Hospitality Ulster

STEP 1: Introduction
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The Programme

Our success relies on YOU – we believe that highly satisfied and well trained employees provide better service to customers! When customers are satisfied they will return to our business and add to its success. 

A successful business means growth and better opportunities for our company. A successful business also means that we can secure our jobs and help to provide a livelihood for our employees. 

This introductory training programme; has been designed to help you to gain essential skills that will assist you in your job role. We are here to help you to achieve and to assist you in any way that we can to become more skilled and confident in what you do!

How the programme works


The programme is made up of 12 main job-related steps designed to help you to become more confident in your job role! Steps 9, 10 and 11 may not apply to you just yet, but may be applicable later in your career.

On completion of step one, of the Induction, you will be introduced to a key member of your team who will act as a mentor during the early months of your career. This individual will: Guide and support you, providing information, explaining and sharing real-work examples while checking your progress throughout this workbook. 

He or she will outline your main duties while answering questions on technical matters, sign off work based activities and generally help you to understand how your outlet operates. 

Regular evaluations will be carried out by your mentor to ensure that you are aware of the progress you have made. Your Mentor will ensure that there is an opportunity to address any issues or concerns that you may have. On completion of this workbook, you along with your line manager will draw up an action plan for your future development within the company.

Completion Schedule
     
This introductory programme will take 3-6 months to complete. You will complete work based activities within your outlet during this time. 

Your manager/supervisor will schedule activities at regular intervals during the course of the 6 months. 

Remember: Always ask questions, we are here to help!
COMPANY INDUCTION

      
Instruction & Learning

MENTOR:
By the end of this section the staff member should have a knowledge of the background and history of our company - The Corporate Mission and Vision statements; Our Outlets; The Business Cycle; Quality Assurance; Introduction to our 10 commandments of customer care; Overview of Training Opportunities and procedures in relation to absence, harassment, diversity and health and safety; Polices and procedures in relation to annual leave and salaries; The Appraisal Process!

STAFF MEMBER:
This is an opportunity to find out the main policies and procedures that will assist you in your career. This session will also assist you in realising the importance of providing a high level of customer service at all times and how to work in an experienced staff team.

WHO WE ARE
(INSERT)

This section is bespoke to each organisation and should include a history of the company and details additional outlets and staffing numbers

OUR COMPANY VISION, MISSION STATEMENT AND VALUES!

(INSERT)

This section is bespoke to each organisation
Example:

Company Vision;

We want our customers to come back again and again

Mission Statement;

To share a common goal with customer and employee
OUR OUTLET

(INSERT)

Give a description of the outlet, customer profile and its history.

THE BUSINESS CYCLE
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What is the Business Cycle?

In order to make our business work, we need to carefully plan what we do. Our Company vision is that “we want all our customers to come back again and again! This is central when planning our business activity - we must keep this focus to our customer. Our business cycle is determined by our customers but remember the two types of customer: Internal Customers are our staff; External Customers is everyone else who may visit our outlet(s).
Business Objectives – these can be “how much money we need to make in food sales and beverage sales; do we want to purchase any new outlets; meeting new market developments etc.

Outlet Objectives – your outlet will have targets to reach in terms of food and beverage sales which help the company meet its overall targets; your outlet will have customer satisfaction objectives for example making sure that at least 90% of your customers are happy with the service they received from you!

Personal Objectives - these are your own objectives which help develop you and in turn, help your outlet and the company to reach their goals. This can be training in customer service which helps you to be more confident in selling techniques and therefore you’ll be able to help your outlet make more money!

Business Review – we always keep checking what we do and we always measure how successful we are compared to other companies in the market place.

Central to our success is COMMUNICATION – we want to communicate with all of our workforce and our customers to ensure that we always apply “Best Practice” in all that we do!
QUALITY ASSURANCE

By quality assurance, we mean that no matter what we do, we should always provide a high quality service, not only to our external customers, but also to our internal customers – our work colleagues. Quality also means that the food and drink that we provide for our customers is of a high standard, that we control the temperatures of our food in order to safeguard against infection, that food and beverage is stored and handled in the appropriate manner to maintain strict hygiene standards.

We carry out Quality Audits – this means that we actively check our standards to make sure that we comply with certain regulations and that hygiene standards are maintained at all times. 

THE TEN COMMANDMENTS OF CUSTOMER CARE

The 10 commandments of customer care will be discussed in more detail within this manual but here is a brief introduction 

1.  Smile You are on stage

2.  Practice the “3 Feet Greet”

3.  Resolve problems using L.A.S.T

4.  Take pride and care of your personal appearance

5.  Use proper telephone etiquette 

6. Identify and meet the needs of internal and external 

     customers

7. Respect each other and your customers

8. Be knowledgeable about your outlets and Botanic Inns 

    products & services

9. Clean as you go both front and back of house
10. Provide a fond farewell to each and every customer

TRAINING & DEVELOPMENT 

As a company, we offer a wide range of training programmes which are not only designed to help you within your job role; they also help you to move up the career ladder. Here are just some of the career paths that you may follow:

In the Kitchen


In the Bar / Restaurant



At Reception




In Housekeeping



Onwards & Upwards to Management


A change of Career - Head Office



Our Training Programmes - We are here to assist YOU in your career! 
	Training Programme
	Aims & Objectives

	MD21
	management development aimed at help   helping people progress toward supervisory and management roles

	Reach Your Potential
	structured supervisory training introducing you to new areas of responsibility

	Core Skills
	includes Health & Safety & delivering service excellence – designed to help you to become more competent in your job role and give you greater confidence in customer service!


	Staff Representative
	you may be fortunate to be chosen to represent your staff team so you will be provided with training in employee relations issues

	Disciplinary & Grievance
	looks at dealing with performance and employment issues

	First Aid
	helps you to deal with emergency situations and the procedure to follow in the event of an incident / accident – a great individual qualification to obtain because you can use it anywhere

	Food Hygiene Certificate
	aimed at identifying the potential risks in food preparation and storage; you get the opportunity to look at the legal issues which will help you to understand the reasons why we need to get it right

	Harassment & Diversity
	provides you with an overview the company responsibilities in that we must provide a harmonious working environment for everyone

	Absence Management
	when you become a supervisor, we will help you to understand the importance of managing absence so that you meet the business objectives of your outlet

	Business Planning
	we will assist you in developing a business plan for your outlet including the setting of objectives, marketing, SWOT analysis and people management 


	Training Programme
	Aims & Objectives

	Get that Job
	If you decide to apply for a new job within the organisation we’ll provide assistance in completing your application form and how to prepare for that all important interview!

	Group Training Certificate
	this workshop will help you to deliver training and how to motivate your staff in their different job roles.

	Performance Management workshop
	when you’ve reached supervisory level, we’ll give you an insight into the principles of managing staff – not an easy job

	Recruitment & Selection
	this workshop will provide you with an overview of why it is so important to pick the right staff from the beginning and the laws you must follow to do so

	Training Coordinator Induction
	if you are lucky to be chosen as a training coordinator for your outlet, this will give you another skill to help you up the career ladder. You will assist the HR team to deliver essential training to staff so that we have a skilled workforce



	Recruitment Coordinator Induction
	if you are lucky to be chosen as a recruitment coordinator for your outlet this training will help you to assist in the recruitment process

	Accounting Technician
	Should you wish to try a career in accounts then this training will provide you with a solid foundation in finance and set you on your way

	Advanced / Intermediate Wine Certificate
	this will provide you with the opportunity to explore the best wines available on the market today and will allow you to become more competent in recommending wine to customers

	Certificate in Marketing
	if you progress your career and get a position in marketing, you can avail of this opportunity to pursue an academic qualification

	NVQ levels 2 & 3 in food preparation
	for anyone setting out on a career towards becoming a head chef, then this is essential foundation training to help you on your way

	Perfect Pour
	just when you thought you could pour beer/wine – here are some more useful hints to help you get even better


The Appraisal Process

Let us introduce you to our Performance Appraisal Process - 

An Appraisal is a process where you discuss the previous year of employment with your manager; it is where you will express any concerns you have or ambitions in terms of your future career. So the first section of the process will ask you the following

1.
Please comment on how the past year has been for you in employment with Botanic Inns: 
(comment 
on any high’s /  low’s and achievements:

Here you have an opportunity to let us know how the last year has been for, what are the things that concerned you and what are the things that meant the most to you!

2.
What aspects of your job did you find most
difficult over the last year?
Tell us about the things you found difficult over the last year, this helps us to help you; we can look at areas of difficulty to see what we can do to make working life more comfortable; We can also monitor jobs to ensure that everyone has the necessary help they need.

  3.
Do you have any career aspirations? 
Don’t forget to tell us about what you want to do in the future – what are your long term career ambitions? What job would you like to have with us?

The next section of the Appraisal process will look at the specific areas of your job with three different categories: 

 - Does not meet expectations

 - Meets expectations

 - Exceeds expectations



REMEMBER: The Appraisal process has been designed to help you to succeed in your job and to map out your career path. The appraisal helps to highlight areas of concern or difficulty and through agreement, these issues can be addressed. 

If you do not meet expectations, we will help you with some extra training and development to help you improve; do not take this personally, it is a developmental need of maybe we haven’t provided enough help for you in a certain area – it is not necessarily a failure on your part!
It is our aim to ensure that you are supported in your job role so that you will help to provide a good service to our customers!

The next section in the appraisal process is about the training you need. Here, you and your manager will agree the type of training you need to help you within your job role. You will have the opportunity to select the training that you think will help you in your job role and you manager will ensure that you receive all appropriate training; so you will look at a table just like the one below and with your line manager, choose which training module will help you within your job!
	Company 

Training
	Programme

	
	Company Induction

	
	Department Outlet Induction 

	
	Disciplinary & Grievance

	
	Harassment & Diversity

	
	Certificate in Food Hygiene

	
	Absence Management 

	
	Performance Management 

	
	Recruitment & Selection 

	
	Recruitment Coordinator Training

	
	Train the Trainer

	
	Training Coordinator Induction

	
	Staff Representative Training

	
	Fire Warden Training

	
	Door Registration 

	
	First Aid

	
	Supervisory Skills

	
	First Line Management

	
	Business Planning 

	
	Train the Trainer 

	
	Reach Your Potential (Supervisor


	Job Specific


	Food & Wine Matching

	
	Perfect Pour / Perfect Serve

	
	Core Skills

	
	Coffee Training

	
	Delivering Service Excellence

	
	Cocktail Training

	
	Speciality Beer / Wine Training

	
	Wine Certificate

	Other
	NVQ Network

(Contact HR for Details) 


The last section of your appraisal will be a discussion around future objectives in your job. These will be job relevant and are aimed at making you more skilled in your job and helping you to advance your career with us. 
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