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Abstract

The main focus of this paper is on a training program for telephone skills that was conducted at the end of
January 2019 in a local hotel in Jordan. Depending on the philosophy of this study, choosing a qualitative
investigation is appropriate because it examines the informers' position of behaviours and experiences being
studied (Dawson, 2002). The research suggests that a limited amount of training program evaluation has a
limited impact on performance improvements. A case-study approach was conducted in this evaluation. Besides,
the data used for this study is primary in nature, as it reflects the participants' observations (Saunders, Lewis, and
Thornhill, 2007) and is based on the subjective qualitative research approach (Greener, 2008). The data collected
were based on interviews taken from ten employees and the human resources manager (HRM) of the hotel.
According to HRM view, it has been found that the telephone skills training program did have an impact of
change mainly on the front office employees.

Furthermore, it has been found that training has a sustainable effect and was a motivation by itself for the
employees. However, learning processes which were addressed in literature were not considered in this program.
Therefore, limited impact on performance and culture was identified. This evaluation attempt is an introduction
for future research associated with training programs within the local hotel industry in Jordan.

Keywords: change, culture, evaluation, impact on employees, Jordan, local hotels, performance, training
program

1. Introduction

In recent years, a growing need for evaluating the effectiveness of training programs in organisations has been
identified (Adams and Waddle, 2002; Lingham, Richley, and Rezania, 2006; Barrett, 2016; Fox, Grimm, and
Caldeira, 2017). Jordan local hotels are a vital area for investigating this phenomenon since growing numbers of
those hotels are emerging in the Jordanian tourism market (Jordan statistical yearbook, 2018). In contrast,
service quality is declining according to practitioners (Batarseh, 2018 and Saadeh, 2018); that is why it is
essential to assess training programs in this sector. Moreover, the neglect of owners and managers to evaluate
training programs has been identified, and according to professionals, it is associated with management and
leadership styles (Batarseh, 2018 and Saadeh, 2018).

This evaluation research aims to partially contribute to the understanding of the local-hotel training role and its
impact on the employees through a training program evaluation in a local Jordanian hotel. It is also based on the
assumption that a limited amount of training program evaluation has a limited impact on performance
improvements.

1.1 Definitions

In this sense, a program evaluation is "the determination of the value of a product, a process, or a program"
(Barrett, 2016) and, in terms of its document goal attainment justification, it is to describe the outcomes in a
completed program (Barrett, 2016). In their seminal study (Rossi, Lipsay, and Freeman, 2003) defined a program
evaluation as a "social science activity directed at collecting, analysing, interpreting, and communicating
information about the workings and effectiveness of social programs”. However, in program effectiveness
exploration, a researcher needs to "understand change over time and identify the underlying factors that
contributed to change" in the performance of the organisation or the department in which the training is done
(Fox et al., 2017). Therefore, these questions would be asked in change-impact evaluation: "how did the
intervention (training program) work?" and "why did the intervention cause the impact?" (Fox et al., 2017).
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Special consideration should be taken to understand the difference between a research project and a research
"evaluation" project, through asking this question: In what sense evaluation is different from research? Barrett
(2016) answers that it is in its "focus", in the "questions being asked," and in its "goals". Thus, evaluation
research focuses on a specific program, asks questions that are specific to this program and aims to improve,
justify or assess the needs of the program. In contrast, a research project focuses on theory, asks general
questions, and aims to increase knowledge (Barrett, 2016). This study emphasises on a training program
assessment to improve its impact on employees performance. Therefore, it is considered as a "research
evaluation project".

1.2 Methodology

In this case, a case study could be one of the appropriate methods which can be carried out to evaluate the
professional practice that enhances decision making (Fox et al., 2017). In other words, a case study tends to
answer the how and why questions and will work in an environment where the researcher would not manipulate
the behaviour of those involved in the evaluation study (Yin, 2009; Denzin and Lincoln, 2011). Those were the
conditions that existed in the hotel's environment being evaluated. Therefore, in this evaluation research, the
case-study method will be conducted in order to assess the training program.

In this paper, the main focus is on a training program for telephone skills that was conducted at the end of
January 2019 in a local hotel in Jordan. This program focused on professional service use with internal and
external callers while providing a suitable greeting and farewell to them. It also focused on the use of the
telephone service effectively, transfer and place a call on hold, and on taking a written message.

It is vital to understand that this case study is an attempt to evaluate the impact of change through looking
backwards from the point in time of an interview (Fox et al., 2017). A case study in a focus group method will be
done to reach those findings owing to the nature of the program, which was held for three groups of employees
in three different departments of the hotel. Consequently, an investigation will be carried out on how the trainees
and the human resources manager construct the meaning of the outcomes of the training program. Besides, it is
an attempt to identify the stakeholders' perception of this social-professional reality; that is the resulted
performance of the trainees after conducting the training program, which is subjectively constructed through
their interaction (Bryman and Bell, 2011; Denzin and Lincoln, 2011 ).

1.3 Evaluation Question

Therefore the reason that developed the evaluation questions is to detect whether the program influenced the
employees or not. Thus the study aims to answer those evaluation questions as follows:

How did the telephone-skills training program cause (or did not) an impact of change in the workplace, on the
trainees' culture and performance who attended the program? Why did it influence change (or not) in trainees'
perception and conduct?

2. Literature Review

Randolph (2009) explains that the faulty collection of literature leads to derail a dissertation. Hence if the
literature review is flawed, the rest of the study may be viewed as defective. In respect of this evaluation study,
the focal point is in gathering information from the literature that discusses the critical aspects of the evaluation
question: "how and why a training program causes an impact of change on employees' culture and performance".

2.1 Culture

Evaluations of training programs are becoming increasingly essential to manage intellectual capital of business
organisations (Adams and Waddle, 2002). Assessments of those programs have been apparent in helping to
improve the outcomes of performance within which is the context of this study (Lingham et al., 2006; Newby
and Bramley, 2008; Helitzer, Yoon, Wallerstein, and Garcia-\Velarde, 2009).

Adams and Waddle (2002) argue that evaluation is the process of attempting to assess the total value of training.
However, Kissack and Callahan (2009) suggest that including a culture analysis during the organisational
analysis portion of the needs assessment is vital. Likewise, it has been found that ineffective training evaluation
is directly associated with the organisational culture (Lewis and Thornhill, 1994). Lewis and Thornhill (1994)
argued that an attempt must be first considered to understand the corporate culture and the organisation attitudes
towards evaluation. Practitioners in the local-hotel industry in Jordan (Batarseh, 2018 and Saadeh, 2018), have
reported this issue about owners and managers who neglect the learning process to their human capital.

In this context, this study aims to examine how a training program would affect cultural change, as an embedded
element, that reflects in organisational performance change. However, not all the mentioned assessment-elements



http://ibr.ccsenet.org International Business Research \Vol. 13, No. 9; 2020

will apply to this study because it is beyond its scope.
2.2 Double-Loop Learning

In contrast, Rowe (1996) differs from the above authors in suggesting that evaluation requires researchers to be
engaged in "double-loop learning”. This process indicates that while evaluating, one has to return to the
objectives of the program themselves and inquire whether they still apply or not. He concludes that with
"double-loop learning™ a researcher investigates the uncertainties which are associated with the training and
development process and evaluate the aims and objectives of the program itself. On the contrary, (Blackman et
al., 2004) argue that there are “potential weaknesses in the double-loop learning for reliable knowledge creation
because of the ongoing testing of the original problem and the new solution™. However, the paper suffers from a
poorly developed theory as numerous researchers showed the significance of double-loop learning on
organisational innovation and performance, the transformation of the firm, and its impact on a higher level of
collaborative know-how (Garc B-Morales et al., 2009; Sisaye and Birnberg, 2010; Simonin, 2017). The
double-loop learning process consists of questioning the objectives and methods of which are included in the
program's design. Therefore, this evaluation will observe whether an application of this model exists during the
process of designing the training program. Nonetheless, a non-detection of this model in practice will show a gap
in developing learning processes in training programs in this hotel.

2.3 Components of Learning Process

A great deal of previous research has focused on learning in the organisation as a crucial role of impact on
performance change. In fact, many studies focused on the significance of the learning process of the trainees and
its effects on corporate performance as a result. Garavan's (1997) evaluation study on a mid-size hotel of a social
skills training program has found that there is a linkage between the power of behaviour change (learning) and
service effectiveness. The evaluation purpose was to determine the gap between planning and reality and make
the recommendations to the hotel. The findings showed that the response was influential during the training itself,
but with less impact on the long run. This study seemed to ignore issues of changing employees' attitudes, which
have a sustainable influence on performance. However, according to (Garcia-Santill&, Moreno, Carlos, and
Zamudio, 2012), three components influence the learning process of individuals when trying to change their
attitudes: the cognitive aspect (how people think), the behavioural perspective (how people act), and the affective
aspect (how people feel). Hence in evaluating a training and development program, an evaluator has to explore
how this program is designed and does it have an improving impact on employees' attitudes?

Another study (Popper, 2000) described the role of leaders' styles in determining values that facilitate effective
learning. The method of leaders was structural and systematic in collecting, analysing, storing, disseminating and
using information that is relevant to the performance of the firm. The findings of the study indicated a link
between the role of leaders and effective learning (Popper, 2000). This component of learning process
demonstrates a vital role in performance.

Similarly, (Sessa et al., 2018) investigated the multiteam learning systems. The multiteam systems are "an
organisational form that consists of multiple teams in a fluid of semi-permanent network" (Sessa et al., 2018).
They found that when individuals and component teams are ready to learn along with the environmental support
for learning, the multiteam systems learn continuously. Hence, these systems provide reflection, invention, and
transformation in preparation for future missions. In this respect, this evaluation study will observe if any of
these methods were existent in the training program design of this hotel.

2.4 Emotion Work

Further studies focused on a different aspect, which influences the learning process of the trainees. Mirchandani
(2012) and Dick and Bernstorff (2009) focused on emotion work (EW). Mirchandani (2012) argued that (EW)
has to be included in the program's content since it has an impact on enhancing the communication skills of "call
centre agents™ as a result of his study. This aspect of learning is a vehicle through which employees learn to
make sense of their place in social, economic and cross-national environments (Mirchandani, 2012). What the
paper meant by (EW) is "to refer to the relational work which many people do as part of their jobs". It is related
to the concept of taking ownership of the "call" and letting clients acknowledge that they are in the right hands
(Mirchandani, 2012). Training in this respect could enhance the social interaction with the customers, which in
turn change employees culture in the workplace and boost performance. In this respect, it is vital for an
evaluation study to concentrate on this facet in a program, whether it exists or not. Alternatively, Dick and
Bernstorff (2009), who investigated emotional dissonance® (ED) in call centre work, showed that (ED) was

! 1tis the lack of agreement or harmony between people or things.
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associated with lower work motivation. They also found that positive affectivity correlated negatively with (ED).
In comparison, negative affectivity correlated positively with customer aggression.

Consequently, emotion work has to be emphasised in the workplace as it has a vast influence on the overall
employee performance. Although this aspect was not expected to be found in the training design of this hotel, it
was suggested, in the recommendation section, to have it included in future training programs. It will be
determined in prospective research evaluation, through identifying relational work among employees that
reflects emotional work and includes it in the training program.

2.5 Cultural Diversity

Mirchandani (2012) stresses the idea of communicating with diverse cultures in the workplace. It is relevant that
an evaluation study, in a hotel environment, focuses on the existence of varying content with different cultural
possibilities, which trains employees how to deal with different cultures. For example, social interaction,
language, verbal contacts with customers and many other interconnections are vital components in a hospitality
environment. Moreover, a recent study ( Anjorin, Jansari, and Nazir, 2018) stressed the value of cultural
diversity in the workplace. Although this thesis had some limitations in its scope, the findings showed the
significance of this facet in increasing productivity of the staff and achieving positive outcomes. This topic was
addressed during the interviews to explore the extent of its understanding (appendix 4). It was also included in
the recommendations section.

3. Methodology

It is crucial to discuss the design of this evaluation report in the current section. The methods and methodologies
which formulate the model, explain what the research is, and how is it done, allowing the reader to evaluate the
reliability and validity of the study (McCombes, 2019).

3.1 Philosophy

The research philosophy adopted in a study carries significant assumptions about the way a researcher views the
world. Those assumptions will bear the methodology, methods, approach, strategies, choices, time horizons and
techniques chosen as part of the study (Greener, 2008; Saunders et al., 2007). Figure 3.1 illustrates the research
philosophy by the onion shape?.

Philosophies
Interpretivism
Objectivism Approachas
Stose- tud \ Subjecﬁvisk
sectional Study) Strategies
co:?ea(:t?on Mixed r;c:;c;zh
and data methods |
analysis Choices

Longitudinal

Grounded Pragmatism
theory
Tim_e
/ Func‘imy horizons
inlapeive Techniques and

procedures

Archival research

Inductive Radical
humanist

Radical structuralist

Figure 3.1. The research onion shape - Source: Saunders, Lewis and Thornhill, 2007

2 Methodologies represent strategies in the diagram (Dawson, 2002; Bryman and Bell, 2011).



http://ibr.ccsenet.org International Business Research \Vol. 13, No. 9; 2020

Moreover, (Dawson, 2002) states that when a researcher thinks about the methodology, he or she needs to think
about qualitative and quantitative research. Alternatively, there is a difference between qualitative and
quantitative analysis. Qualitative research explores attitudes behaviours and experiences where they tend to
reflect an interpretive position and constructivist stand. In contrast, quantitative research generates statistics,
where they tend to reflect a positivist position and objective stand (Dawson, 2002; Bryman and Bell, 2011).
Qualitative research uses methods such as interviews, or focus groups, whereas quantitative research uses
techniques such as questionnaires or structured interviews (Dawson, 2002).

This evaluation study is exploratory. It is an attempt to understand how the management and the staff in this
hotel interpret the results of the training program. Bryman and Bell (2011) explain that if the research problem
was formulated to stress the tenuousness® of the firm and its culture as objective categories, it is likely that the
research would actively involve the participants in reality construction. Therefore, this evaluation study takes the
interpretive constructivist stand because it tries to interpret how and why the employees understand the impact of
the training program, and how they construct their reality through the results of the program.

3.2 Methods

The data used for this study is primary in nature, as it reflects the participants' observations (Saunders et al.,
2007). Its use is based on the subjective qualitative research approach (Greener, 2008). The data collected were
based on interviews taken from ten employees and the human resources manager (HRM) of the hotel. In-depth
interviews were addressed to the departmental groups in a set of prompt semi-structured open-ended questions.
In-depth interviews were chosen because they attempt to get in-depth opinions from the participants (Dawson,
2002). Semi-structured questions were selected because they are "a list of questions on fairly specific topics to be
covered, often called the schedule (Appendix 5); however, the interviewee has a lot of other ways in how to reply.
Consequently, questions may not follow the outline set on the schedule” (Bryman and Bell, 2011). An mp3 audio
machine will record the interviews.

Each group formulates each department, which is why three focus groups will be chosen for this study (see
appendix 1). The same questions will be asked to the human resources manager. The study will investigate the
how and why questions and will try to understand how did this training program affect the trainees' performance
in the workplace and why did they interpret their performance the way they are explaining it (cultural facet). In
this sense, the outcomes would be a social construct in which the researcher is trying to grasp the subjective
meaning of social action (Bryman and Bell, 2011; P. Eriksson and A.Kovalainen, 2016).

The case study is the approach that "facilitates the exploration of a phenomenon within its context using a variety
of data sources" (Angelelli and Baer, 2016). Therefore, this evaluation research will use the case-study method
using the training documents and multiple interviews outcomes within the hotel, to explore this phenomenon
within its context (Yin, 2009). Moreover, this study aims to investigate employees' performance through the
lenses of the involved actors and requires prior categorisation of the occurrence (Angelelli and Baer, 2016).
Accordingly, a case study will be conducted on a telephone skills training program for specific work-groups
within the hotel's workplace environment.

Why focus groups in this case study evaluation?

Focus groups are bound to the use of qualitative data. They offer the researcher the opportunity to study the
collective understanding of a group towards a phenomenon (Bryman and Bell, 2011). This is also suitable to this
evaluation paper.

This study will also denote a detailed schedule (see appendix 5) and will use transcribed recordings to analyse
the themes that will emerge. The critical point of using focus groups is the appropriateness of the generation of
new ideas formed in a social context within the groups (Breen, 2006).

Hence, the use of homogenous groups within one department in each recording will be done to achieve this
purpose. The interviews in the focus groups will generate qualitative data which will be recorded and transcribed;
then, a thematic analysis will be done across the meetings. Thematic analysis is a highly inductive procedure,
where it is used to collect and analyse qualitative data simultaneously (Dawson, 2002). It involves classifying the
data into meaningful categories, derived from the theoretical framework and must fit what the research has
revealed (Saunders et al., 2007). It is also a method of identifying, analysing and reporting common ideas within
a set of qualitative data (Clarke and Braun, 2013; Anderson, 2007). It recognises the themes within the data,
where emerging patterns become codes and categories for investigation (Fereday and Muir-Cochrane, 2006).

® That is: Weak or thin in consistency.
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Therefore, this approach was selected in this study to analyse the data, while coding and categorisation were
done manually (shown in appendix 4). Besides, a search for the main emerging themes and patterns was done,
then analysed systematically through defining relationships, compare and contrast and finding gaps; a process
that involves reflecting on whether the data tell a convincing story or not.

Moreover, thematic analysis is a flexible process and can be used to analyse data from focus groups and
interviews (Clarke and Braun, 2013). Therefore, the thematic analysis approach was selected to extrapolate the
main themes of the transcribed interviews and analyse them accordingly. Four interviews were conducted: three
for the departmental parties, and one for the human recourses manager. Same questions will be used for all
groups. The focus-group interview schedule (Breen, 2006) is demonstrated in Appendix 5. The documents of the
hotel about the program are presented in appendices 1 and 2. Analysis of the focus-group data includes® the
most important themes, quotes, and unexpected findings (Breen, 2006).

3.3 Sample

A purposive sampling technique was chosen because of the nature of this evaluation research. Richie, Lewis, and
Elam (2013) argue that in a criterion based on purposive sampling, sample units are chosen because they have
particular features that enable a detailed examination of the phenomenon being studied. Accordingly, this paper
focused on three groups who had specific features for the study. It concentrated on evaluating a telephone skills
training program which is done in a four stars hotel situated in the Dead Sea area of Jordan. The human
resources manager conducted the program for two days on January 25, 2019, and the 26th. The duration of the
program was one hour for each day and was intended for all departments. Three departments attended the
program as follows® (HRM, 2019, see appendix 1):

- Front office (three employees — one female)

- Housekeeping (four employees — all males)

- Service area — food (four employees — all males)
None of those departments attended the program:

- Accounting

- Security

Hence a total of eleven employees participated in the program, who resemble the population studied (Fox et al.,
2017).

The sample was limited because the evaluation has been done for this particular hotel. However, this evaluation
research could be an insight for future assessments within the Jordanian local-hotel industry.

3.4 Ethical Considerations

Ethics is about relating to moral choices and influencing decisions and behaviours (Greener, 2008). In this study,
relevant ethical considerations were taken while collecting the data. For example, following the moral code of
the hotel, full information provision about the purpose of the evaluation, and gaining the consent of the
participants without causing any harm to them are vital actions that were considered in the study (Greener, 2008;
Saunders et al., 2007). Furthermore, the evaluation regarded the respect of the informers in keeping their rights
to confidentiality and anonymity as a significant act in its course. It also maintained objectivity and avoided
embarrassment stress and discomfort while conducting the research (Greener, 2008; Saunders et al., 2007).
These steps were taken while conducting this evaluation research.

3.5 Procedures

A timely plan (see appendix 3) was prepared in a Gantt chart presentation to manage this evaluation-study
project. This study focused on in-depth interviews that started with the human resources manager (HRM) and
then the other three focus groups that consisted of the employees in the mentioned departments. After the first
interview was done, which was conducted on February 26, 2019, with the HRM, the researcher called for the
first focus group, which was available at the time. The department of housekeeping was the available one,
according to the hotel schedule. However, one of the employee-trainees was in the hospital, and his partner who
happened to be another trainee accompanied him. It was not easy for the researcher to postpone the interview
because of the time limitations, the remoteness of the hotel's location and the difficulties in appointing interviews.

* More detailed description about the analysis of the data is demonstrated in the findings section.
5 (that had particular features in the context of the study)
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Therefore it was agreed upon resuming the second interview while adding one of the front office trainees with
the two housekeeping trainees. The third and the forth interviews went as scheduled. Accordingly, the total
interviewed employees were nine employees (81.8% of the population), in addition to the human resources
manager.

The human resources manager was addressed in English. At the same time, most of the employees in the focus
groups were communicated in Arabic, and the transcription was translated into English for the thematic analysis
purposes.

4. Findings

After transcribing the interviews, a thematic analysis was done to extrapolate the emerging themes from the
answers (see appendix 4).

The themes mainly come from interviewees. The categorisation process involved organising and coding the data
to develop the main ideas, to capture the richness of the facts and interpret them (Fereday and Muir-Cochrane,
2006). Consequently, the main themes were presented first, resembling main categories while subcategories,
which were shown below each leading group, resembled the subthemes extracted from the qualitative data.

4.1 First Interview (HRM)

According to the methods used and explained above, five categories emerged from the data of the first interview.
O'Connor and Gibson (2003) emphasise that maintaining reliability® and validity’ in the data analysis, and the
findings are crucial. They also encourage the qualitative analyst to start thinking inside the box, then outside the
box. That is when analysing the data, to keep in mind the original questions that are meant to be answered. Then,
to look at other ideas and themes that have emerged from the data (surprises), (O'Connor and Gibson, 2003b,
p.66). These aspects were considered in the process of analysis. Thus the main categories were as follows:

- New skills and knowledge.
- Impact — sub-themes.
o Development within other departments needs more time to clarify.
o The program'’s procedures were feasible and appropriate. (Feasible)
o The program is motivation by itself. (Motivation)
o Improvement lasted after one month from the date of the program. (Sustainable)
o Improvement was mainly within the front office employees. (Improvement-FO)
- The duration was convenient. (Duration)
- The content was enough. (Content)
- Repetition enhances improvement. (Repetition)

It was noticed that advanced learning procedures mentioned in the literature review were not addressed in the
training program, for example, double-loop learning, emotion work and cultural diversity materials, which could
develop a training strategy. Another topic was embedded in the conversation of the HRM regarding the cultural
issues related to learning among employees. However, he did not show any concern about changing it.
Furthermore, the HRM did not indicate any clear understanding of the multiteam learning system, the impact of
learning components on attitude nor the role of leaders in learning. Jugder (2016, p.4) argues that a conceptual
framework has to be formed, reflecting the connection of the main ideas to identify meaning. Therefore, figure
4.1 demonstrates the relationship between the different themes extrapolated from the data in a conceptual
framework. The same procedure of analysis will be repeated in other interviews.

According to HRM view, it has been found that the telephone skills training program did have an impact of
change mainly on the front office employees. Furthermore, it had a sustainable effect and was a motivation by
itself for the employees. The HRM was content with the program and did not show a need for further training,
although he admitted that 'repetition improves effectiveness'. These findings demonstrate that this program did
cause a positive change in performance. However, learning processes which were addressed in literature were
not considered in this program. Therefore, limited impact on performance and culture was identified.

® Consistency in interviewing, transcribing and findings (O’Connor and Gibson, 2003, p.72).
" Accuracy of the method (O’Connor and Gibson, 2003, p.72).
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HRM interview Analysis
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Figure 4.1. HRM Interview Analysis — Source: Author

4.2 Housekeeping (HK) and Front Office (FO) Interviews

The main categories and sub-themes that emerged from housekeeping (HK) and front office (OF) departments’
interviews were as follows:

- New skills and knowledge - subthemes

O

Connecting with guests HK

o Salesskills HK-OF
o Problem-solving HK
o Gentle wordings with guests HK
o Use of telephone skills FO

- Impact — sub-themes
o Review and refresh existing skills HK-FO
o Communication with customers HK-FO
o Enhance remembering to what is learned HK
o Organising guests' demands HK
o Addition of knowledge FO

- Duration — sub-themes
o Not enough time for questions HK-FO

- Content — sub-themes
o Enough HK
o Clear HK
o Need more content to enhance experience FO
o Motivation HK-FO
o Repetition leads to improvement HK-FO
o Need for more training HK-FO

Figure 4.2 demonstrates the relationship between the different themes emerged from the data.
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HK and FO Interviews Analysis
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Figure 4.2. HK and FO interviews Analysis — Source: Author

From the HK and FO departments' interviews, it has been found that the training program created motivation, a
need for repetition and more training. However, this tendency has not been detected within the HRM interview.
Therefore, this HRM's attitude reflects the negligence of management in enhancing skills and learning, while
employees expressed a necessity to improve. Furthermore, the program did have an impact of change in creating
new skills and knowledge and reviewing and refreshing existing ones. It also had an effect on
guest-communication and gentle wordings with customers. However, some employees expressed their need for
more extended programs, and more content to improve their experience. These findings mirror the impact of
change on the employee's culture in the workplace and their performance. Yet, this program was limited in its
effect. While some employees questioned parts of the program design, which reflected a "double-loop learning"
method®, other procedures of advanced learning, which were discussed in the literature review were not
demonstrated in the program design.

This result reveals the gap in improving the training from literature and other experiences and the lack of
designing better programs that have a better impact on culture and performance.

Besides, the FO department reported the need for training on the operator console, the fire alarm system and the
handicapped needs. This necessity was verbalised and written in the manuscripts (appendix 4).

4.3 Service Area - food (SA) Interview
The main categories and sub-themes that emerged from (SA) department interview were as follows:
- New skills and knowledge
o Adding new ones to new employees.
o Review and refresh existing ones.
o Helps to remember.
- Impact
o Improvement in using gentle wordings.
o Improvement in communicating with guests.

8 As employees expressed the need for more training, repetition and duration (presented in appendix 4).
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o Improvement in communicating with other departments.
o Existing employees may train new ones.
o Enhance teamwork
o Enhance co-operation among departments.
- Motivation by itself. The program is motivating and leads to performance improvement.
- Duration
o Enough
- Content
o Enough - covered all needed points
o Clear
o Need extended training material in the future.
o Need training on departmental relations.
- Repetition of the program leads to improvement.
- Local guests issues (hinders performance).
Figure 4.3 demonstrates the relationship between the different themes emerged from the data.

Service Area (SA) Interview Analysis

Xy
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New Skills and s .
Knowledge Impact Motivation Duration Content Repetition
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= :lei,e;nn;:stram D> need extended
adding new ones == teamwork > :ra!ning
) raining on
to new employees &> co-operation finproves departmental
among depts. relations

Improvement

Figure 4.3. SA interview Analysis — Source: Author

The last interview revealed similar results comparing with other departments. The SA employees revealed that
the program created motivation, a need for repetition and more training. The training added new skills to existing
staff and new employees, and it had an impact of change on their performance. For example, the team gained
skills in guest communication, communication among departments and they had gentle wordings towards the
guests.

However, they expressed their need for extended training materials and repetition of the program as these aspects
improve their performance and experience. Besides, this interview reflected the limitation of the program since it
did not demonstrate any of the procedures discussed in the literature review section that boost performance and
change the organisation culture.

Furthermore, as this evaluation progressed in the department of the food service area, it was found that the
participants suggested that there is an element in the culture of local guests that hinders training programs to
develop their performance. For instance, they mentioned that local guests are "headache". They try to exploit
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tourist packages and have an attitude. They always complain of something, bargain in prices and argue
intentionally to obtain more service. Therefore, behaviour coming from local guests regress their performance
and involves cultural issues. The staff also requested more training to be done on departmental relations and
co-operation and asked for the addition of departmental telephone numbers cards in each room. These requests
are mentioned in the original manuscripts (appendix 4).

Consequently, in the following section, recommendations were considered to enhance the cultural change
process, which can improve performance.

5. Recommendations

This evaluation study has shown the implementation of the objectives of the training program. However, it
revealed limited progress in cultural change and the impact of change on performance. Therefore the following
recommendations are suggested to the human resources manager and the management of the hotel. This study
encourages the stakeholders to act upon the issues that hinder any future training from having a change in the
organisational culture that would reflect on improving employees' performance.

In the beginning, this evaluation study suggests the repetition of any existing or new training program
periodically which proposition is confirmed by Gist, Bavetta, and Stevens (1990). This process could be
arranged with the employees according to their schedules and needs. Moreover, this study recommends
extending the content of future programs consisting of methods and procedures that develop performance and
change the staff's culture in the workplace. For example "emotion work", "cultural diversity", "double-loop
learning”, "multiteam learning systems”, and "role of leaders in learning" (Mirchandani, 2012; Dick and
Bernstorff, 2009; Anjorin et al., 2018; Rowe, 1996; Garc B-Morales, Verd(tJover, and Javier Lloréns, 2009;
Sisaye and Birnberg, 2010; Simonin, 2017; Sessa et al., 2018; Popper, 2000) are methods worth to be
investigated from the hotel's management. Those procedures could be found in literature and training program
designs in related institutions. It also encourages the stakeholders to research in literature and specialised
institutions about methods that deal with employees' cultural and attitude change (Adams and Waddle, 2002;
(Lingham et al., 2006; Newby and Bramley, 2008; Helitzer et al., 2009; Lewis and Thornhill, 1994; Garavan,
1997; Garcia-Santillan et al, 2012). Those topics are recommended to be included in future training programs
since they have a significant impact on the hotel's performance.

This evaluation also suggests adopting extended training material in the telephone skills program concerning the
way how to handle complaints and emotional responses such as the program in (KSL Consulting LTD, 2018). It
also recommends conducting training and development programs related to improving the team spirit and
departmental co-operation.

The study also recommends providing information cards that show the departmental phone numbers in every
room and suggests providing teaching sessions on the operator console to the FO staff, preparing and teaching
for handicapped needs and training the FO employees on the fire alarm system.

The evaluation results encourage assessing employees' cultural change (Rousseau and Cooke, 1988) and
performance (Lusthaus, Adrien, Anderson, Carden, and Montalvan, 2002) in the workplace using professional
assessment tools. These tools could be found in related training institutions. Recommendations are also made for
the management to associate the performance improvement and cultural change in the workplace of any
employee with bonuses, promotions and salary raising to boost motivation (Green and Heywood, 2007). It is also
recommended to extend the duration of the training to provide time for feedback and employee questions.

According to the foodservice area’'s (SA) comments, this evaluation recommends to limit the food packages to
the local guests and promote those packages to non-local ones.

Finally, the researcher recommends putting this slogan on every training program "TRAINING IS
PERFORMANCE VALUE".

6. Conclusion

Training and development programs are crucial in the local hotel sector in Jordan due to their effect on
employees' cultural change and performance in the workplace. This study has unveiled the importance of the
evaluation process of training programs, which are rationale and systematic, through using the scientific
approach. It revealed a change on performance; however, developed performance and change in employees'
culture were limited. It is essential to note that this evaluation study has shown that a limited amount of training
program evaluation has a limited impact on performance improvements. More future case-study evaluations on
training and development programs are required in this sector, due to the need of detecting the level of
performance in this field. Moreover, further evaluations are needed to identify low performance related to culture.

11



http://ibr.ccsenet.org International Business Research \Vol. 13, No. 9; 2020

Hence, once they are achieved, it is necessary to communicate those studies' findings with the stakeholders to
make an impact of change out of those interventions.

This study was limited to an evaluation of a training project in a local hotel in Jordan. Further assessments are
required to be done in the future on other training programs and in other local hotels. It is crucial to detect
whether training has an effect on culture change and performance in local hotels and to what extent.
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Appendix 1. Training Report

TRAINING report

Place: Department:
meeting room all departments
Time: Done by:
15:00 to 16:00 pm HR MANAGER

Subject discussed:

Telephone skills

Total 11 employees

ATTENDED DEPARTMENT ATTENDED DEPARTMENT
[
ghiath melkawi | FRONT OFFICE ali talal | SERVICE
awad bashabsheh | total of 3 fadi shewayat | total of 4
rula jeri | saeed ali
| shadi lotfi |
| | HOUSEKEEPING |
motasem alkhateeb | total of 4 |
moayed alnawaji | | MAINTENANCE
khaldoon abu hadeed | | total of 0
basam alnawaji | |
| | SECURITY
| | total of O
|
| | ACCOUNTING
| total of 0
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Appendix 2. The Training program

Objectives

Ewing.

hone service 1o both

Objectives

d farewell to

Objectives

the telepho ffect 4'-11,
all on hold

" Take a wrille

Answer tha call with a smife on
your face!

Transferring a Call

1 Use guest’s name (parsonaliza the call)

2 Conlirm understanding of the reason for
the call

guestion

Prior to Answering the Telephone

1 Use correct postura

Answer the ¢all with a smile on
your face)

Answerning the Telephone

t Other Departments

Objectives

Prior to Answenng the Telephone

2 Be preg

Answering the Telephcne

Answering the Telephone

Transfernng or
Placing Calle on Hold

in delays: Max time for

Taking Messages

1 Massage for

1 Name and title of caller
2 Compe

s Telepho

Ending the Call
1 End the convers:
Thank the caller
Use the caller’s name

sitive note
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Appendix 3. Time Line

Project Name - Evaluation Research in local hotel

Project Lead: Nader $aadeh Jan19 WE) FebA9 W) FebA9 W7 FebA9 (W8] Feb.19

28(29/30/31 1123 4|5 |67 8)910/11/12/13/14 /151161718 19‘20‘21 22(23124|252612
s i WM | T W] T FEST S MITIWITIFISESIM[TIW T (FIS[SIM[T WITIFIS S MT

L Readngslides- irtngwhtlsnecessay © Weddhand9  ThuSldands —

2 ReadingArticles [ri0l-Teb-19  Mon04-Teb-19 3 100% ]

3 Search for research locaton Tue05-Feb-19  Mon1l-Feb-19 6 100% [ ——

4 ReadingArticles Tuc0S Feb 10 Monll Feb 10 € 100% || ]

5 Preparing Ethical Documents Fri 08-Feb-19  Mon11-Feb-19 3 80% [ |

6 Continuation of Ethical Documents Wed13 Feb 10 Wed 18 Feb 19 1 100% ||

7 Engagingin research Sun10-Feb-19  Thuld-Feb-19 4 9% [ ]

8 Engagingin Reportwirting Thuld-Feb-19  Wed20-Feb-19 6 60% [ ]

9 Continuing Ethical documents Wed 20-Feb-19  Sat23-Feb-19 4 100% | ]

10 Writing the report Sun20-Feb-19  Tue 26-Feb-19 3 100% -

11 Fninsh ethical documents Sun 24-Feb-19  Tue 26-Feb-19 3 100% 1

12 Interviewsin Dead Sea Tue 26-Feh-19  Thu 28-Feh-19 3 100%

13 Transcribing Fri 01-Mar-13 Mon 04-Mar-19 4 100%

14  Continue to write the report Maon 04-Mar-19 Sun 10-Mar-19 G 100%

15 writethehlog Mon 11-Mar-19  Thu 14-Mar-19 4 100%

g ] Fe19  We) Fet9  (Wa) Fet19 (Wa) Fepd9 o) Mar-19  [WAO] Mar19  [Wi1] Merd9  [12)
1261280301311 (234156 7|89 10 11]12(1314/15 16 17|18 1920 21 | 22/23/24 25,26 27 281 |2 3 |4 5|6 |7 1819 10111213114 15 1617 18 19 2 |21 22 23 4

MU TWITF IS SIMITIWITIF IS ISIMTW TIF S SMTWTFSSMTWTFSSMTWTFSSMTWTIFSSMTWTFSS
Thu 31-Jan-19

2 100% [ |

Mon 04-Feb-19 3 0% [ |

Mon 11-Feb-19 6 100% ]

Mon 11-Feb19 § 0% —

Jon 11-Feb-19 3 80% [ ]

Wed13-Feb-19 1 100% [ ]

ThuL4-Feb-19 T [

Wed 20-Feb-19 6 60% [ ]

Sat23-Fetrl9 4 100% =
Tue 26-Feb-19 3 100% ]
Tue 26-Feb-19 3 100%

Thu 28-Feb-19 3 100%
Ivion 04-Mar-13 4 100%

Sun 10-Mar-19 6 100%

Thu 14-Mar-19 4 100%
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Appendix 4. Transcribed manuscripts

—_— “ \:\}V\/

Transcription of HRM of Dead Sea spa in Jordan

Thank you for your cooperation. .. Date: Tuesday, February 26, 2019
Q1: You conducted this training program for the telephone skills...

Al yesTam

(2: How did they acquire know knowledge and skills {rom this program as youy
see il as you interpret it? 1 o e’

p— - 4 % > i B2
A2: ok itis a good question actually they had new knowledge after this training PE AP
. % 2 n
course as telephone skills because we are a four star hotel and for the statt’ LS
developing the staff to answer the staff the phones...developing

e
Q3: So did you see any impact?

A3: ves it was very good impact and mostly at the front office department because
they are mainly the ones they are dealing with telephone of those departments in
our hotel.

Q4: so you mean they used all of the procedures that vou trained them on... "

Ad: as front office yes they used all of the procedures what I have trained them to

answering the phone transferring the calls a lot of things

V' - -l't"»” oL ‘J
Q5: how did you measure this or by observation? - {4827 AT = 7¢O )F
AY ”V:V D /:\ o X b Ay*
A35: after the training | was observing those they were starting this course and they b v
were evaluated, and that is why we had the impact on them. AN P
&
Q6: with evaluation? & .
Yes with evaluation "-’“;;(4&"‘
‘\;* ( \/
How did you do the evaluation? Lt
N
. 5 b L
A6: actually 1 was calling for example to make sure that they are answering the 2" "
phone and transferring... yes W ,;") B
YO0 A
o
Q7: Did you see this happening until now and today is the 25" of February ¥
B 'h
S
¥ /‘
¥

|
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4

B

y

/ 0 o) \ O
Vo )&)’q W VA

AT: upf#/now ves wp4o now yes... so you are following... ves

7

Q8: Only in this department or in other departments?

/ A8: in this department mainly (front office) but other departments they need some
time to clear it with them.

Q9: how is the program has an impact on the performance of the hotel? And to
what extent?

A9: it was good specially at the tront office and they improved on it and other
departments if I give percentage it is about 80% they were from this impact from 5 v/ Sha

v
7 L Mot
this program. = 07 X équ )
v [ -
. - 2/ ¥ B

Q10: so they ... 80% improvement? Yes improvement. > ”w‘-"‘
N \

B Al
By vour observation ( food and beverage and housekeeping) h) o*

Q1 1: how much time this program in your opinion or in your interpretation to be

most effective? Now this program was one hour for cach day for two days the 25
and the 26" of January. In your interpretation how would you see it will be more )
celfective it you do it anather ime?

All: if we do it another time we might put some other points to train them and we
need more time for it. But as it is for this program | believe it is enough the timing
for this program it is enough.

Q12: would you add other things in the program like... in literature — empirical
literature which means out of experiment like what we sce in other institutions or
other organisations other hotels government institutions and others ... they use

different things like in social interaction in emotion work and in cultural diversity Jov
— S st 4
and this would have more impact and it will be as I see out of the findings more X o A
efTective for the performance of the employees, would you add some of these. o, .~ s
% 3 *h- A
things? ot Y (D
Ay T RIS,
\- oL ;, o o

Al2: actually, yes | woulc} it might need more time from the program that we are ° ot
conducting but as training programs it is nonstop and there are always new thingsp .‘{’-’:“_
to be added and simple thing like telephone skills to the voice it is important also ¢ il

and this the simple thing | am thinking about. Ok

Y
o .vw:Lv\""L‘ i Ju4
3. Ppa——§ »v u m“,’
ek € Llﬁ’” wlt ¢
< .. 5 Hsd L wat” \»La U‘"N

ol L "'
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' 4 Ve
Q13: So you keep on doing programs, quarterly?

A13: another two months we do it... not only in telephone skills? No no thele are ( t;l"” ot

J other training courses. \
. e
Q14: is the program content enough in your interpretation and why? ] i L‘\
Al4: the program [ think it is enough because it focus on certain points and for -4~ ¢
those certain points they are enough for our stafT. A d“\ L’f) f
V‘ :}A N :f/) \,‘).’

Y
Q15: given this program how would vou think of a better one wnduated in ! ;‘r:‘ A
improving performance of conducting telephone calls? or maybe other that »'-L:‘
&
telephone calls ? ITow would you think of a better one that will improve the « w“" 1’“

Ao .
pertormance of the employees that will reflect on the organisation or the hotel? ' - Jb /‘.J
,‘

v

el

AlS: there a lot of programs that we can do it like in service how we deal with %
guest | hospitality, measurements there a lot actually in our field it depends on
serving the guest there are a lot of things that we can add to that will improve our
staff... ok in telephone calls? Yes we can do actually in telephone calls like we
extend the points we are conducting as | mentioned before there are social things
there are tune voice even body language might reflect on the way how you answer
the phone ... what about cultural diversity? Diverse of culture too... even also
evaluation you do it by observation but you can do it in another way also? It might
be like through the department head writing a letter but I believe by myself like to
the staff focusing or how these calls are effecting them by watching them 1 see how
there are doing it. But there are procedures in evaluation but myself'1 think it is
much better to see what they are doing on the field actually. '

Q16: would you relate any improvement in their performance to motivation? i o
e
: oo o 7 S 7 e
Al6: of course training is motivation... Not only training? Training and the Y »
findings of your training would vou connect this to some kind of motivation like 3 to OO
they ... what kind of motivation A: sure they motivate and they like it , maybe it is M_;_
personal molivation maybe it is ¢ hr?“"’“ J

£ )
(,1,.5,; ﬂ:cv-
e < antl )
e 2
Ky
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ek ts /

4 = 5 4 : A
f This is actually when conducting the program and they improve }kélr selves there 3 =
' might be raising the position (New one) they might get extra salary or something \ Y
|\ like that but itself it is motivation. "'Fﬁ.:-“'

Q17: finally is there anything connected to telephone skills which have not been
discussed and you would like 10 bring it up?

A17 as I mentioned before ves there are a lot of things and training is not stoppable
and there a lot of points we can discuss and we can see it.

Thank you very much

You are welcome indeed
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S { ' "\pwl‘
o &’) o oM 4\_,%*0, o
) 'LL( \
%6" upt P
a»v 5
Staff one y,\,ﬁ " T \
N\"\' RS Y 0 UJ.' :

subscription of first tocus group g If

This group was with housekeeping. Two of them off, {going to the hospital. as one
employee was sick and the other one was with him).

So the group consisted of two housckeeping and one front employee was added to

the group. So this focus group consisted of two housekeeping employees and one
front desk emp]mee 2 gl

, .,\_ &

The questions were addressed in Arabic and the researcher translated the
subscription to English.

Q1 how did you acquire new knowledge and new skills from this program?
Lds N 7 L,
Al: now the skill of connection is very important in our work with the guest and )

we anun‘ed from this program a lot in the knowledge ol.mnm.ctmg WM guest * 3:-:6
and kalmlLand the pmhlum we Jc_ncountgr in a complete way ;’» X 7

- — 4 A b f“ oy
—t— —— IC . . e\ ‘,L\-A P, 4
What knowledge? o ) w\L .w"'“\ PP A
o) L «f’:" : L."\.‘
Ghayth: The acquired knowledge: the guest remembers his experience here as =/ ‘“’F o
e (ﬁL‘ v‘\
memory so let it be good A% w{ Vv

MoBtasem I acquired from this that | can reach to the guest and connect with him 5"“

or her in letting him to know with whom he is speaking which hotel the guest is
connecting with and who is the person who is speaking with the guest and I learned
how would I relate this to the guest

Was it added knowledge to you? Or yvou knew about this before?
Yes it was new for me

Before | used to answer in my name now | answer in the name of the hotel and to

respond gently in saying good evening good morning and so on and telling him
= 1 ST R R » £ e 5 5 .

about which hotel he is speaking with and which department he is tryving to reach

Mo2ayad: the acquired skill how to speak with the customer, the first one the guest )

is speaking with is the call agent so he takes the [irst impression out of this call and |
accordingly he may book in this hotel or no. so the way the employee is speaking

2132
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is it good gentle that reflect good impression or no is important and this what [
learned in this program

So booking could be done through you? Right?

Sure if the customer was pleased from the call sure he will book in the hotel come
10 you.

You are talking as front office right? How is it as housekeeping??

If the customer was in the hotel accommodating and I answered him with gentle
way sure he will be pleased and come back to the hotel.

(Q2: in this case study that [ am conducting it is an evaluating study does this
evaluating procedure ;‘;ives.,_vou motive to better work in your job

toc
/& Yes sure because your evaluation will modify my way of serving according to your
direction b 1

A
$ ) &.‘L\ .«.)‘ ; h"’"
So if the 1R did this evaluation is it motivation to yvou ., O \,, ;oY s
/ i P

5 W rtb 1 o)

Sure &To‘)’ o ,»ﬂ R b‘a V‘J‘X/ v
- Q- (A @"'f"w{ M

How this program would have an impact on each of your per tommnce" - &.W LA

@ o
And to what extent WM ka’;

MoZayad: we had skills from before but this program we repeated the information
of the skills this was cnsurﬁ]g:)-tl’r past experiences and there was new things ... Qe
every program has new things to acquire ?/}’ ™ )

Has it any impact? Sure o f::m(r" ,,4"
s ’|'7 o ; Vg

Ok if the program was repeated twice a year or four times a year what do you think 3 F‘j ‘:(*’ i
P,

P

about performancc would it be better? u& ™ e

Sure if it was(re eated more the performance would be beuer because every time
p

you acqmru new thing ... Q: or even the motivation

- Y“" -
W ead

/K it
Yes this motivates us even if the same programs repeated. So it may add new 7 .

content but we I repeat the old ones. T
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a—_— PRORE
AWy

o
Front office the rest of the two employees @wx/ﬁ}

Welcoming and briefling
Rula and awad
Q1: How did you acquire new knowledge and new skills from this program?

\
Rula I lcarned how to answer the guest on the telephone and how we can lmprov

our hotel for the guest and how we can make new sales for guests / . ,5)'/ V'
= £ /"L W »"" w
() so was it new knowledge? \ - rM
2’

Yes more knowledge and skills

Q
We could not know how to hold the answer of the guest before on the operator and
meMohamed told us to hold lor 60 seconds and how we can lransler and talk to

another guest and how we can hold tl lhrei calls at the same time /@
e e

It was now knowledge and skills
%

Awad: what | benefit is the to hold three guests the same time ie to put them on
hold and how to 1 o transfer eve_r)_cull Lo a department by itself g/ WU

()2 how this program impact the performance and to what extent?
Awad: my performance it added a lot to me as for the department it added too

I had knowledge from before about how the perlo yxame muz}l{af_ from university
and from my experiences from other hotel \)@ X O

A - rujdw,ﬂ:\z_‘ achalidare
Rula: improve our knowledge and improve our experience because | can not hold » eb
three calls at the same tie and Mr. Mohammad says to us how to hold the guest for gﬁ“* Ay
example if we talk 1o other guest we excuse him and we hold for 30 seconds and 2.2

A

we say thank you for holding to go the 3" call and we transfer and we go to the ¥ ;
and finish it and so on /3/ Neutey

VVIOD»COK
So there was|impact positive (2P °"'1“

Yes T’J B "( T‘W pomess

3 how much time for the program to be effective? To reach to the goals

<9
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A &
%"w“’ ’féﬁ av adh

JAW‘/

~ We were trained for outside guests we need more training for inside guests so we

/ needimorLEAIRIAEON this internal and we need more practice \

/ ok
Do you think repeating this program with more aspects what do you think? " / y . {
Is it better on performance? 7 ; 'v‘\ nﬁ“ V " ,y

\
Of course more experience y {f - A° %
o \
o _1~ /‘M il
In what way o b ) v p ¥
A W
%) / Ba | e '
As HR says ,{*‘ K (% 7)o g A
g ?V(/‘\/ % &,'J:{““ e
3 b4 A
Do you have more ideas Gl K VS dig
Xy / e k’ér /ort"
Maybe some hotels collect all the employees in the same chamber and m'\kg ;he og" Y
presentation to all ol us from different departments - 6 @ '\~ g
Awad: the program was good as for the internal guest but one hour is not enough
because you have to ask questions and one hour is not enough and we need more ,
time to get the beneﬁt through queslxon s JA ¥ ,"‘";’4
0} o ,w‘
! I
What about repeat 6 times in a year what is the impact on department /}/ % %/( loﬁﬁ
performance? (o "gdﬁ; 7
J"«Lﬁb e .
It get more benefit especially for new employees this will raise performance and e
will give it value h’(\%f )
What about the content was it enough 9 b \,Yn\t"
o
Yes
Why
/

/" Because it gave you the needed skills that you have (o acquire to deal with guests
kon the phone and this through how you deal with more than one call at the san

time and the mechanism how to transfer the calls
ad !
Have you heard about cultural diversity training programs?

Awad: yes and need training programs; cv-e2 )

25



http://ibr.ccsenet.org International Business Research Vol. 13, No. 9; 2020

In repeating there is rising in performance is that true

Sure it is lrue

Mo3tasem: if the program was repeated 4 times so it will repeat the piece of
information more than one time this enables meinot to fiqri;_a‘i the information and
this enables me to acquire new thing too and the efTect of this program on me |
learned how to organize the calls of the guests to know what were their demands
how many guest called me ... actually the program taught me how to organize all
this. The impact was in teaching me how to organize my work what were all the
—cign]a_nds of the customers what was the message from them and their demands and
how I organized those demands and how | better served them

This meant to you that in your job description as housekceping not only in cleaning
the rooms but also in how to communicate with the customers in a better way or

g

Sure 7:16m 2 AJA

Ghayth: the program quour information in front office and added how we

deal with the guest from time to time it is good to conduct this program. | ﬁtd'
ol

professional way

— L

Q4: how much time this program, is effective and gets to its goals more? le thi/“ »l.“/
rogram one hour each day is this enough? ) g O P o

KR 4 £ g e oA

Ghayth: it is enough as such but to have once a month one hour will be good L A

ok Y
) \

This will review our Teyomgo\’e_pgqalhis is pood k-

2™ person: | am with this[reg etitio:y" that is if four times a vear will be good this @A 7

will refresh our old knowledge and if new ones are added this will be good =) | u'{ ed
& N r\'_ "APY B
S xeciils : ic AN ) il i
Mo2ayad: need more time than this S Ll Y & x n‘w‘b
Q5: what about the content was enough and why? \‘; pv
0

Mo2yad: it was enough because it took all aspects that is related to guests or the
past training o

Mo3tasem: yes enough because through this program I can give to the guest

everything that he asks for

Z2 7
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food and beverage department 4 employees - e
Shadi saldid ali fadi

Welcoming and brief

Q1 how would vou see that you acquire knowledge and skills?

Shadi; the important thing that | talk to the guest without | see him | listen to him .
then to know whal Lo answer him and to let him know the dcparlmcm that he rang&’)-h”v i

him then tell the dcparlmem dmt'rangy LSS k J.’ oA
! = T \ (7 ,)V

: fo utFts g o
Is it new knowledge S G 4 (’*;) Fn

Mr me it was refresh for my collea“uts S0MC Was NeW fnr me refresh and 'r,, o
el
where h he called which deanmLm ..and | Jr) to know wh'u he wants and try to 4. % s

help him and il'l ¢can not 1 take the piece of information and transfer it o the L
department that is speclahzed n n this service

Sadid: yes it i ne )Qbecauqe this is the first hotel that I worked with and you 1. V"’V Mol
improve yourself how to start the conversation with the customer with the correct :f, L

[
word good morning my name is .., and so on and the new thing was the wording \’} i

thart they mught us with how to talk with the guest in a gentle way us he pleases '*;,,r’*“

- e
Ali: this was reminding and refreshing and this is very good and to know how to v‘ Lw o0
talk to 1he guest and to make the ouest know where did he ring “, ,y\:q‘ e )jr
’

Fadl:nghl as shudi 10ld us when the gust ring we take the time that he rang then we S ?’ S
take what service he needed then then we try to help him without we upset him ™ .

So if the guest rang in fand b and he wanted something from other department 1 :

take the piece of information from him and then we communicate it with other 12 e
department and take what he asked for and write down the room number and then . ¢.re-t
serve him the way he asked for f N‘*»“’

So itis new knowledge and skills
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Y
/ \r“), \},/
~ Shadi: it was refreshing we used to forget room number now we are concerned it
/ about taking full information P L e
/ {77 “ L -~
4 5. & . < a ! A \\- ’;0
/ Q2: how was it as impact on performance? AL Y
N
Shadi: it was good now if some new employee come we train him according to
standard and the standard is written in papers and we tell him all the procedures
The program was all in documents.
Iadi: before when somcone rings we answer room service and if ask for something
we tell him call this deparlmcm but now we answer in a professional way and we
try to handle all what the guest want ourselves napZs /1\ Sep
B A el
A & S N
Was there an impact on performance? (_ art Mg-?“‘:;./
- EPpert nlen i /4'/ | A
Yes and alm/rhe return now is better now the g guest if he expericncesgzentle answers -4-;‘,;»?-_.’;‘
from the cmplovees and he orders food now you olfer beverage if he does not want /&
food and this is we were trained on this to make upsale
x> \ %]
And this was good for upsales from this programs we benefit fo raise sales 3 .;..,-’-"
‘ e oL
3: was the time enough and why? i o g
X A" > i
as e - c ) A i N
Ali: lor one day no lor 2 days it was good Tr"’ % o A ) e
155 -
Sa3id what if' the HR repcat Lhe program 7 yes it will be beneficial 2 18 o p
i “ _\*‘!l-,
Q4: What about the COHICDIMI 2 Lyt S\ s
R R . Qe & ¢ WX ot
L ol s
Ali: it was excellent all the pomls W crc excel[‘n;ill"e“ e, £ ot
Y B¢
e o /- |
Shadi: all the points were 1mpnnam -'/‘"';4 o
s 2
.\/'
And now we wanl to add more things in future programs that emerges from the 3 \
workplace and we an‘ang_e this with HR depl. e
== S s
o. ¥ {',t
Q5: if you want to add something on this program what will be? v [
e IR oy, T 52k be At
Fadi: repu&auen ol programs .;__‘L,-L»-“"'__. -3
e Jart
Ali: to add a piece of paper that show all numbers of departments e 1
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/ $a3id: nothing

4 Shadi: sometime we take orders from the guest related 1o other depts.
™\

/ So we wanl the cooperation of other depts, With us 1o serve the customer
Fadi: put the numbers of the depts. [n the room to solve this problem

Have you heard about diverse culture programs?

How is if we add this 1o programs? And there is emotion work”

Shadi: when a2 guest is upset we have o answer seriously and in a gentle way and
answer as one body one team and respond to his demand

We want programs thas ensure the one ream spun ifa guest ask any thing then we
caoperate o serve the gueit

i _—_')‘ (

~O‘u: program itsell 3s it motivation to ;mu? L\.A{V*

Fadi: sure it gives you motive that vou do not Tear talking 1o guests it gives you
trust t Lalk to customers so repetitions are cnhancinz o performance

We serve cusiomers ag one team and dcrl.\ (‘m)p\.ralc Lo serve him and nol e say
this is now my joh

06: Finally what point we would discuss and discussed?

/.
/ Shadi: it covered everyvthing dealing with how to deasl with the puest on the phone
and howe 1o serve him but there are ather things for example to take the pmguam
from different programs to leam how 1o .,-.-—-u bn:1 ween depls.

jf — .\» 'J'“ G A
Saﬂd it (.uu'md every lth, ? t‘v"h L;l' v A(’\ﬂ /,,-' 1,\_

—r —_— .

< i :

FidiZio be a5 one feam not 16 say 10 the guest no W I T ol A
~J ~ . +

Thonk you =
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Appendix 5. Schedule

- The welcome.

- Anoverview of the topic (reviewing the program and explaining the purpose of the evaluation process).

- Assurance of confidentiality.

- The questions:

e How did you acquire new knowledge and skills from this program?

e How is the program has an impact on your performance? To what extent?

e  How much time for this program to be most effective?

e Isthe program's content enough? Why?

e  Given this program, how would you think of a better one to be conducted, on improving the performance
while doing telephone calls?

e Finally, is there anything connected to telephone skills which have not been discussed and you would like
to bring it up?

- Background information (gender, age, etc.).
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