Please see the case study below, and prepare a written answer [approx. 1500 words]. Focus your answer on the transfer of learning.
You are the trainign manager for a Hotel group, that has 12 hotels, 100 -- 150 rooms each, with a pool and a restaurant at every hotel.
You receive teh following email from the General Manager"
To: You
From: General Manager
As you are aware, service levels are very important to our business, and the ability of our staff to "recover" [act on a customer complaint] is critical to success. When a customer complaints; one of three thingsd can hapen.. 1] they complain and is happy with the responce; or [2] they complain and is unsatisfied with the response or [3] the dont complain and remains unhappy. Many customers don't complain because they don't want the confrontation, complaining is inconvenient o rthey belive that nothing will change.
I have appointed two consultants that will run 3 workshops [1 hour each and one for the morning, afternoon and evening shift], to train our staff to "recover" fast and effectively. The training will be a presenation [ 1 1/2 hours] and a Question&Answer session [45min].
[bookmark: _GoBack]Because you are a training expert, I want your feedback on the session and specifically your opinion if the employees will be able to "recover" better or faster after the training. Do you have any suggestions to improve the program.
