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Industrial Trainee Management Scheme


Welcome to the De Vere Grand, Brighton!  As the only five star hotel that sits in the heart of Brighton, steeped with history, you have been selected to join one of the most prestigious hotels on the South Coast.  It is an exciting time to join us here at the Grand, with a new Senior Management team in place, we are carving out our future and our aim to be the best five star hotel outside of London and we look forward to you supporting us in that aim.

We have designed for you a structured placement to enable you to get the most out of your time with us.  The programme will entail spending time with all the operational departments to get an understanding of how the hotel works.  You will spend time with our Heads of Departments to guide you through your placement and ensure you get the most out of your time here.

We wish you every success during your time with us and look forward to working with you.

AIMS AND OBJECTIVES OF PROGRAMME

· To gain a solid grounding of the operations of a five star hotel and each department works together

· To see first hand what 5* service looks like

· Understand operating policies and procedures

· Acquire knowledge and skills to enable effective contribution to achievement of hotel aims

· To develop supervisory skills to enable you to manage a team of people

· To learn the true value of team work

· To experience the customer journey

· To develop interpersonal skills 

· To provide a focus for a career path

· To enable you to identify areas of the hotel you want to further your development within

· To develop your commercial awareness 

· To share best practice with colleagues and other hotels within the group

Over view of the programme

Day One

Activity
Who

Breakfast in Kings Restaurant
Andi Hirons – Deputy General Manager

Sara Maude – Human Resources Manager

Claire Grigg – Assistant Manager

Tour of Hotel
Claire Grigg

Induction:

Health and Safety

HR

Shine Overview
Claire Grigg/Nikki Boxall

Department
Head of Department
What will I learn?

Night Concierge
Alan Edwards
During your time within the department you will spend time with the Night Manager and Nights team to see how the Hotel operates out of hours.  The Nights team are skilled at dealing with all guest requests when other departments are closed.  These requests vary from room service orders through to guests requiring assistance with baggage when they arrive late at night.  The team ensure that everything is ready from complimentary papers to wakeup calls for the morning.  In addition to the operational running of nights you will also learn about stock taking and cashing up procedures as well as how to look after the security and safety of the building so that you can respond to any emergencies.



Switchboard
Ros Clayton
The switch board team deal with a variety of calls and queries and their job is to field the calls appropriately, answer customer queries and take messages where necessary.  It is an ideal opportunity to learn a lot about the hotel and test your customer service skills on the telephone.  You will be guided through the calls by the team and spend time shadowing the other telephonists.

Room Service
Emma Jeffs
This is a busy department whose function is to provide a number of services to our guests.  You will learn to take orders for breakfast, lunch, dinner and snacks together with learning the presentation standards in delivering those meals.  Service is key in this department and you will have a lot of face to face contact with our guests.  As part of the service, the Room Service team also provides ‘specials’ for guests.  These specials come in the form of chocolates, fruit or champagne for those special occasions.  You will learn where to look on the system for details of specials and again, presentation standards of laying out these within the rooms.  It is also a great way of learning where all the rooms are located within the hotel!

Lounge & Bar
Paul Simoes
The Victorian lounge is a centrepiece within the hotel and an area where guests can relax and enjoy anything from a coffee to a cocktail.  You will learn how the lounge and bar operates, how to set up the bar and lounge on a day to day basis, spend time learning the choice of food and drinks we provide, how to make the variety of refreshments we have on offer and can even learn how to make cocktails!

You will be given coaching on how to up sell to ensure we try and maximise our profits whilst being trained on how to deliver a 5* service.

As you will be working in the bar and lounge you will also cover the Legislation surround licensing laws and be given coaching on how to deal with potentially difficult situations such as drunk and disorderly conduct.  

Restaurant
Patrick Milner
The Kings restaurant provides a first class dining experience for both guests and the general public.  Many of the offers for customers we have are on a Dinner, Bed and Breakfast rate and therefore the dining experience is, for our guests, very much a part of their stay.

You will learn how the relationship between the restaurant and kitchen is managed and how dishes and menus are decided.  You will support the Assistant and Restaurant Manager with running the restaurant from a supervisory side including supporting any recruitment, supervising each shift in the restaurant, coaching and guiding junior members of the team and acting as a role model for them.

The restaurant is a key area to upsell and recommend wines and dishes and you will be given full training on this.

You will also gain first hand experience in managing any customer complaints and actively provide solutions to ensure that our guests remain satisfied.



Leisure Club
Hannah Dixon
The area of the hotel where our guests and gym members can get fit or simply relax in the pool and sauna.  Working with the fitness team you will learn all aspects of Health and Safety in relation to running a Leisure club such as Pool Plant, how chemical testing is done and temperature checks.  You will learn how memberships are sold and how to give a tour of the club to entice people to sign up.  You will also of course 

Kitchen
Alan White
Based under the hotel, the kitchen is a hive of activity catering for our Kings restaurant, weddings, and conferences through to afternoon teas.  Here you will learn the true value of team work!  You will be given a comprehensive overview of all things relating to food hygiene and health and safety in respect to a kitchen.  You will learn how the food is ordered and who our suppliers are and learn how the deliveries are checked off and how food is store and the method of stock rotation.  You will also have the opportunity to learn the different menus inside out and see how food is cooked and presented in a 5* standard regardless of whether you are feeding two people of two hundred.

               

Front of House
Ros Clayton
The Front of House are covers both reception and reservations.  During your time in reception you will learn how to use our in house reservations system, Fidelio, how to check guests in and out and interact with all our guests and visitors.  In reservations you will learn how reservations are made and get a more in depth insight into the Central Reservation System.

Accounts
Claire Dillon
The accounts department is responsible for balancing the books, paying wages and suppliers and collecting payment from customers.  They can be seen as the boffins in the business hidden away but we are sure you will soon find that our Finance team breaks the mould!  

Concierge
Jonathan Burcham
The concierge team is the first port of call for our guests and leave the first and last impressions of the hotel and its employees.  During your time here you will how to engage with our customers are you provide a seamless service to them by supporting the team with the deposit of luggage and customer vehicles. You will also be the ‘information’ desk when it comes to providing recommendations to those who want to explore Brighton and will also be in a prime position to promote the Kings restaurant and all of our other facilities.  

Guest Relations
Antonio Lopez
Guest Relations look after the whole customer journey and are present at all times in the lobby to ensure that guests are given a 1 – 1 service.  They deal with any guest complaints and actively ensure that all our guests leave happy and satisfied.  They are pro active in welcoming our guests by calling every guest when they arrive to see if there is anything you can do for them.  Here you will learn what great customer service looks like!

House Keeping
Julia Sinclair
To ensure the 5* service, the housekeeping teamwork hard to turn around our rooms and ensure our guests have the best stay and a great nights sleep.

During your time you will learn the basics of how to change a bed and clean and set up a room to 5* standard.  You will then get to grips with the supervisor elements of the role including inspection of rooms, supporting with rotas and ensuring clear lines of communication with key departments and the housekeeping team.

Conference and Banqueting
David Peskett
Proving a service for 10 to 500 people, whatever the event, the conference and banqueting team are on hand to ensure that it runs smoothly.  They are responsible for setting up the conference or event to serving the food and drinks.  Here you will learn how to ‘project’ manage an event on a number of different scales.

Cellar

Holding all of liquor and wines, you will have a busy task here ensuring that stock is replenished and rotated.  You will learn how to stock take which is quite an experience in the cellar!

INDUSTRIAL PLACEMENT PRE REVIEW

NAME:





DEPARTMENT:





DATE:

OBJECTIVE
SUCCESS CRITERIA AND TIMESCALES
SUPPORT AND TRAINING REQUIRED

Learn how to conduct an interview


Understands how to write competency based questions which test for the skills required to carry out the job role

Candidate is fully informed of the role and the hotel

Able to weigh up the answers to come to a decision regarding employment


Support from HR Manager on how to look at job description and learn how to design questions to ask

Support from HR Manager on how to conduct and interview

Support from Line Manager to sit and observe interview

Training on Recruitment and Selection – In House course





The purpose of this pre assessment is to record your objectives for each department you spend time within.  The objectives will ensure that your time is focused and constructive.  Your Head of department will also explain to you ‘what good looks like’ in regard to the success criteria and will also discuss what support they or a department ‘buddy’ will be available to help you achieve each objective.

You are encouraged to think about what you want to get out of your time with each department and if there is anything specific you want to focus on.  Discuss your thoughts with your Head of Department and then you can agree objectives.

INDUSTRIAL PLACEMENT DEPARTMENTAL REVIEW

NAME:





DEPARTMENT:





DATE:

OBJECTIVE
EXAMPLES OF ACHIEVEMENT
COMMENTS

To produce a weekly rota for the bar and Lounge team


Looked at previous weeks rotas and spent time with Bar Mgr understanding who was contracted to what hours.  Asked people in the team if anyone was unable to work any specific days the following week.  Calculated how many hours in week and looked at promotional activity in the hotel to ensure coverage in the bar and lounge.  Produced rota together with support from bar and Lounge Mgr.
Rota worked well and provided sufficient cover for business.  Found it difficult at first to fit everyone’s breaks into the rota but once Paul explained this to me, found it much easier to understand.  Now feel confident to produce a rota for all departments.





TRAINEE COMMENTS


MANAGERS COMMENTS

Trainee Signature:








Manager Signature:

Date:










Date:

The purpose of this form is to review the your time within each department and to get feedback from your Head of Department to find out how you got on.  You Head of Department will complete a similar form and you will both sit down and review your objectives together.

These departmental reviews will also be discussed in your placement reviews with the Assistant Manager.

You should take to reflect and think about your time within the department and what you have learnt and what you would do differently.

The Project!!

During your industrial placement you will be asked to complete a project.  The project has been designed to help you get the most out of your placement by really looking at our business and the operational running of the hotel.

If you are on a 12-month placement you will be asked to give a series of four presentations to the senior management team.  The presentations will be completed each quarter and will focus on your key observations within the departments you have worked in and what recommendations for change and improvement you suggest.  They may be simple ideas you have noted such as the way that linen is distributed to other departments throughout the hotel or it may be a cost saving idea you have or even some observations you have made about the teams you have been working with and how effective the team is in working together.

Each presentation should last no more than 20 minutes and time will be given at the end to ask questions about your ideas and thoughts.  You will be asked to have documentation to support your presentation.

The style of presentation will be up to you and you may choose to deliver it to the management team with the aid of flip charts, power point or just around a table. 

The incentive!

Any suggestions for improvement that have a cost saving element to them and that go on to be implemented will receive a reward.  The reward will depend on the nature of the suggestion and benefits that can be reaped from it.

As a guide you are encouraged to ask each Head of Department you spend time with as many questions as possible.  In addition speak to the teams and question what they do, why it is done that way, how long have things been done that way, can the process be improved, what ideas they have, what don’t we do that could be done and so on to help you build up a picture.

Your HR Manager will spend some time with you discussing the presentation in more details and will be on hand to ask any questions.

DEPARTMENTAL OVERVIEW

The following will give you an indication of the key responsibilities you will have during your time with each department.

CELLAR

· To ensure that all delivery notes are checked against the physical stock delivery. 

· Have an understanding of the Stocktake UK system and how the delivery notes/transfers are processed

· To assist the Cellar Person with a full Cellar balance after close of business at the end of the week and highlight any discrepancies and ensure they are resolved.

· To be aware of the importance of the rotation of stock to ensure that the products do not go out of date.

· To obtain the conference function details from the Delphi system and understand how the Cellar person places the orders according to the details and the levels of business.

· To deliver the required stock to the Food Beverage Departments and to record the requisitions.

HOUSEKEEPING

· To learn how to clean a guest bedroom to 5* standard

· To check the ‘Specials’ in Fidelio and action any requirements such as extra beds, cots and so on

· Complete a weekly stock take of toiletries and other products used in the guest bedrooms and ensure stock levels are replenished

· Understand the procedure of Linen Control for the hotel

· Assist with the linen deliveries and the issuing of Linen to the departments

· To carry out room check ensuring a 5* service standard

· Allocate rooms to be cleaned to the Maids

· Ensure consistent communication with Reception regarding room status queries

· Issue re-check lists to the Self checking Room Attendants and ensure they are completed before keying the room back

· Collect all Guest Satisfaction Surveys (GSS) and pass to the Head House Keeper

· To ensure that all cleaning equipment is kept safe according to COSHH standards

NIGHT CONCIERGE

· To answer the phone, answer guest queries and redirect calls when the Switchboard is changed onto Night Service.

· To park and collect guest cars ensuring the correct documentation is completed

· To order and deliver guest newspapers to guest rooms 

· To greet guests and to carry their luggage to their room ensuring they feel welcome, comfortable and served to a high standard embracing the Shine culture at every opportunity

· To record wakeup calls and input into the Callscope System

· Within reason carry out all requests made by guests i.e. ordering taxies, opening guest safes

· To alert the Night Manager of any guest complaints

· To carry out any Housekeeping Duties after 10pm as required

· To collect Room Service Breakfast cards and to delivery any early breakfast orders

· To ensure that the Concierge desk is covered
· To complete the security walk round and record anything that requires attention

· To operate the hotel fire panel and learn the hotel fire procedure

· To assist with any evacuations
· To prepare and serve Lounge and Room Service food orders.

· To provide and serve bar service to lounge and guest rooms.

· To set up and serve early morning breakfast orders.

· Ensure that there is adequate night bar stock available and to carry out stock checks

· To close shifts on Micros if required

· To prepare rotas for the night concierge/night audit teams to cover the following weeks business

· To be able to control the night concierge desk for a shift and to hand over to the day concierge in order to ensure continuity of information

· To study the following days business from the BEO’s and to complete the daily function boards.

· To ensure that all the night porters tasks on the task sheet have been completed thoroughly.

· Ensuring that all departments are staffed and open on time and be able to take remedial action if not.

CONFERENCE AND BANQUETING

· Brief teams on the order of service for the different type of functions

· To support the event manager in charge of a function

· Liasing and doing a run through with conference office, regarding events and their special needs, requests and queries

· To learn about the Cash Wine Procedure

· Efficient rostering of employees, making sure staff ratios are met, all operational areas are covered and deadlines met

· Understand the process for induction new employees in the department

· Know how to charge conference/function charges on fidelio and send covers correctly to accounts

· Manage a conference/meeting for up to x 30 delegates, including organiser/client liaison

· Responsible for the co ordination of a lunch or dinner for up to 50 people
GUEST RELATIONS

· To be available for all guests needs

· Walk and experience the customer journey on a frequent basis, ensuring that any issues and feedback arising is actioned by the relevant departmental manager 

· To be the Lobby Host in peak check in/out periods, queue busting where applicable.

· To own the queue busting process in the hotel and reduce levels of volume through Guest Relations management.

· To Contact guests prior to arrival to ensure individual needs are anticipated and acted upon – opportunity for upselling of restaurant/rooms/Spa.

· Lead profile management process for all guests so individual needs can be captured and acted upon – review of guest profile prior to arrival to ensure necessary actions taken.

· To be Responsible for the recognition of VIP/Regulars, Disabled guests and Long Stay Guests satisfaction.

· To Meet, greet and Room VIP guests ensuring that you maintain a relationship with the guest throughout the duration of their stay.

· Be a “One Stop Shop” for all guest queries during their stay.

· Maintain operational standards to the highest possible level in respect of service, hygiene, health and safety and ensure that there is minimal wastage.
· To be able to complete the security walk-round and record anything requiring attention.

· To be able to understand the fire panel and the hotel fire procedures and assist in an evacuation

· Ensure guest security, safety and privacy is established and maintained.
· Be fully aware of the hotel facilities and any changes to the services on offer.

· Take every opportunity to up sell the hotel facilities.

· Have full knowledge of hotel rates and terms of business and take every opportunity to up sell rooms with the aim of achieving maximum occupancy at maximum rate.

· Be aware of current marketing promotions and work with marketing executive to ensure that all promotional material is guest friendly.

· Develop a seamless communication process between all relevant departments, to ensure that all guests needs are actioned before the guest has to ask

· Carry out regular guest feedback in departments, analyse results and provide summary reports for the hotel.

· Ensure operational standards of performance and product delivery are in place and adhered to

· Ensure staff appearance is in line with hotel standards – challenge to be made to each departmental manager.
SWITCHBOARD

· To have a full understanding and be able to Operate the Hotel Switchboard System

· To receive and  direct all calls through the switchboard 

· To action the procedure to follow if the Switchboard goes down

· To operate the PA System

· To operate the Bleep System and to carry out bleep checks

· To  maintain the Telephone System ensuring the equipment is in good working order and to report any faults with the system

· To run an Audit every morning checking telephone calls made from each extension

· To provide Directory Enquiry Assistance for Guests when required

· To take Room Service orders and bookings for the Lounge/Restaurant when they are busy

· To assist with Lost Property Enquiry’s

· To take messages for guests and input them onto Fidelio and to ensure that Reception pass them on
ROOM SERVICE

· To set up a Room Service tray to the hotel standard

· To  carry out and complete all the procedures on an Early and Late Room Service shift

· To print the specials and trace reports and ensure that all the specials are placed in the correct Rooms

· To be aware of any VIPs arriving/in-house 

· To organise Room drops if and when required

· To take Room Service orders to the required hotel standard

· To  set up and serve a Room Service Dinner trolley

· To liase with the other departments regarding guest requests

· To deal with guest complaints 

· To deal with any issues regarding delays to the service

· To requisition wet and dry stock when required

· To ensure all orders are put through the Micros System and are charged correctly

· To ensure that all minibars are fully stocked on a daily basis

· To requisition a minibar stock order from the Cellar 

· To identify the basic minibar faults 

· To ensure that the minibar stock is secure at all times

· To action the  procedure to follow for disputed minibar charges
· To take charge of a Room Service shift and ensure that all the procedures are complete by the end of that shift

· Understand how the Room Service rota is compiled

· To handover any relevant information to your colleagues on the next shift

· To know how to do an end of shift report on Micros

RESTAURANT

· Ensure restaurant is fully set ready for service.

· Ensure the breakfast buffet is fully stocked and ready for service.

· To organise table plans

· To liase with the reception team to control daily bookings from residents.

· To act as host greeting, seating guests 

· To liase with the kitchen team regarding bookings & service/menu issues

· To respond pro-actively to guests complaints and manage problematic situations within the department

· Update weekly BEO function details through out the week.

· To attend the weekly operations meeting & high light any challenges related to restaurant business.

· To attend the weekly VOC (voice of customer) meeting and feed back any issues to the department.

· Ensure restaurant dispense bar is secure, clean, tidy and fully stocked to par stock levels,  

· Ensure the dispense bar wastage book is up to date and signed

· Ensure all requisitions are made the day prior to cellar opening times

· Ensure adequate supplies of menus are in operation weekly.

· To spend time with the Restaurant Manager to learn how to rota staff to cover the needs of the business.  

· To coach and guide new members of the team

· To provide regular training to the team

· To support the Restaurant Manager in carrying out review with new members of the team

RECEPTION

· To check in and check out a guest to the 5* standard

· To allocate Rooms whilst taking any specials requests into Consideration

· To action the procedure for handling Petty Cash Vouchers and Visitor Paid Out Vouchers

· To print off all the daily reports i.e. Specials, Arrivals and Credit checks

· To authorise Credit Cards and to be aware of the Credit Limits

· To update guests profiles with the information on the Registration cards

· To carry out a cashier audit and banking

·  To post charges onto Guests bills and make adjustments

· To ensure that you take every opportunity to upsell the hotel facilities and dining experience

RESERVATIONS

· Spend time listening into calls and learning how to make a reservation, taking into account any previous guest history and any VIP guests

· To promote and sell and promotions or special offers
BAR AND LOUNGE

· To serve guests in the lounge and bar areas ensuring that every opportunity is taken to up sell the menus and drinks available

· To set up the bar ready for service paying attention to any replenishment of liquor and soft drinks

· To ensure that all kegs and gas cylinders are stored safely and handled correctly and to provide training surrounding this to new members of the team.
· To have an understanding of the Licensing laws/Weights and Measures  Act in relation to the operation of the bar

· To ensure that the Cellar Orders are completed accurately and that stock control practices are maintained

· To Participate in departmental training

· To deal with any customer complaints 

· To be able to deal with enquiries and be able to take booking for the Lounge ensuring the bookings are also monitored

· To ensure that adequate staff resources are available during peak periods

· To ensure that adequate provision of sundry resources have been ordered

· To be able to Lounge Host during peak times

· To be aware of the Procedure to follow if Micros goes down
KITCHEN

· To be aware of the correct storage and temperature of all Food types in the Kitchen

· To have an understanding of the temperature controls of food items

· To know the procedure for the recording of temperature checks and to ensure that records are kept

· To report any hazards or maintenance issues to the Senior Chef on Duty

· To ensure that all food is presented to the required standard

· To understand the temperature controls with cooked food and ensure that it is stored and labelled correctly
· To ensure that the delivery notes are checked against the physical stock delivered

· To have a basic understanding of the Stocktake system and how delivery notes and transfers are processed

· To be aware of the importance of stock rotation so the stock does not go out of date

· To place orders with the hotels nominated suppliers

· To action the procedure for reject goods and the administration of reject goods

· To receive deliveries ensuring you check the quality, quantity of the stock and that the stock is signed for

· To ensure that all stock is stored safely and securely

CONCIERGE

· To park and collect guest cars ensuring care and respect for the guests car and observing the highway code at all times also ensuring that the correct documentation is completed.

· To greet guests and to carry their luggage to their room ensuring they feel welcome, comfortable and served to a high standard embracing the Shine culture at every opportunity.

· To look after guests belongings and issue tickets for short term storage

· To correctly carry out Room Shows and Show rounds.
· To correctly locate and fill out the deliveries received sheet when items are delivered to the concierge.

· To manage the car park, bringing departure cars around to the front, moving departures up the car park to make space for the arrivals. Ensuring that cars do not become unduly blocked in

· Be able to find tourist information, maps and guides to give to guest

· To control the Concierge desk for a shift and to hand over to the night concierge in order to ensure continuity of information.

· To print a key report showing which rooms concierge staff have been to during the day. 

· To fill out the NCP and Hotel Car Parking lists for charging
ACCOUNTS

· Check the revenue and performance figures for the day

· Liase with Heads of department to raise Purchase Orders

· Understand the Cash Cycle

· Invoice customers and chase debt

TRAINING AND SUPPORT

During your placement, you will attend a number of training courses.  Some of these are statutory ones and some are there as part of your development.

Your programme manager will talk to you about the development courses and agree with you three Management Development training courses which you would like to attend.  These courses are outlined below.  If you would like more detail about the content of each of these courses, please ask your HR Manager.

You may choose three of these Management Development Training Courses to attend
Facilitating Learning 1 Hour

Recruitment & Selection                      
Financial Management 4 Hour 

Positive Performance
Financial Management 1 Hour

One minute Manager
Problem Solving 4 Hour

Coaching 4 Hour 
Problem Solving 1 Hour

Coaching 1 Hour

Delegation 4 Hour

Delegation 1 Hour

Feedback 4 Hour

Feedback 1 Hour

Questioning and Listening 4 Hour

Questioning and Listening 1 Hour

Effective Meetings 4 Hour

Effective Meetings 1 Hour

Influencing 4 Hour 

Influencing 1 Hour

Goal Setting 4 Hour

Goal Setting 1 Hour

Prioritisation 4 Hour

Prioritisation 1 Hour

Teamwork 4 Hour

Teamwork 1 Hour



END OF PROGRAMME EVALUATION

Name:










Date:

Did the placement meet your expectations?

If not, why not?

Which departments did you specifically get the most from working in and why?

Were you given a full overview of how each department works by each department head?

Did you receive a pre and post review from each department head?

What did you find useful about these?

What did you feel were the most useful areas of the placement?

What didn’t you enjoy about the placement?

What would you have done differently with your programme?

What areas of the hotel would you like to continue to work in?

Apart from each Head of Department, who else have you really valued support from?

Is there anything we could have done differently to improve your programme?
NOTES

