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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 insert your completed assignment ( in word format)  here:
1. 
i. Economic climate, Levels of investment, Marketing and promotional activities. Major benefits: productivity improvement, sales increase, reductions in labour turnover, waste and accidents, quality improvements, greater organizational commitment and flexibility. 
ii. Manager must decide if an identified needs should be met right away, keep in mind cost incurred of not training workers, think about implications of putting delivery of an identified training requirement. He/she creates list of job types and duties that have to be performed and compares them with workers performance, then collecting all training requirements.
iii. Improvement of employee performance, putting their skills to better use and specialization in their work, improvements of productivity and sales per transacrion, recudes wastage, lower levels of staff turnover, improves service quality, customer satisfaction and employee satisfaction, increases employee flexibility. 
iv. Once the program is finished we have to assess its impact on the objectives established: Was the plan completed, what were problems encountered, how they can me overcome in future, going over training in detail and valorize the most successful, establishing new priorities for future trainings and lastly using the objectives outlined before, rate benefits that the training activities brought to the business. 
v. Preparation (planning all elements of the training session), Delivery (showing skills), Trial and error (demonstration of the skill to the trainer – observing the initial attempt, providing criticism of the performance), Follow up (checking the progress using training tickler file). 
2. Training Session Plan
	Organisation
	Summit Gardens Hotel

	Department
	Human Resources – HR Manager

	Date
	1st June 2019

	Time scale
	3 days

	Participants
	6 new recruits – customer service team

	Location of training
	Summit Gardens Hotel meeting room 1st floor

	Training objectives
	By the end of the training session participants will be able to manage customer complaints effectively and satisfy customers who complain.  

	Introduction
	Reasons for customer complaints, benefits of effective customer handling, skills to manage complaints and emotions. 

	Assessment
	Participants will learn about:
· Recognizing key skills and qualities needed to handle complaints effectively
· Building skills in building rapport and engaging with the customer
· Demonstrating empathy whilst maintaining the complaint
· Defusing difficult customer emotional responses
· Establishing the customers needs through questions and listening
· Resolving typical work-based complaints effectively

	Main points
	Why customers complain, benefits of effective complaint management, complaint management procedures, managing emotions

	Training methods
	Group discussion, brainstorming, practice, role play, question and answer, trial and error, skill demonstration

	Conclusion
	Feedback about performance, future plans, areas covered
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