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1.
i. Training is the process by which employees are taught or educated certain procedures or skills with the purpose of developing knowledge, experience and abilities in all aspects of their employment, thus aiding the organisation in the achievement of its strategic vision (Chand, n.d.)
The primary objective of training is to aid the organisation in achieving their strategic vision by increasing the skill set of their human capital. The main objectives of training are:
· To expand the skills, knowledge and competencies of employees, therefore enabling them to work with minimum supervision and in different areas of the organisation. As a result of this employees are more likely to remain enthusiastic and the organisation will benefit from a motivated personnel team with reduced turnover and an excellent reputation for investing in its employees (Brentwood Open Learning College, 2019).
· As part of Human Resource Management (HRM) an organisation may identify certain gaps in the skill set of their human capital, or in response to external factors that may improve the efficiency and productivity of the workforce. By implementing a programme of training to address inefficiencies, lack of proficiencies in certain areas of the organisation, or in response to technological changes the human resource (HR) team can ensure the business remains competitive and profitable (Thompson, 2018).
· Training may also be used to reduce staff turnover, as an employee who is able to work confidently and with a comprehensive understanding of the organisations’ objectives will have improved satisfaction and be more productive.
· To reduce the induction period for employees being newly appointed, transferred or promoted within the organisation to ensure that they are proficient in all aspects of their role and able to perform at the level expected. This maximises the potential and efficiency of the human capital (Brentwood Open Learning College, 2019).
· To improve health and safety within the organisation and thus prevent accidents (Chand, n.d.).
ii. An organisation may assess their training needs using a variety of techniques and this must be undertaken prior to commencement of any training programme. This ensures that the development of employee skills are maximised whilst the outlays associated with training are reduced (Brentwood Open Learning College, 2019). Prior to commencement of training it is paramount that a needs assessment is conducted to verify where the deficiency lies.
Training needs assessments may be conducted using a range of methods:
· Management level should assess where, if any, the skill deficit lies and identify the knowledge and experience required to propel the organisation forward in response to a change in direction, diversification, economic fluctuations or technological advancements. It is paramount that management have a key understanding of the strengths and weaknesses of the human capital of the organisation and know how to equip or tailor their personnel to respond to future events and continue to perform and achieve the objectives of the organisation (Brentwood Open Learning College, 2019).
· Communication with employees is an essential component of the HR role and it provides the opportunity for the workforce to pinpoint any areas they feel less confident, or which they could benefit from additional training (Heathfield, 2018).
· Focus Groups are another technique, which may be employed by the HR team to assess the training needs of an organisation, usually conducted in smaller groups to allow for improved communication and discussion. This allows employees to brainstorm together to proactively discuss and ascertain where further education is required (Dash, 2018).
· Internal Surveys are an effective and productive way of collating data from a large group of employees, with questionnaires being the most common form of obtaining the required information. HR personnel should structure questionnaires to include both closed and open-ended questions and give employees the opportunity to voice theories or ideas that the management team may have not previously considered (Brentwood Open Learning College, 2019).
· Lastly, the HR team should deploy a system of planning to foresee the future needs of the organisation and compare these with a review of the historical goals and mission statement, moving forward. As human capital is a vital component in the achievement and success of an organisation, it is imperative that research is undertaken to reveal where training is required and scheduled in response to fluctuations in the market, financial downturns or legislative changes (Brentwood Open Learning College, 2019).
· Employing a system of regular appraisals and performance assessments will also enable senior management to identify areas where the organisation and employees could benefit from additional training (Pajaron, 2015).
The collation and analysis of this information may allow HR to isolate the areas where the organisation could benefit from the introduction of a training programme and its employees can indicate gaps in the knowledge and skills they possess, thus improving efficiency, productivity and profitability (Dash, 2018).
iii. The training process has several critical steps, which an organisation should consider. When undertaking training it is essential that the HR department takes into account the objectives and vision for the strategic development of the organisation.
1. Conduct a needs analysis assessment to determine the gap in the current skill set, enabling the organisation to decide what specific knowledge, skills, and attitudes are needed to improve the employee’s performance. Establishing a need analysis should always be the starting point of any training process with the primary objective of improving individual and organisational achievements (Brentwood Open Learning College, 2019).
2. Setting training objectives forms the second step in the training process and requires the HR department to set clear aims based upon the gaps in the current skill set or to organisational initiatives. The ultimate goal is to bridge the disparity between the current and desired level of performance (Dolly, 2017).
3. The third step involves deriving a training programme, which considers methods, content, materials, learning theories and outlays as well as the employees requiring additional training and those responsible for conducting the training (Knott, 2017).
4. The fourth and final step in the training process is to evaluate the training initiative. This includes a full examination of the design, development, implementation and effectiveness of the process as well as the degree of success achieved and whether it matched the initial objectives (Brentwood Open Learning College, 2019). It is essential that feedback is gathered, on completion of the training programme, to determine any weaknesses or flaws in the method which may be rectified by the organisation in the event of further training being conducted (Schreiner, n.d.).
iv. Organisations can use multiple techniques to train their workforce. Prior to selecting the most appropriate method the HR team should consider which individuals to train, the type of programme to use and identify the gap in skills or expertise (Brentwood Open Learning College, 2019).
Training may be completed whilst employees conduct their everyday tasks, known as on-the-job training. This method ensures that time is not wasted whilst employees are educated and allows employees to learn and perform their roles and responsibilities under the supervision of a manager, or senior member of personnel (Durham, 2017). A schedule should be set and feedback given to ensure that employees know how they are developing. Off-the-job techniques may include lectures, conferences, continual personal development seminars, case studies and PowerPoint presentations. This can prove successful as employees will have sole focus in a class room style environment on the learning materials, however off-the-job training can come at a significant outlay to the organisation and the theories must then be applied to practical environments (Reddy, n.d.).
Within these two styles the organisation can use certain methods to train employees:
· Orientations provide new employees with certain information about their employer, such as the organisational objectives, crucial members of the team and individual departments as well as certain policies and procedures. This may be in both written and oral presentations, or in face-to-face meetings (Brentwood Open Learning College, 2019).
· When there is a large group of employees to be trained or a lot of information to be covered, HRM may opt to lecture the workforce – which educates rather than training individuals. This is a cost-effective training technique, however as it is a passive method and employees are not actively engaged, they may not be able to apply the knowledge at a practical level (Paris, 2014).
· Role-playing or stimulation exercises are used to portray lifelike situations where employees are required to make judgements and discuss the consequences of each decision (Brentwood Open Learning College, 2019). This can be very useful at indicating current skill level and proves a cost-effective and reliable training technique (Fuller, 2018).
· Job Rotation engages employees in different areas of the organisation and enables staff to learn and experience new departments or duties associated with other roles – this can prove advantageous to smaller organisations delegating additional responsibilities to the workforce, as well as improving morale and satisfaction by delegation of tasks (Brentwood Open Learning College, 2019).
· Audio-visual techniques involve learning through computer, television or visual stimuli and enables the learner to experience simulated authentic situations at a relatively low outlay to the organisation. There are flaws in this method however, as interaction is limited and it does not allow users to engage with one another (Aransiola, 2015).
v. Training programs can be mutually beneficial to both the organisation and the employee. Consistent training improves employee satisfaction, morale and motivation, thus reducing turnover and ultimately ensuring continuity of operations for the organisation (Lotich, 2017). The organisation may also achieve an excellent reputation for commitment to personal and professional development, thereby attracting new talent (Khera, 2002). If the organisation invests in their employees they are able to refine processes, increase efficiency, productivity and thus improve profitability, ensuring they remain competitive (Reddy, n.d.). Regular training initiatives enable an organisation to respond and adapt quickly, proactively and successfully to technological or legislative changes, ensuring they remain invested in improving performance and financial gain (Brentwood Open Learning College, 2019).
 vi. Training is the short-term process by which employees acquire skills, knowledge and competencies to carry out a particular role (Brentwood Open Learning College, 2019). Development is the overall evolution of the employee and focuses on career progression in the long term (Surbhi, 2015). Qualified, or experienced senior team members impart knowledge and particular skills to less experienced individuals in training whereas development involves preparing the individual for certain predicted circumstances within the organisation (Brentwood Open Learning College, 2019). Training looks at the short-term requirements of the organisation and develops competencies, which will satisfy immediate needs, in comparison, development is a longer process, which involves establishing skills for future performance prerequisites (Olivia, 2011). While training is job focused in nature, development is career orientated and encourages personal professional enhancement, this may also result in improved morale and retention of a workforce. Training programmes are focused where a group of employees take part in an organised event, seminar, lecture or workshop and is organised by the organisation. In comparison, development centres around one individual and caters to their personal requirements relying upon self-motivation for career advancement and fulfillment (Surabhi, 2016).
HRM may employ both training and development techniques to achieve their organisational objectives and ensure that the workforce performs at the level expected to achieve profitability, improved output and retain a motivated, talented and competent workforce.
Activity
a) The HR team have identified fundamental gaps in the current skill set of the six members of the reception team, the consequences of which are filtering through to higher management and creating inefficiencies throughout the organisation. They plan to initiate a training programme to address these issues, however must conduct a training audit to identify the deficiency in skills which require attention and which learning procedures, or activities will improve productivity and output. It is essential that the individual needs of the employees and organisation are considered and to determine if training will be cost-effective in achieving the desired outcome. In order to assess the specific requirements of the training programme, management have issued questionnaires to individual employees to enable them to express where they feel their deficiencies lie and highlight any new concepts or ideas that may aid in the efficiency of carrying out their job role. In addition to this, management have conducted a recent performance appraisal and communicated with each of the six members of the team to identify their strengths and weaknesses and indicate the level at which the organisation expects employees to perform. Finally, the senior management have reviewed the organisational objectives and mission statement to identify changes in technology or legislation which may have impacted the team members and everyday procedures. It is important that the training improves efficiency, accuracy and productivity within the department.
b) Following the assessment of the staff training needs, the organisation must identify techniques to target the areas where deficiencies appeared. Following collation of the information, the organisation identified inadequacies in the line of communication between management level and front of house staff, meaning errors occurred in the transmission of information. Computer literacy was also identified as a key area where reception employees struggled to cope with the technological advancements and new software, which had recently been introduced. Recent changes to the organisations structure resulting in new procedures being implemented and a review of customer service processes – an essential component of the role and vital for employees to understand and meet the expectations of the customer, has meant that there have been some areas identified where additional training is required. Ongoing monitoring and review of health and safety procedures was also included in the training programme to ensure that employees comply with organisational guidelines.
c) The training procedure devised focused on improving performance in the key areas and developing certain skills to help the organisation achieve its strategic vision. A clearly defined, desired outcome was established prior to the commencement of the training schedule and the success of the programme was measured following its completion. The management team also budgeted the process to ensure that it remained cost-effective and did not exceed the expenditure limit.
The HR team scheduled a lecture with all members of the reception team in attendance. This involved a presentation of key competencies, skills and refreshing the employees on the organisational processes and procedures, as well as health and safety requirements. The importance of aptitudes in listening, communicating, screening and transferring calls, as well as building a rapport with clients was covered in the lecture material. Employees were invited to ask questions and given the opportunity to voice any concerns at the end of the lecture, to ensure that they fully understood and had absorbed the information.
A group seminar was also organised where individuals were paired with other colleagues and took part in simulated roles that depicted real life situations and applied certain judgements and decisions as well as explaining their reasoning (Brentwood Open Learning College, 2019). Problem-solving techniques were covered and assessed as part of this training exercise.
The HR team contacted the software provider to make use of their integrated audio-visual training package to ensure the reception personnel were familiar with the product and capable of using it to its full capacity.
The organisation compiled a booklet comprising of literature outlining the processes and procedures of the business, as well as the strategic vision of the firm and how the reception role is imperative to the achievement of this objective. This written documentation, including detailed instructions for specific tasks was circulated amongst the six employees to reference, should they require.
[bookmark: _GoBack]The organisation also indicated that there were opportunities for professional and personal development within the receptionist role and the potential to take on additional responsibilities, to motivate and encourage employees to achieve and perform at the desired level indicated during the training programme (Greene, n.d.)
In order to quantify the success of the training programme the management team established a curriculum of ongoing monitoring to verify whether the team members were applying their skills and knowledge. It was also imperative to measure the output and productivity of the employees following completion of the training and the senior management team considered this in relation to the organisations’ objectives.
Following completion and evaluation of the training program, the HR team noted increased productivity, efficiency and financial return. The training also helped the organisation retain a competitive advantage over rivals. There was also a notable decrease in absenteeism, staff turnover and a marked rise in employee morale and satisfaction. The management team deemed the process successful and took feedback from employees to improve, or address any identified weaknesses to ensure they did not recur in future training programmes.
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