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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. 
	
Please see attached documents as they will not paste in this box due to this document having been converted. The coversheet document was sent to me as a .pdf document, and then it is asked to be returned in word format.  This really is a silly waste of my time.  Due to having to convert the document from pdf (as the school has sent to me) to a word document, there are a series of corruptions that happen. As such, in EACH lesson, I spend a great deal of time trying to get the various pdf documents I’ve received from the school merge after I’ve converted them to the requested Word format.  Why on earth they are not given to me in the original word format to prevent degredation and corruption during the conversion process, I do not know.  I can tell you that with every lesson I spend upwards of 20 min. trying to get these converted documents to work together.  Its frustrating, tiresome and quite frankly, a bit unprofessional.  Please feel free to inform me of where I can offer my official feedback and/or complaint to the school.  Also, please find my work, attached, as due to the complexity of the scoring system required by the lesson, I cannot insert charts, graphs and other statistical visual aids in the text box you are reading now without giving me an error message. If required, I have taken a screen shot of said error message and would be happy to provide this for your perusal.

Again, as mentioned, please see attached.
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ASSESSMENT #
5
Total Marks: 30
Training and Development

	1.	Give short answers for the following questions:	(20)
i. Outline	the	benefits	of	training,	particularly	in the	context	of	business performance.
· Improved productivity
· Improved sales per transaction
· Reduced wastage
· Lower levels of staff turnover
· Improved service quality
· Improved customer satisfaction
· Improved employee satisfaction
· Increased employee flexibility
ii. How should a manager identify the training needs of the staff?
The manager typically identifies training needs via the work performance appraisal process.
iii. What could be the aims of training programmes in hospitality?
The aims of a training programme is to develop worker skills to be useful to the establishment and improved business performance.
iv. How is a training programme evaluated?
Training programme is evaluated by assessing the programs impact on the set objectives.
v.	Outline the steps to conduct a training programme, which could be of maximum benefit for the hotel.
· Time scale of the plan
· Chart and budget the required resources you need to achieve your goals
· Be realistic, don’t be over ambitious
· Work out the numbers that need to be trained and the varying targets met.
· Do not forget to include induction training and training requirements of new staff. Places where a staff turnover is high or where new recruits are hired for the upcoming busy period.  Allocate time for the training.
· Next to every item on the training plan, ascertain where, when, how and by whom the training will be conducted
· If possible set dates against the training events
· Have a way to monitor the effectiveness of the training
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                                  Please see attached sheet (as after converting the cover sheet, I cannot paste my work in as this cover sheet is not made for such placement of data)                                                                                                             Hotel Management Level 4	Brentwood Open Learning College	Page: 1




Topic: Customer Service: Handling ComplaintsTraining Plan

Time Scale: 1 day
Trainer: Christine Balmer
Experts: 
Location: conference Room 1


Candidates:
1. Jon Smith
2. Amber Davies
3. Joe Archer
4. Agnes Cook
5. Andrew Parks
6. Jan Frasier



Proposed Budget

	Room Rental
	£150.00

	Food & Beverage
	£60.00

	Trainer/Guest Speaker
	£0.00

	Training Materials
	£30.00

	Visual Aids/Projector
	£25.00

	Total Cost
	£265.00




 
	TRAINING ITINERARY
	HOURS 
	CANDIDATE SCORES 1-5 scoring 

	Introduction
	 9AM – 10AM
	

	[image: ] Ice Breaker - Trainer 
	 
	

	[image: ] Interactive session – candidate’s solutions 
	 
	|A.  4  |B. 5|C. 5       |D. 3 |E. 1  |F. 5 |

	Theory 
	 10AM – 11AM
	

	PowerPoint Presentation:
	 
	 

	What is a complaint?
	 
	

	Different ways complaints are made and handled 
	 
	  

	Examples of appropriate responses from candidates
	 
	|A.  5  |B. 5|C. 3       |D. 2 |E. 5  |F. 4 |

	B R E A K   F O R   L U N C H
B R E A K   F O R   L U N C H

	12PM
	

	Practical
	 
	

	Trip Advisor review response exercise
	 
	|A.  5  |B. 4|C. 4       |D. 2 |E. 1  |F. 5 |

	Role Play phone complaint
	 
	|A.  4  |B. 5|C. 5       |D. 3 |E. 1  |F. 5 |

	Handling very unhappy customers role play
	 
	|A.  5  |B. 5|C. 3       |D. 2 |E. 5  |F. 4 |

	Summarization
	 
	

	Summarize the overall lesson and key solutions
	 
	

	Q&A and feedback forms
	 
	

	Overall candidate Scores
	 
	|A.  23 |B. 24|C. 20       |D. 12|E. 13 |F. 23 |


 Summary:
Based on the candidate feedback forms, we have determined that all the candidates found the information easy to understand, however Candidates Agnes Cook and Andrew Parks will likely need further training.  This can be due to the candidates misunderstanding the importance of customer service. 


 

Training Result Chart

Introduction	Jon Smith	Amber Davies	Joe Archer	Anges Cook	Andrew Parks	Jan Frasier	4	5	5	3	1	5	Theory	Jon Smith	Amber Davies	Joe Archer	Anges Cook	Andrew Parks	Jan Frasier	5	5	3	2	5	4	Practical	Jon Smith	Amber Davies	Joe Archer	Anges Cook	Andrew Parks	Jan Frasier	5	4	4	2	1	5	
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