Organizational analysis - involves
· determining the appropriateness of training, given the business strategy
· determining the resources available for training
· determining the support by managers and peers for training   

· 
· deliver high quality food
· deliver excellent service
· outstanding customer service
· 3 sites – downtown, Lake Norman, west side
· All locations - same menu
· Downtown – business lunch and dinner
· Lake Norman – feature exotic salads
· West side – original location feature family friendly
· Management staff rotated through chain
· Full service locations
· Increase in Hispanic clientele at West side
· Need to related to clients – speak Spanish
· Changing menu to include Mexican food
· Notice more families are speaking Spanish at the table – West side
· Average lunch bill – downtown $14.50/person
· Average lunch bill – Lake Norman - $12.10/ person
· Average lunch bill – West side – 8.50/person
· Managers have trained employees historically
· Manages excited about addition of Mexican food – nervous about speaking Spanish
· Typical organization:
· Owner Dave 22 years, no Spanish
· General Manager – Location
· Shift Managers – Lunch and Dinner
· Receptionists
· Wait Staff
· Bus Staff
· Chefs and Cooks
· Dish room
· Cleaning
· Accounting
· Purchasing
· Stocking






Person analysis – involves: 
· determining whether performance deficiencies result from a lack of knowledge, skill, or ability (a training issue) or from a motivational or work design problem 
· identifying who needs training 
· determining employees’ readiness for training

· 
· currently 1 receptionist speaks Spanish
· Lake Norman
· currently I shift manager speaks Spanish
· West Side
· Currently 4 wait staff speaks Spanish  
· 2 downtown & 2 West side
· Turnover is 20% in all positions except management where it is 5%
· Company believes all General Managers, shift managers and Wait staff should be able to hold conversation with customers in the language they are most comfortable
· Dave brought consultants in because several employees had balked at learning Spanish on their own
· Company wants to reinforce the vision of the company as part of the formal training process
· Company not sure of proficiency of staff in languages only word of mouth information



Task analysis – involves: 
· identifying the important tasks and knowledge, skill, and behaviors that need to be emphasized in training for employees to complete their tasks

· 
· identified these items they want all employees to be trained in: 
· deliver high quality food
· deliver excellent service
· outstanding customer service

· Identified these areas to train manager in:
· Teamwork and group dynamics
· Spanish
· Leadership
· Accounting
· [bookmark: _GoBack]Relating to customers

· Identified these areas to train customer contact staff in:
· Spanish
· Relating to customers
