ACTIVITY ONE
Problem; 

· Low customer satisfaction as staff are unable to provide correct answers to customers’ queries.
Chosen Solution:
· Staff Training
 Action plan
	Actions
	Description
	Time frame
	Staff responsible

	Identify and document training needs
                      
	Speak with the departmental managers to completely identify training needs based on staff queries

Record the training needs
	1st  June 2019 – 

8th June 2019
	Support manager

	Identify Trainees

	Speak with the departmental manager to identify those who are most in need of training
Submit the list of trainees to the HR department.
	9th June 2019 -
11th June 2019
	Training committee


	Find a trainer
	Training committee would discuss and decide whether to consult external training providers or organise internal training sessions

Finalise arrangement with the internal or external trainer 
	11th June 2019 -
15th June 2019
	Training Committee

	Prepare Training schedule
	Prepare and communicate training schedule to departmental managers
	15th June 2019 – 16th June 2019
	Training committee


You may ask your students to screen this plan against the key questions in slide 6 as this would reveal ways in which this plan could be further developed.

ACTIVITY THREE
SAMPLE MONITORING AND EVALUATION PLAN
	MONITORING

	
	Description
	Time frame
	Staff responsible

	Participation
	% of trainees who participated in the staff training

	Daily
	Internal auditor

	Engagement 
	Average learner satisfaction rating / other forms of engagement such as comments, likes etc.
	Daily
	Training committee

	Learning
	Average score obtained by trainees in a well-designed assessment.
	Weekly
	Training Committee

	EVALUATION

	Success Indicator(s)
	Data source / Information collection method
	Time frame
	Staff responsible

	Customer Feedback
	Online reviews
	Weekly
	Management


