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OBJECTIVE H I:

To ensure the highest standards of service is delivered to guests who choose our hotels.

To enhance employees job satisfaction and provide an opportunity for career development.
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APPLICATIONY FH

The skills training of new employees is the responsibility of each Department Head who may
delegate it (not abdicate) to outlet/section managers.
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Section Managers are responsible for selecting Trainers who should receive training on their new
role.
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The General Manager should make an effort to establish the systematic nature of the training. This
will be immediately obvious by observing the level and consistency of standards during operation.
In addition the training manager for training may set up a monthly reporting structure / training
meeting.
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Skills training are to be conducted on a one-to-one basis. The same trainer should be scheduled to
do all the training; trainees should not be trained by different trainers if at all possible.
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Skills training are more effective when carried out in the actual place of work and should be done so
at a time that does not affect the quality of guest service.
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While training is in progress, the new employee is to wear a Trainee badge this is particularly
important in a guest contact areas.
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No compromise is to be made with regard to approving the standard achieved by the trainee when
making an assessment. It will not serve the employee, the company or the guest to do so, in the
long run.
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Orientation is an introduction to the company, the hotel and the departments to enable individuals
to fit into their jobs as quickly and as smoothly as possible.
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All new employees are to receive a planned orientation, part one on arrival and part two within the
first six weeks of employment. The hotel will determine who is responsible for carrying it out and
what the exact contents will be using the checklist given in the appendix as guideline.
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STATEMENT OF POLICY

BUORE

We believe the company’s success depends on the skill and professionalism of its employees.
Through systematic skills training, the company will ensure this is achieved.
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No employee should be expected to carry out duties for which they have not been previously
trained. Training is the foundation for an employee’s self-confidence, particularly when dealing with
guests.
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Sufficient resources must be made available in hotel to enable the company as a whole to fulfill its
training commitments.
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New employees will not to be put in direct guest contact without having the requisite skills,
knowledge and attitude.
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. Trainers will be appointed in each department based on their consistently high standard of work and
positive attitude.
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. The quota of trainers in each department will be as follows:
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- One Trainer ideally at supervisory level who would be given the role of retraining existing
staff as part of his/her supervisory development.
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7.

10.

- One non-supervisory Skills Trainer per outlet/department for the training of new staff.
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- On appointment, the training needs of each new Skilled Personnel (regardless of previous
experience) will be assessed by their immediate supervisor against the job description.
Training needs will then be established and a plan drawn up to meet them
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One appointed New Staff Skills Trainer will be made responsible for systematically training the new
employee in the areas required, as determined by the immediate supervisor.
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A skills training checklist is to be used to record and date the training activities carried out.

BREFTUING B RIC S IT RSN, FHEN .

After the training is complete the immediate supervisor will assess the employee’s proficiency and if
it meets the standard required — the training will be considered complete and the Trainee badge
may be removed.

HEE ARG, EREER AL R TGRS, W RATE T BRI bRdE, WA I, I
A AR 4 L > R

Retraining on job skills will be done every month for employees who work in guest contact areas.
This should be the responsibility of the trainer and may be organized to coincide with monthly staff
meetings. A minimum of one skill per month should be achieved to maintain the highest level of
skills in these areas.
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