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OBJECTIVES 

To provide a Train-the-Trainer package for Chief Stewards/Back of House Managers to be able 

to train their new Heart of House employees and periodically retrain existing employees. 

Provide additional training and communication tools for Stewarding employees. 

Provide Chief Stewards/Back of House Managers with a systematic way of auditing, analysing 

and improving Hygiene & Safety related issues in the hotel. 

Developing Stewarding leadership in our company; helping them to consider the aptitude and 

attitude of fellow workers and challenges that working with different types of people can bring. 
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PROGRAMME - DAY 1 

Monday 

TIME TOPIC 

9.00 to 9.45 Introductions & Objectives 

9.45 to 10.30 Our Success is our people –  

role of stewarding, challenges we face brainstorm exercise 

10.30 to 10.45 Coffee break 

10.45 to 11.00 The Journey 

11.00 to 13.00 Training Skills (Part 1) 

13.00 to 14.00 Lunch break 

14.00 to 15.30 Training Skills (Part 2)  - How to write a Presentation Content 

15.30 to 15.45 Tea break 

15.45 to 16.45 Film « You’ll soon get the hang of it » 

The main steps in a training session 

16.45 to 17.30 Discuss the Stewarding manual, departmental core skills, generic SOP’s 

Homework – review SOP’s and start to prepare 3 one-to-one training 

session (teach-backs) 

Free evening 
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PROGRAMME – DAY 2 

Tuesday 

TIME TOPIC 

9.00 to 9.30 Ecolab QuickStep Quiz 

9.30 to 9.45 Brainstorm – Food Hygiene 

9.45 to 10.30 Impact Stewarding has on Food Hygiene & Safety 

4 main contamination routes 

Breakage control 

10.30 to 10.45 Coffee break 

10.45 to 11.00 Golden Rules of Food Hygiene 

11.00 to 12.15 Pest Control 

12.15 to 12.45 Review Corporate Diligence 

12.45 to 13.45 Lunch break 

13.45 to 15.45 Safety in the Workplace 

Departmental hazards 

Safety signage 

Risk Assessment – poster competition 

15.45 to 16.00 Coffee break 

16.00 to 16.30 Environmental Sustainability – what we do today and what we can do 

in the future to impact – brainstorm best practices 

16.30 to 17.00 Handout assignments for teach-backs and help prepare 

17.00 to 17.45 Stewarding Safety Inspection 

17.45 to 18.00 Review of day 3 & Wrap up 

Homework – review SOP’s and finalise 3 one-to-one training session 

(teach-backs) 

(Day 3 - there will be 2 teach-backs undertaken per delegate; 1 in the 

classroom, 1 in the Heart of House, Stewarding areas) 

Free evening 
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PROGRAMME - DAY 3 

Wednesday 

TIME TOPIC 

8.30 to 11.30 Teach backs 1 - 15 minutes teach backs, 10 minute debrief, 5 minute 

intervals 

Feedback and Comments 

11.30-13.00 Ecolab Presentation 

13.00 to 14.00 Lunch break 

14.00 to 15.30 Continue teach-backs 

15.30 to 15.45 Coffee break 

15.45 to 17.00 2nd round of teach backs in pairs in the Stewarding department 

17.00 to 17.30 Wrap-up 

Feedback and Comments 

Review of Day 3 

19.30 Group Dinner 
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PROGRAMME - DAY 4 

Thursday 

TIME TOPIC 

9.00 to 9.30 Car Race – Stewarding quiz 

9.30 to 9.45 Importing and Exporting – Brainstorm 

9.45 to 11.00 The Role of Stewarding in the Inventory Control 

11.00 to 11.15 Coffee break 

11.15 to 11.45 Improving equipment requisitions 

Creating efficient work areas 

Scheduling for Business Levels  

QCD Boards 

11.45 to 12.30 What gets measured gets done: 

Annual Audit 

Monthly Audit 

Daily Audit 

Inspection Checklists 

1-minute Safety Calendar 

12.30 to 13.30 Lunch Break 

13.30 to 14.30 Evaluating Training Needs 

14.30 to 15.00 Getting buy-in from other department heads 

15.00 to 15.30 Your Stewarding Action Plan 

15.30 to 16.15 Coffee break 

Certification celebration 

Course evaluation 

Times are given only as an indication and are subject to change. 
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A – Z OF STEWARDING TERMS 

A ASSISTANCE ARCHIVES AUDIT 

B BREAKAGES BACTERIA BACILUS CEREUS 

C CHEMICALS CLEANING CUTTING BOARDS 

D DISHWASHING DEEP FAT FRYER DE-CARBONIZING 

E EQUIPMENT ENVIRONMENTAL ELECTRICITY 

F FOOD FIRE FIRST AID 

G GAS GARBAGE ROOM GLASSWARE 

H HYGIENE HEALTH HOODS 

I INVENTORY ILLNESS REPORTING IMPORTING 

J JUGGLING JUGS 

K KITCHEN KEY CONTROL 

L LIGHTING LOG BOOK LEGIONELLA 

M MANUAL HANDLING MICRO-ORGANISMS MAINTAINING 

N NIGHT DUTIES NORO-VIRUS 

O OVEN ORGANISATION 

P PEST CONTROL PERSONAL PROTECTIVE 

EQUIPMENT 

PACKAGING 

Q QUERIES QUALITY 

R REQUISITIONS RECEIVING REMOVAL OF 

GARBAGE 

S SANITISER SAFETY STORAGE 

T TRAINING TEMPERATURE CONTROL TROLLEY 

U UNIFORM UTENSILS 

V VIRUS VIBRIO BACTERIA 

W WATER WASH YOUR HANDS WASTE 

MANAGEMENT 

X X-RAY 

Y YOU 

Z ZOO 
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THE ROLE OF STEWARDING 

Menno
Rectangle
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THE CHALLENGES WE FACE 
Brainstorm departmental challenges 

Inter-departmental 

External 

Solutions to build better relationships, improve teamwork 
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THE IMPORTANCE OF OUR DEPARTMENT 

Our organisation has been focusing on controlling costs and improving productivity. 

Stewarding is one of the largest departments in most hotels.  Stewarding operations are 

critical to the success of the Food and Beverage Department. 

List below how your department makes the difference; or ideas to be worked on. 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

9. 

10. 

11. 

12. 

13. 

14. 

15.
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THE JOURNEY 

I understand my 
role in the 
Companies' Journey 

What aspects of 
your role in The  
Journey do you 
clearly understand? 

I understand how 
The Essentials will 
lead to success 
on The Journey. 

What components of 
The Essentials are 
clear? Unclear? (if 
any)? 

I understand how I 
can demonstrate Our 
Promises in The  
Journey. 

Which components 
of The Promises are 
clear? Unclear? (if 
any)? 

Menno
Rectangle
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TRAINING IS VITAL 

Blindfold Exercise 
What did you learn from this exercise with regards to teaching employees new 
tasks? 

- 

- 

- 

- 

- 

- 

- 

Be prepared – EMP : equipment, material, place 

- 

- 

- 

- 

Tools available to become a perfect trainer 

- 

- 

- 
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THE MAIN STEPS IN A TRAINING SESSION 

PREPARATION 

 who you are teaching

 what you are teaching – notes

 equipment and material

 the training room

DURING THE TRAINING 

 introductions

 topic

 objectives

 context

 logical sequence

 in chunks

 practice

 give feedback (encourage, correct, praise)

AFTER THE TRAINING 

 congratulate

 link forward

Notes: 

TOOLS 

 Observations

 Starguest Response

 LRA – GSI – Starvoice

 Clifton

 Incidents

 PMP & Job chats

 New equipment and new employees
 Mystery audits
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CORPORATE PRESENTATION PLANNER 

 Training topic

 Establish an objective

 Analyze your Audience

 Compose the Body of your Presentation

 Conclusion… Wrap your presentation

 Prepare some questions and answers

PRESENTATION CONTENT 

 Introduction – Establish Credibility, Attention Getter, Preview topic

o Create an interesting ambiance

o Start with a “personal approach” greeting

 Body – Contains Clear & Precise Message

 Conclusion – Make them remember/Make it unforgettable/End with a short great

message quote
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FEEDBACKS 

          TRAINER'S NAME 

STRONGEST POINTS (+) NEEDS TO IMPROVE (-) 

          TRAINER'S NAME 

STRONGEST POINTS (+) NEEDS TO IMPROVE (-) 
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WHAT IS A STANDARD OPERATING PROCEDURE 

What is a Standard Operating Procedure? 

It is the minimum operation standard required with safe procedures to complete a task. When 

implemented it will ensure consistently that can be measured.  

Why do we have SOPs? 

Skills have a crucial role to play in increasing productivity. Creating a more highly skilled 

workforce will contribute towards raising productivity and competitiveness. Working in a 

structured and safe manner will reduce the risk of injury, damage or loss and increase 

productivity. 

SOPs help us to ensure consistent training for all new and existing employees.  They enable us 

to plan training in anticipation of promotions and transfers.  They provide a follow up system 

to check performance.  
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WRITING STANDARD OPERATING PROCEDURES 

Standard Operating Procedures in the Stewarding Department 

STANDARD OPERATING 

PROCEDURE: 

SOP REFERENCE NUMBER 

SOP DATE: 

EFFECTIVE DATE: 

REVISED DATE: 

[THE TOPIC OF THE SOP] 

[BRAND CHAIN CODE AND NUMBER EACH SOP] 

[DATE THE SOP IS CREATED] 

[DATE THE SOP BECOMES EFFECTIVE] 

[DATE OF LAST REVISION]  

DEPARTMENTS IMPACTED: [LIST ALL DEPTS IMPACTED BY SOP] 

APPLICABLE DIVISIONS 

AND/OR GLOBAL AND/OR 

LOCAL SOP: 

APPLICABLE PROPERTY TYPE: 

EAME 

APPLICABLE OWNERSHIP: [OWNED, MGD. AND/OR FRANCHISED] 

SUPPORTING DOCUMENT(S): [LIST ANY DOCUMENTS RELATED TO THIS SOP, i.e CHECKLISTS, 

ETC.] 

SOP AUTHOR: 

SOP APPROVER: 

InnArchive.co 

[TITLE ONLY OF SOP APPROVER] 

INTRODUCTION / OVERVIEW / GOALS: (INCLUDE STANDARD AND STANDARD NUMBER IF 

APPLICABLE) 

PREPARATION: (INCLUDE ANY PREPARATION PRIOR TO DELIVERY OF EXPERIENCE) 

DELIVERY: (HOW TO DELIVER THE EXPERIENCE) 

REQUIRED ACTIONS AFTER DELIVERY COMPLETION: (IF ANY) 

TRAINING REQUIREMENTS: (IF ANY - INSERT NAME OF TRAINING – LINK TO ANY APPLICABLE 

TRAINING MATERIALS 
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OVERVIEW OF GENERIC SOPS 

FOLDER 

TOPIC 

SOPs Chemical Knowledge & Handling Chemical Assessment Record 

Chemical Chemical Safety Procedure Chemical Register Form 

Cleaning Chemical Spillage 

SOPs 

Dishwasher 

Cleaning Dishwasher and Traps in the 

Machine 

Dish Washing Procedure 

Refilling the Dishwasher 

Scraping, Racking and Loading the 

Dishwasher 

Setting up Bussing Station 

Temperature Control of Dishwasher 

De-liming the Dishwashing Machine 

SOPs Cutlery, 

Glasses, China 

China-, Glass- and Silverware Storeroom 

Procedure 

Polishing Silverware in 

Moreillon Silver Machine 

Cleaning Silver Flatware Types of Crockery, Silver & 

Glassware by outlet 

Hand Polishing Chinaware Inventory of GCS 

Hand Polishing Glassware Cleaning Moreillon Silver 

Machine 

Hand Polishing Silverware 

SOPs Buffet Clearing and Cleaning of Buffet 

Setting up Banquet Buffet 

Setting up Buffet in Restaurant 

SOPS Cleaning Cleaning the Convoctomat Oven Cleaning Ice Cream Freezer 

Kitchen Kitchen Equipment Safety Cleaning Meat Mincer Machine 

Appliances Care and Maintenance of Food Trolley Cleaning Pizza Oven 

Deliming and Cleaning the Ice Machines Cleaning Plate Warmers 

Cleaning Chaffing Dishes Cleaning Reach-in 

Refrigerators 

Cleaning and Sanitising Gas Oven Cleaning Rotary Oven 

Cleaning and Sanitizing Carving Lamp Cleaning Salamander 

Cleaning and Sanitizing Induction Cleaning the Slicing Machine 

Cleaning and Sanitizing Meat Crates Cleaning Bread Roll Machine 

Cleaning and Sanitizing Microwave Cleaning Steam Kettle 

Cleaning Bain Marie Cleaning Tilt-Fryer 

Cleaning Ban Saw Machine Cleaning Walk-in Refrigerators 

Cleaning Bowl Cutter Machine Cleaning Trolley 

Cleaning Bread Oven Draining Oil from Deep Fryers 

Cleaning Broilers Hand Polishing Brassware 

Cleaning Can Openers Hand Polishing Chafing Dish 

Cleaning Chopping Boards Hand Polishing Copperware 

Cleaning Coffee Jugs Hand Polishing Stainless Steel 

Wares 

Cleaning Cold Food Processing Equipment Procedure 

Cleaning Convection Oven Pot Washing 

Cleaning the Deep Fat Fryers Cleaning Grills and Flat Top 

Cleaning the Dough Mixing Machine Cleaning Hoods and Filters 

Cleaning the Dough Sheeted Machine Cleaning Hot Boxes 

Cleaning Bratt Pans and Boilers 

Cleaning Oil from Deep Fryer 

De-carbonizing Pots & Pans 
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SOPs Cleaning De-carbonizing Gas Burners Cleaning Hand Washing Basins 

Kitchen De-carbonizing Pots and Pans Cleaning Loading Dock 

Cleaning and sanitizing Gas stoves Cleaning Receiving Areas 

Cleaning and sanitizing Bread Boxes Cleaning Walls 

Cleaning and sanitizing Cookers Garbage Removal 

Cleaning and sanitizing Garbage Bins Kitchen Audit 

Cleaning and sanitizing Vegetable Crates Mopping Floors 

Cleaning and sanitizing Bench and Sinks Refilling Hand Soap 

Dispensers 

Cleaning and sanitizing Dry Food Store 

Room 

Scrubbing Floors 

Cleaning Grates and Drains Sweeping Floors 

Cleaning Stainless Steel Sinks 

Cleaning Kitchen Food Trolley 

Hazard communication Open Flame Policy 

SOPS Attendance Stacking and Storing Clean 

Wares 

Miscellaneous Avoid Breakages Steward Database and 

Training Profile 

Breakage Log Book Procedure Steward Log Book 

Cleaning and Sanitizing Egg Crates Steward Schedule 

Cleaning and Sanitizing Garbage Room Working as Team 

Cleaning Janitor Room Maintaining Work Areas 

Emergency Evacuation Room Personal Grooming and 

Hygiene 

End of Shift Safety While on Duty 

Fire Prevention Procedure Silver Room Procedure 

Key Control Procedure 

First Aid Procedure 

Receiving Food 

Recording Temperature of fridge and 

freezer 

Sorting Garbage and Logging 

Equipment 

PPE SOP 

Temperature control of 

Dishwasher 

Available on StarwoodONE and on your ABC of Stewarding USB stick 
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 QUESTION TECHNIQUES 

Question Techniques 

I.N.T.R.O: 

Interest 

Need 

Title 

Range 

Objectives 

Why ask questions? 
Promotes involvement 

Shows interest in participants 

Allows opportunity to praise 

People feel smart when they are correct 

Match trainees’ level and pace  

OPEN QUESTIONS VS. CLOSED QUESTIONS 

OPEN CLOSED 

Opinion 

Longer answers 

Stimulating 

TYPE OF QUESTION WORD USE : 

What 

Why 

How 

USE : 

Create discussion 

Seek variety of ideas 

Check understanding 

Important points 

Short answers 

Either/or 

Yes/no  

TYPE OF QUESTION WORD USED: 

Who   - Was 

When   - Is 

Where  - Can 

Which 

USE : 

Confirm information 

Speed up 

Close topic 

Offer easy question 
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Overhead Questions 

DEFINITION: 

VALUE OF OVERHEAD QUESTIONS: 

POSSIBLE DRAWBACKS: 

Direct Questions 

DEFINITION: 

VALUE OF DIRECT QUESTIONS: 

POSSIBLE DRAWBACKS: 
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Handling Answers 

NO ANSWER 

WRONG ANSWER 

CONFUSED ANSWER 

CORRECT ANSWER 

   Inviting Questions 

WHY INVITE QUESTIONS? 

KEY POINTS 

IF NO QUESTIONS 
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Flip Charts 

WHY USE FLIP CHARTS? 

KEY POINTS 

Power Point 

WHY USE POWER POINT? 

KEY POINTS 
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Summarize 

WHY SUMMARISE? 

HOW TO SUMMARISE? 

Feedback 

PRAISING 

CORRECTING 
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TRAINING SESSIONS 

Manual Handling 

Slips, Trips, Falls 

Food Hygiene 
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TRAINING MATERIAL ON SW1 

Step: 

Choose the Safety & Security link on the top tab on the One site. 
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2. Step:

Click on the “Training” tab on the Safety & Security Site 
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3. Step:

Choose the type of Training to download from the site. 
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LIST OF MAIN TASKS IN THE STEWARDING DEPARTMENT 
In your hotel. 

Task SOP effective Training adequate 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 
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TASK LIST FOR STEWARDING DEPARTMENT IN YOUR HOTEL 

25 

26 

27 

28 

28 

30 

31 

32 

33 

34 

35 

36 

37 

38 

39 

40 

41 

42 

43 

44 

45 

46 

47 

48 
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TASK LIST FOR STEWARDING DEPARTMENT IN YOUR HOTEL 

49 

50 

51 

52 

53 

54 

55 

56 

57 

58 

59 

60 

61 

62 

63 

64 

65 

66 

67 

68 

69 

70 

71 
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KEY LEARNINGS PAGE DAY 1 
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THE ROLE OF STEWARDING - GENERAL 
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HOW DOES STEWARDING IMPACT FOOD HYGIENE & 

SAFETY? 

How can your colleagues contaminate food? 

(ie broken glass, area not inspected effectively) 
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Breakage procedure 

When a violent or explosive breakage of any glassware or crockery occurs, the following action 

will be taken by the departmental head present (i.e. most senior person): 

Suspend all food preparation in immediate vicinity. 

No food to move forward until inspected by chef / supervisor in charge. 

Any foods obviously affected, however minimal, to be placed side-by-side and immediately 

labelled CONTAMINATED FOOD - NOT TO BE USED. 

Manager on duty / General Manager to be informed. 

Glass/fragment to be cleared up into "BREAKAGE DUSTPAN". 

Preparation surfaces involved to be wiped down with wet cloth (and sanitised). 

Whole area to be inspected with powerful torch and only declared clear by the chef / 

supervisor in charge. 

Broken material to be removed from site and placed in an appropriate waste container. 

All Breakages are to be recorded on Chef/Manager’s daily record / diary for due diligence. 

Finally, preventing foreign bodies is a case of all employees being 

vigilant. It is your duty to act and report. 

You may like to review the Six Sigma project F&B Operating Equipment Breakage Control 

#83953 to assist with implementation and control.   



Broken Glass or Crockery Report 

Department: 

Date Time Area  Where Breakage 

Occurred 

Type of Item 

Broken 

ACTION TAKEN Signature of Senior 

Manager on Duty 

Chef/Manager weekly sign off: Date: 



ALLERGENS 
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CHEMICAL HAZARDS 

Control Measures 
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Register of substances in use 

DEPT: ASSESSOR: DATE: 

REF. 

NO. 

SUBSTANCE LOCATION TASK 

FURTHER  

ASSESSMENT NECESSARY 

YES NO 
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MICROBIOLOGICAL HAZARDS 

Control Measures 
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WHAT ARE THE GOLDEN RULES OF FOOD HYGIENE? 
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PEST CONTROL 

Pest Control Case Study Exercise 

Make notes on the pest control case study.   

What have you learnt?   

How can you improve pest prevention in your areas? 

Are you actioning recommendations made by the pest control contractor effectively? 
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COMPANY DILIGENCE 
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THE ROLE OF STEWARDING – HEALTH & SAFETY 

In your groups answer the following question on the flip chart: 

What are the common hazards our guests and employees can come across (related to 

your department)? 

As department heads, what can we do to prevent each of them? 
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Notes: 

Chemicals: 

Material Safety Data Sheets: 

Personal Protective Equipment: 
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Notes: 

Equipment Safety: 

Dangerous machinery: 

First Aid: 

Manual Handling: 
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Notes: 

Slips, Trips and Falls: 

Are your risk assessments suitable and sufficient? 

What risk assessments do you need to work on?  
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RISK ASSESSMENT, SAFE SYSTEM OF WORK, METHOD 

STATEMENTS 
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ENVIRONMENTAL SUSTAINABILITY 
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TEACH BACKS 
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KEY LEARNINGS PAGE DAY 2 
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Training Observation Sheet 

PREPARATION 

Equipment 

Trainee 

background 

Notes 

PRESENTATION 

Title 

Objective 

Context 

Logical sequence 

DEMONSTRATION 

Chunks 

Normal Speed 

Slowly 

PRACTICE 

Trainee does with 

trainer 

Trainee does 

alone 

Correction of 

mistakes 

Trainee practices 

to standard 

MOTIVATION 

Incentives 

Encourage 

Congratulate 
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Training Observation Sheet 

PREPARATION 

Equipment 

Trainee 

background 

Notes 

PRESENTATION 

Title 

Objective 

Context 

Logical sequence 

DEMONSTRATION 

Chunks 

Normal Speed 

Slowly 

PRACTICE 

Trainee does with 

trainer 

Trainee does 

alone 

Correction of 

mistakes 

Trainee practices 

to standard 

MOTIVATION 

Incentives 

Encourage 

Congratulate 
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Training Observation Sheet 

PREPARATION 

Equipment 

Trainee 

background 

Notes 

PRESENTATION 

Title 

Objective 

Context 

Logical sequence 

DEMONSTRATION 

Chunks 

Normal Speed 

Slowly 

PRACTICE 

Trainee does with 

trainer 

Trainee does 

alone 

Correction of 

mistakes 

Trainee practices 

to standard 

MOTIVATION 

Incentives 

Encourage 

Congratulate 
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Training Observation Sheet 

PREPARATION 

Equipment 

Trainee 

background 

Notes 

PRESENTATION 

Title 

Objective 

Context 

Logical sequence 

DEMONSTRATION 

Chunks 

Normal Speed 

Slowly 

PRACTICE 

Trainee does with 

trainer 

Trainee does 

alone 

Correction of 

mistakes 

Trainee practices 

to standard 

MOTIVATION 

Incentives 

Encourage 

Congratulate 
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ECOLAB PRESENTATION 

Chemical Safety: 

• List all chemicals being used in your department 

• Audit your MSDS sheets making sure you have an MSDS sheet for every chemical being 

used 

• If you do not have them, you will need to call your vendor right away 

• Once you receive the MSDS sheet, provide copies to Security for master file 

• Just a reminder…..Whenever you receive a new chemical you must have a MSDS sheet 

for that chemical; and so should any contractors working in the hotel. 

• Risk assessments need to be undertaken to assure correct storage, use, PPE, 

emergency procedures. 
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CLEANING 

The removal of soil and food matter from a surface. 

 Only use approved cleaning chemicals, like Ecolab

 Adhere to the cleaning schedule

 Bleach is not allowed in OUR hotels; it can mix with other substances in use and cause 
dangerous reactions

 No chemical of washing solution may be brought to a surface that contains food. Cleaning

must be carried out before and after food handling, not whilst food is still out

 No cleaning operation, wet or dry, to be carried out above open food

 Dispose of waste, sweep, etc. immediately. Do not allow waste to accumulate in the

premises

 Observe the code for cleaning cloths, larder cloths must not be used for any other purpose

 Use disposable paper wipes for final sanitising of surfaces and equipment

Sanitizing 
 The reduction of the number of disease-causing microorganisms to safe levels on clean

food-contact surfaces.

 All items must be clean before they are sanitized or the sanitizing process in incomplete

and sanitation is not accomplished.

 Sanitizing may be accomplished in two ways. We use both methods in the Stewarding

department, therefore it is important that you review each individual working station to

familiarize yourself with the sanitizing procedures implemented.
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THE ROLE OF STEWARDING – INVENTORY CONTROL 

What is Stock? 

Why do we need to control stocks? 

How is stock control managed? 

What is Par Stock? 
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How is a Par Stock established? 

Step 1 - Identify your stock items 

Step 2 - Establish a Par Stock 

What should be considered before reordering? 

Step 3 - Re-order Levels 
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Stock Counts 

Stock Security 

What can be done to prevent spoilage? 

What can be done to prevent theft? 

What can be done to prevent wastage and breakage? 
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IMPROVING EQUIPMENT REQUISITION 

Exercise: 

This exercise may be new to some of you and if you have done this in your hotels then use it 

as an opportunity to share best practise. 

In your groups, discuss ways that you have improved requisitioning and inventory stock 

control. 

Remember different languages – keep it simple. 
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LEAN 

7 KINDS OF WASTE 
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SCHEDULING TO BUSINESS LEVELS – Q.C.D. 
Q.C.D - Quality Cost Delivery Board 

ABCs Stewarding
44

OPERATIONAL INNOVATION

OVERVIEW

SIX SIGMA – Reduce variation 
and eliminate defects

»Voice of the Customer

»Statistical Analysis to Identify  
Root Causes

»DMAIC Project Management 
Structure

LEAN – Identify the Value 
Stream in a Process &  
Eliminate Waste

»Waste identification &  
Elimination

»Flow 

»5S

»Management By Walking About.

BLUE OCEAN STRATEGY – Creative thinking 
to develop innovative solutions

»Innovative solution development
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 AUDITS & INSPECTIONS 
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WHAT GETS MEASURED GETS DONE 

In your groups, list ways in which you can determine the training requirements of your 

department. 

- 

- 

- 

- 

- 

- 

- 

- 

- 

- 

- 

- 

- 

- 
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 TRAINING NEED ANALYSIS 

1. Complete the Needs Analysis form

Think about the 5 ESSENTIALS of the Journey when you plan your training. 

Make sure that your training plan is S.M.A.R.T. 

a) Have all employees completed their Induction (hotel & departmental)?

b) Have all employees completed their Service Culture Training?

c) Are there Brand Initiatives that require training? (e.g. Cleanliness - F&B outlet areas,

associate cafeteria, kitchens, loading dock, service corridors, etc) 

d) Have all employees attended company required programmes like:

Foundations of Food Safety; Ecolab chemical safety 

e) Have all Supervisory/department heads attended a training skills workshop?

f) How well are your team members performing against the SOPs,

g) What guest feedback has been received?  Use data from LRA/GSI/StarGuest or from

direct feedback given to the hotel - alleged food poisoning or foreign material 

h) Are there any changes that will be made in the next month that affect your current

procedures? 

i) What are the hotel's priorities for the next month?  Is there a drive to manage costs,

improve service in a specific area etc? 

j) What are the hotel's training activities for the next month? Ensure your plan takes these

activities into consideration 

k) Are there any individual development needs that have been identified as a result of

completed Probationary Period Reviews or Performance Reviews? 

2. Transfer the identified training needs onto the Monthly Departmental Training Plan

a) What training topics will be addressed throughout the month?

What is the objective of each training topic? i.e. what do you intend to achieve as a

result of the training 

b) Who requires the training?  Is it the whole departmental team or specific individuals

due to the nature of the training e.g. First Aid Programme? 

c) How will the training be carried out?  Is the training on-the-job, in groups off-the-job, e

learning, using a CBT etc? 

     Who will carry out the training? 

d) What dates are planned to carry out the training?

e) Track the status of each training activity throughout the month.  Once the training has

been delivered for all participants planned, mark the status as "Complete" 

If training has to be carried forward, discuss this with your Hotel HR or Training

Manager 
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3. New starters.  For all new employees within their 3-month starting period, summarise

the training planned for the next month on the Monthly Departmental Training Plan 

4. Once the plan is complete, submit the document for approval to your Human Resources

or Training Manager 

5. Submit the next month's training plan and the previous month's completed plan on the

second Friday of every month 
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MONTHLY DEPARTMENT TRAINING PLAN - NEEDS ANALYSIS 

Use this form to identify team and/or individual training needs for the next month 

DEPARTMENT: 

MONTH/YEAR 

PLANNED: 

Key areas for team or individual development  

(based on observation of SOPs, IT System Standards & Service Standards) 

Guest Feedback  

(GSI, Clifton and/or LRA Audit, StarGuest, Comment Cards, AFP Complaints, Starvoice) 

Expected procedure changes 

Hotel priorities for the next month  

(e.g. reducing breakages, reducing food costs, improving service) 

Hotel training activities for the next month 

(e.g. health & safety) 
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Individual Development Needs following Performance Reviews 



MONTHLY DEPARTMENTAL TRAINING PLAN 

DEPARTMENT: 

MONTH/YEAR: 

TRAINING TOPIC PARTICIPANTS 

TRAINING 

METHOD DATES STATUS 

& OBJECTIVE & TRAINER PLANNED 

DEPARTMENTAL 

MANAGER: DATE: 

TRAINING 

MANAGER: DATE: 



STEWARDING STATUTORY CORE SKILLS 

Training – Fire Safety & Security 

NAME…………………  

Training Activity Date 

Completed 

Trainee’s Signature Trainer’s Signature Re-Train 

Date 

Fire Safety 

Fire and Emergency 

Evacuation  

Procedures 

Fire appliances 

Gas Cut off 

Naked flame policy 

Security 

Stock control 

Key handling 

Pass out 

procedures 

Comments: 
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Training – Health & Safety 

NAME………………… 

Training Activity Date Completed Trainee’s 

Signature 

Trainer’s Signature Re-Train 

Date 

Health & Safety 

Accident Procedure; 

First Aid 

Contractor Safety 

Safe use and storage of 

chemicals;  

Correct use and 

storage of PPE 

(personal protective 

equipment) 

Disability awareness 

Breakage procedure; 

Dealing with Sharps 

Knife handling and 

storage 

Deep Fat Fryers 

Ventilation Duct 

Cleaning 

Electrical Safety 

Enforcement Officer 

Visits 

Environmental Issues 

Gas Safety 

Health & Safety Policy 

Lighting & Ventilation 

Lone Working 

Manual Handling of 

Loads 

Night Workers 

Personal Protective 

Equipment 

Risk Assessments 

Comments: 
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Training – Health & Safety 

NAME………………… 

Training Activity Date 

Completed 

Trainee’s 

Signature 

Trainer’s 

Signature 

Re-Train Date 

Health & Safety 

Safety Signs 

Preventing Slips, Trips & 

Falls 

Violence at Work 

Working at Heights 

Work Equipment – kitchens 

Dangerous Machinery 

Workplace Safety 

Young Workers 

Dishwashing machinery 

Handling glass and china 

Handling silver and metal 

Comments: 
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Training – Food Safety 

NAME………………… 

Training Activity Date 

Completed 

Trainee’s 

Signature 

Trainer’s 

Signature 

Re-Train Date 

Food Safety 

Essentials of Personal 

Hygiene 

Fitness to Work; illness 

reporting  

Cleaning Techniques & 

Standards; Cleaning 

Schedules 

Cleaning drains 

Cleaning ventilation and 

extraction filters and 

hoods 

Food Allergies/ 

Intolerance 

Food Display 

Food Safety Policy 

Food Service 

Fridge / Freezer 

Temperatures 

Hazard Analysis & Critical 

Control Points 

Hot Food Temperatures 

Maintenance Standards 

Pest Control 

Comments: 
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Training – Food Safety 

NAME………………… 

Training Activity Date 

Completed 

Trainee’s 

Signature 

Trainer’s Signature Re-Train Date 

Food Safety 

Receiving Food 

Storing Chilled 

Foods 

Storing Dry Goods 

Storing Frozen 

Foods 

Transporting food 

Waste Management 

Sanitisation 

methods 

Deep cleaning 

methods 

Comments: 
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Training - Other 

NAME………………… 

Training Activity Date 

Completed 

Trainee’s 

Signature 

Trainer’s Signature Re-Train Date 

OFF-JOB STATUTORY TRAINING (STATUTORY TRAINING CALENDAR) 

Training - Certification 

NAME………………… 

Training Activity Date 

Completed 

Trainee’s 

Signature 

Trainer’s Signature Re-Train Date 

CERTIFICATED TRAINING COURSES 

Basic Food Safety 

Certificate 

Basic Health & 

Safety Certificate 

Intermediate Food 

Hygiene 

HACCP 

Comments: 
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Safe System of Work 

NAME………………… 

Safe System of 

Work 

Date 

Completed 

Trainee’s 

Signature 

Trainer’s Signature Re-Train Date 

Insert below significant risks that have been identified in your department that require training 

in safe systems of work every 6 months 

Comments: 
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STEWARDING SELF ASSESSMENTS 

Food Hygiene 

Health & Safety 

Enviromental 

Fire 



TRAINING & MONITORING TOOLS 

Don’t forget Safety Week! 
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STEWARDING ACTION PLAN 

Spend sometime now listing what you are going to do when you get back to your hotel. 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8. 

9. 

10. 

11. 

12. 

13. 

14. 

15. 

16. 

17. 

18. 

19. 

20.
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KEY LEARNINGS PAGE DAY 4 




