more than one employee can attend, ensuring that all are being advised of the same thing, at the same time. 
3. Job rotation can be beneficial as it ensures that employees can carry out various tasks, covering for any absences if required, but also keeping the employees interested in what they are doing.
4. Apprenticeships are beneficial for both employers and employees, these tend to mean that the employer can get subsidies 
5. Programmed learning whereby employees can learn at their own pace.  
6. In some companies it may be beneficial to do role playing in order to ensure realistic situations can be envisaged and employees dealing with situations face to face.  Sometimes films and TV and be used to show real situations in a short period of time.

1Iv)	Training programmes are of huge benefit to companies as employees performance will be improved which in turn, ensures that the company’s reputation is improved.  Ensuring that staff are trained ensures loyalty to the company, which in turn ensures that the turnover of staff is minimal.  The quality of training ensures that employees can work accurately, efficiently and in turn ensures good work practices.  Training programmes also ensure that the company will remain competitive.  Training programmes are good for staff morale, ensuring that they have job satisfaction and are capable of possibly progressing within the company.  Customer satisfaction is also a boost to morale, ensuring that staff remain happy in their role, with the possibility of further progression within the organisation.  

1(vi)	Training is learning new skills and further knowledge to do a particular job well.  Training is job focused and the role of the trainer/supervisor is crucial.  Training generally means passing on specific skills to employees.  

	Development is to shape attitudes and ensure that the employees grow n all aspects.  Development is career focused, and means that the employee needs to be motivated and ready for self-development.  Development ensure that overall all employees have the ability to grow within the company. 

ACTIVITY 

We have 6 members of staff who require further training regarding customer service on our reception area.

It has been brought to management’s attention that these employees, who cover our reception area, need to be provided with training with regards to their telephone manner and the way in which they deal with clients.  These employees are a bit abrupt, and sometimes, although not often, come across as rude to clients both on the phone and face to face.  Therefore we have decided that these employees require to have training with a supervisor and we will review all the company’s goals and values. 

We have decided to take the employees into the conference room and discuss what they think is working, or as the case may be, not working for them.  We are going to do some role playing in order that the employees get to know what is expected of them and how to handle difficult situations.  We are going to give a “script” of sorts, in order that the clients are greeted, both on the phone and in person, in exactly the same way.  Ensuring that the firm’s reputation remains excellent.  We are going to brain-storm in order to see if the employees know what is expected of them, and this may also improve some aspects of the way in which we deal with matters i.e. they may have ideas that management hasn’t thought about that could be implemented within the team to improve the overall running of the company.  

We are going to advise the employees that we are working towards the company’s goals.  We are going to assess their abilities, ensuring that they are given the best training to ensure that their abilities and knowledge are expanded.  Thus ensuring that any gaps they have in their knowledge will be addressed.  We have allocated a senior member of staff to sit with the employees to run through the expectations and advise on how best to achieve this.  We will implement the procedures, and we will revaluate all aspects of their abilities 4 weeks after the training has been given.  If after this time no improvement has been made we will progress with one on one training.  We are investing in our employees as they have been with the company for some time, are valued members of staff, and we believe that by giving them the above training we will increase their productivity, given them a feeling of self-worth and they will appreciate that the company has invested time and money in their progression.  
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