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LEADER’S MANUAL

“LET’S ALL TREAT VISITORS ROYALLY”
●

A N N, W”;T, HO S P I T A L I T Y  TRAIN ING~PROGRAM DESIGNED T O

IMPROVE ATTITUDES AND METHODS OF DEALING WITH PEOPLE
FOR EMPLOYEES IN THE N,W,T, HOSPITALITY I N D U S T R Y,
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PROGRAM IN N“:W;T:4
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THE PROGRAM IN N,Wc To

T HE P ROGRAM HAS BEEN SET INTO MOTION ACROSS N,W, T,
BY THE D EPARTMENT OF E C O N O M I C  D E V E L O P M E N T  AND T O U R I S M,

E ARLY ATTITUDE AND AWARENESS IS ESSENTIAL IN THE

TOURISM INDUSTRY,

T HIS IS THE FIRST AND MOTIVATIONAL PART OF THE PROGRAM.

DESIGNED TO TEACH ~sW,T;’s TOURISM EMPLOYEES EFFECTIVE WAYS TO

DO AN EVEN BETTER JOB, I T CAN DELIVER THAT EXTRA HELPFULNESS

WHICH CAN BRING VISITORS BACK HERE AGAIN AND AGAIN;
e

. T HE ;EGREE OF SUCCESS WILL BE INFLUENCED BY EACH

PERSON IN THE PROGRAM, IT’S UP TO YOU: As GROUP LEADERS,

YOU CARRY THE FRONT-LINE RESPONSIBILITY, T HE PROGRAM

CO-ORDINATOR  WILL BACK YOU IN EVER; WAY HE CAN, DOING OUR
BEST TO HELP YOU STAGE A FIRST-CLASS PERFORMANCE,

9
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HOW TO SET .UP SEMINARS
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w TO USE T HE I;lETHODS SUGGESTFD
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~c,.””.tACH PERSON HAs A RICH sToRE oF EXpERIENcES,”l~~~~,”’”  ‘,””:,~’!:-.

..,,. . FEELINGS,, ATTITUDES AND MEMORIES WHICH HELP THEM SOLVE pRoBLE~{’ : “:’”;”

.: AND CHANGE ATTITUDES WHEN BROUGHT OUT, ONE GOOD WAY TO’ BRING” ;:;:: “
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QUESTION, RESPOND POSITIVE-~Y. OFTEN ~THE REST OF THE GROuP ::
,. . .

WILL LAUGH NERVOUSLY, LOOKING FOR THE SECURE POINT, YOU ARE ‘“
THE SECURE POINT, S TATEMENTS MADE TO Y o u  ARE WELCOMED,, ,’,”j, ,

,,, RESPONDED TO I N A BALANCED WAY, RETURNED WITH A LITTLE EXTRA” ‘ “:’:~ .,,

:,; THAT “SHOWS ‘THEM WHY, WHATEVER THEY ,SAI D WAS USABLE, BY, THE ., :’:’~::{:~$~:~,  . . . . . .
.’G~oUpc:,A~L’”’sTAT~MiiTi  ARE’:THE “RIGHT” ONESo-’’~OONENE Is,:., :.;:..+:i,,~;:

,----- :..
“, EVAL’UATI NG ‘YOUR’ 1 NTELLI iEic~ ~ER~J;:9R Loo K1,NG ;~oR~,p,oL1.sHED ;; ::,j~,:’%:1

,“ .’ .-.’ .:,
-,:{ ’:PHRASES ~~ OR. PROPER AiTI TUDES . IN ‘:~;-”GRouPD1sc us~loNJ THE “.’,,::::,:~~:j-{  +[:) ~

. .. r....,  . . . . . . . . . . . . . . . . . . .. , ...,.:,,..  ,.’” . . . . ,. .:,.  ., ,,.  : .,,.
.:: INTERESTING :TH ING IS. THE ,PERSON;-’ THE “RIGHT” ‘ANSWER IS’ WHAT:::::~:::j::::;:,:-,

,.
,. . .— .,,’ ‘.’ . . .“. -. ,. .. . . . . . . .,

IN DISCUSSIONS WITH THE; WHOLE GROUp YOU CAN :CALL ON. ..””.:,:”.. .

.,’:.’ ‘HE ,: ; ::’”:.:
“ ‘P E O P L E  FOR “THEIR’  IDEAS, ‘THUS TAKING CARE OF #1 AND #3t ~,,.

,. . .. . . . .. . . . . . . . .... ” ‘,., ..,. ,“’...,, ,.
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‘..GROUP DISCUSSION OR WRITTEN WORK, WHATEVER YOU ARE DEALING ,’”,,’,-

Z J“. GIVE THEM’ SOMETHING TO WATCH F O R  (AN A S SI G NM E NT) : ,.( -~;> i.: .x’,: :’. r.,.~,.,.”  . . . . . J .,,,. .i ,, ,, ,.. :, . . <4.’,. . . ;8 . . . ,,. ,,, , :: . ..-

!. .-.

.“”’~/”’’.  yOU MAY FIND  IT USEFUL TO SCAN SOME OF THE BOOKS . . . . . . ., .,.,..-.’..,., :., ,., . . ..-.. .,.,...,;,  : ..,’
,., .,. ,., ., . .,, ,., ..,, ,- . . . . . ;,,,:, .,,., r. -.. .-
““L”lsTED’’1N”/’~ooKs  THAT CANc/.lAKE ‘fouR FOR1-UNE’r, THEY ARE Rich’’”’”’’ ~::::’,:.,.{: .,;; ,$?,,, , ,

IN PERSUASION TRICKS ‘AND MAY HELP YOU
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Registration
Receive Name Card  and Kit.

Introductions ‘
Discussion:

My best (or worst) experience . . .
. . . as a customer
. . . on the job
Things that tourists do that bug you
Changes that should be made.

*“
Tourism . . . N. W. T.s Second Largest Industry
Assignment: Tourists’ Spots in this area.

Break—Coffee
..

:
Discussion of Assignment

Lunch

Good Grooming— Bettgr Tips, Better Time
Telephone Manners
Film

..

.
Discussion in Skills Groups

—Errors shown in film
—Good points in film
—Reactions
—How we do it and why

Break—Coffee

Roleplaying
—Handling complaints
—Making complaints

Group Reports to General Session on Roleplaying Topics

Personal Plan

Hospitality Review

Farewell
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Factsheet

.

GETTING TOGETHER NIT I-+ THE CUSTOMERS

Know Your Customer
● Most of YOU are the 6’FrOnt  lirre” people. YOU are the business to people who

come to you for help. If you make the business look good. you look good and that
can mean better pay, a more secure job. and often higher tips.

● TWO correct way of dealing with questions: e
4

1. Giv< the right information.
2. Tell them exactly where they can probably get the information.

*.

Tiy to Understand the Customer
● They are in a stra[)ge place, and may have been traveling all day.

o They may have met with some tough people just before you. perhaps they
worked all day in high pressure meetings.

● What to do”? Smile. It makes them feel wanted and needed.

● Have to keep someone waiting?

● Just speak to therm Even a quick “1’11 be with you in a minute” will let them
know they are not being ignored.

o Someone kept waiting by another employee?
8

● Do something constructive-get help— tell the other person—speak to the
cu~~omer—Never ignore the customer or make excuses. ,

● Trave]]ers  expect:

Cleanliness
Courtesy
Good value

The Customer is ~ing—tie or False?

Too True! ~

1. The customers money pays for Wages. tips AND EVERYTHING ELSE. -

All costs of staying in business are paid by the Customer.

2. Success depends on meeting and improving on what the customers expect.

3. Unhappy customers often don’t cornpl.]in  —they just stay av,~y

,



I,, 1

~. .

Q-

:1

1.-
..1
.1
I

-.
. . 1.-
.1

[
}

J
1
. .
,‘1
1
— I

I
i. . .

.-.

.,. ..:---

Know Your Product-Your Own Establishment
The better you know your product the easier it is to do your job.

<
{

‘“;
You can make suggestions for the customer’s comfort—and a happy customer is
easier to serve.

Examples:
●

Someone working in accommodations would know:
—the rooms, prices, locations, good and bad points
—the facilities-pool, sauna, food service, ice
—reason people stay there (close to business, entertainment, etc.).

A Food Service worker would know:
v — special of the day

-—what’s fresh
—what.s  best
—today’s vegetable, soup, etc.

What pointss] wuld you know about your place ofowork?’ } -
.

.

.
Know Yourself

.

Punctuality

Dependability

Regular Attendance

Cooperation

Liking for People

Good Points Checklists
.

Arrive on time./l5 reins early.

Don’t run out the door every day at quittil]g
time.

Call as early as possible if you cant be at work.

Help others you work with.

TV to fit in with the situation and pitch in to get
the job done.

Enjoy talking to others.

Enjoy helping others.

Believe the public will reward good service.

Find meeting the public a challenge to your
skill and good work.

,.

. .



Courteous Ready to serve a person pleasantly even if

Liking for Self

Liking for Job

.

.-

Neat

Clean

Well-Organized

Add yours up.
1 Point each tick mark.

it takes more time.

Thinking about the need of others so that you
will be able to prevent difficult situations.

Understand why customers come in and feel
ready to offer friendly. hospitable help.

Realize that you are a good person and
have value.

Careful with your cleanliness and grooming
because you feel it keeps your spirits up.

Want to be an addition to any situation in
which you find yourself.

Enjoy knowing the details of your job (extras.
specials, etc. ). 8
Enjoy the kind of work you do.

Enjoy the atmosphere of your place of work.

Check grooming periodically during the day.

Keep clothes in good repair.

Daily shower, clean hair, Lands.

Clean clothes.

Think about tasks so you can do them quickly.
efficiently. “

T o t a l _

No matter how well or how poorly you may rate yourself—you can do better
and the following pages can show you how.

.

How To Keep Improving:

Start with your checklist. Once you have one area down pat, work on the next,
Make changes in just one or two ways at once—otherwise, you’ll get confused and
lose out on everything. When you’ve run through all the ideas for improvement in
this book, ask your employer for any training manuals that might be available. The
library has many books that will deal with the exact topic you want.

8
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- Every

Look:

VU’hat thc3 Tourist
Means to You

e

.

tourist in your area means $ to you.

.

$ Tourists Dollars are spent in this area
each year.

Jobs are created by Tourists.

.$ Employment Dollars—

$ Direct workers
..

$ Indirect workers

You are a Direct Worker in the Tourism Industry
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After you fill in this factsheet,  keep it with you as a handy “on the job” reminder.
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Accommodation:

—Hotels
—Motels
—Resorts
—Guest Houses

Checkl%ikr
List 13ddi ~,~ Exercise

Restaurants:

—Expensive
—Medium
—Fast Food
— Whereto get a meal late at night or

early in the morning
- E t h n i c

lkitor Information:
—Ministry of Industry and Tourism
—Chamber of Commerce

For Drivers:

—Information Kiosks —Ontario Motor ;eague (CAA/AAA)
—Gas Station
— Mechanic

Public Transportation

Taxicabs Em&ency Services:
—Canadian Medic Alert

Transport to Airport:
—Buses
—Limousines

Airport

—Dental Emergency
—Hospital and Medical

Banks

Insurance

Foreign Currency Exchange
Train Station

.

Bus Depot-,

Local Buses

Recreation:
— G o l f —Skiing
—Sailing —Swimming
—Skating

Historic sites Stores Beer and Liquor Stores

Beautiful Sights Churches Post Offices

Sightseeing Tours Consulates Parks

Special events happening locally at different times of the year.

I
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I
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MOTiIIL/
ACCOMMODATIONS
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After you fill in this factsheet,  keep it with you as a handy “on the job” reminder.
\
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RESTALIRAIvrs
SUITfi13LE FOR TOURISTS
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After you fill in this factsheet,  keep it with you as a handy “on the job” reminder.
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I L,

If you or the person have a map:
I
i

Mark where you are now
II

I I
Mark where they are going

i
I

Show simplest  route on map 1.-
1

●

If there is no map available:

/

I\
I

Turn person in the right direction and point (This gets them
oriented properly).

I
‘ Say “LE~” and “RIGHT” not  “EAST” or “WEST”. ● I

- GiVe  simplest route. Your shortcut can be confusing.
!

Be &ief. Do not give extra detail.
I

Give landmarks to look for, a hotel on the corner, a service
I

station, and so on. I
I

Give an idea of how far to go before turning.
Street for five minutes, for about two blocks,
so on).

(Go along Pleasant !I
for about a mile, and

1t

.
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Our personal appearance —the way we present ourselves to our customers —is w
as much a statement of our attidude to the customer as anything we say or do.

The following points will be of particualr interest to new employees and persons I

responsible for training new staff — ,. I

Uniforms
. .

Non Uniform+
,. CIothing

Stockings/Socks

Shoes

Jewellery
.-

Name Badges

1
i

I
Must be clean, crisp, fresh, well-fitted
and with a full complement of buttons. [

Should be appropriate for the job yoti are I
doing and like uniforms, must be clean,
crisp, fresh and well fitied.

I

Appropriate colour.  For women, nylons should -

I
be wrinkle-free, fitting and no runs. For
men, they should be a suitable colour to
match pants. .

Good conditions, clean and comfortable —
appropraite for the style of clothing
and job being done.

The amount and style of jewe[lery will
depend upon style of clothing and the work
performed. Pendent earrings worn by a
hostess in a long gown would be inappropriate
for a waitress. Any persons handling food
should wear a minimum of jewellery (watch
and wedding ring is sufficient).

A name badge is an emblem of friendliness.
When worn it eliminates anonymity. The
customer  sees you as a person (George, Jod$
rather than a job (waiter, cashier)

Above all else wear a smile

●
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—Daily bathing, frequent brushing of teeth and the use of an
anti-perspirant/deodorant is essential for all of us.

●

-Hands are always on show and should be as clean and as well manicured as
the job will allow. Food handlers must pay special attention to their hands for
hygenic and appearance reasons. Women should not wear dark nail polish,
any polish must not be chipped and peeling.

e

— Hair must be shampooed frequently and worn in a style appropriate to our
work. Men and women handling or in close proximity to food must keep their
hair under control at all times to eliminate the possibility of hair getting into
food. As well, men should be clean shave~,  or keep their beards ~eatiy
trimmed, especially when in close proximity to food. And women who wear
make up should do so moderately so that it will not be messy under warm
conditions.

—After shave or perfume is no substitut~ for a deodorant. People handling
food should avoid using strong scent.

.
●

—Posture —stand erect and balance weight evenly on both feet. Poor po~ture
causes fatigue and looks sloppy.

.
.

—Feet —people who spend long hours on their feet generally find it helpful to
soak them in warm water when tired. The use of a foot powder generally
adds to foot comfort and helps to eliminate unpleasant odors.

.
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The Telephone

12 Errors Most People MdIL

They leave you hanging!

.
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What About The Person Who
Always complains?

8

.

- (There are some people who are like this. All you can do is be pleasant,
smile, and let the person complain and leave). -

Treat them cheerfully and give them a I;tie extra service-but realize that
there just are some people like this in the world and there’s no reason you
should let this upset you. .

●
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2’. Never tell them they’re drunk. Don’t say: “1am sorry, Sir, but you’re causing
quite a scene here.”

3. Ignore the negative aspects of their behaviour.
4. Deal with the immediate problem—getting them out. Do Say: “Can I help you

get a cab?” ‘*Are  you with”some  people.”

Remember: Most people have swift mood changes when drunk and will respond
to your mood. Be friendly and they’ll want to be nice back.

Facing An Angry Customer
1. Stay ca!m.

e

2. Listen quietly.

3. Don’t say or act like they are wrong.

4. Say you are sorry-even if you are only sorry they are upset.

5. Tiy to help. .

6. Get your supervisor if you can’t’help: te;l  them the problem, introduce them to
- customer and leave.

Dealing With O;er Familiar Customef%
1. Don’t be drawn into too much conversation. - ,
2. Don’t answer personai questions.

3. Smile and say nothing —but stay away when you don’t actually have to be ●

serving the customer.

.

Facing a Troublemaker
1. Do nothing that might antagonize them.

2. Stay calm.

3. Speak quietly and politely.

4. If they get abusive, report to your supervisor,

Fear

1. Respond quickly to needs.

2. Let customer know what to expect.

3. People are often fearful when they must depend on you and are afraid you will
not be helpful, for instance, if they must return a defective purchase or ask you
to go out of your way.

.

.
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5.

6.

Early
1.

Late

1.

Sickness, Accident or Injury to Customers
-7

1. Don’t comment on what might have caused it.

2. Try to help.

3. Call superior.

\

i ..-, :-:’.”-.7:.&.&,.,

Get medical help if needed.

Never try to move a sick or injured person.

Make notes for insurance purposes.

Explain when service begins.

Treat courteously.

Hurried

1. Sug~est  fast items..
2. Tell approximate time it will take.

3. Give best service you can.
●

Noisy

1. Be direct. Do Say: “I’m sorry but a number of people have mentioned to me that
you’re making a-lot of noise-and they’re trying-to sleep.  Could 1 suggest that you
have this conversation in your room or in the bar?” Stick to your objective: You
want to get them to another place where it is alright  to be noisy— not to tell them
off or fight with them.

.
Blind

1

.-

.

Offer assistance aloud. Say, “Would you like to take my arm? Touch your arm to
theirs so they will know where it is. Don’t try to throw the seeing-eye dog out.
These doqs are allowed everywhere and are usually well-trained. Speak to the
person di;ectly,  not “through; someone else. Don’~ pass them things to read, tell
them the information. Tell them where things are when you set them in front of
the person. (The key is near your right hand, the salt is in the middle of the table)

Handicapped

1. Offer whatever help seems needed.

Animals, pets

1. Know company policy on whether they are allowed. Understand reasons so you
can explain. Offer alternatives so the pet can be safe and comfortable while the
guest is with you.

2. If property does not take pets, have a list of overnight kennels. ~

. . . . . .
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~; Complaint Handling

1.

2.

03.

4.

5.

Never argue with a customer.
●

Don’t try to defend mistakes or blame others.

When something is wrong —admit it —right away.
Couect it cheerfully.

.
.

If a situation gets out of hand (when the screaming starts)
a) Turn it over to your boss or supervisor at once. (Call
the Manager). -b) If boss not immediately available,
explain if you don’t have authority to make the change .
required, tell them you will write down the problem and -
advise the person in charge as soon as possible. ●

.
.

Golden Rule for Handling a Complaint:

Don’t Take It Personally

6. You already know how you feel. Check on how the guest
feels. If you give your very best to every customer, you
will find vey few who will not treat you well.

L d
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Never argue. No matter what the case may be. Don’t try
to defend yourself or the company —get busy solving the
problem. If something is wrong, admit it and correct it.

Things to say: e
.

I’m glad you told me that. ~
●

Thank you for bringing it to my attention.

I’m sorry.

You have had a difficult time, let me try to help..

When you sympathize with them, the customers will ofien
star-t defending you.

●.

9. Don’t hold a grudge. If a customer returns after having
complained (or shouted), treat them in the same
courteous way. Here as in friendships, a fight often creates
a closer, more comfortable-feeling relationship and this
person could become a long time customer.

,.. . .
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PERSONAL PLAN SHEET

Why So Few People. Succeed

. .

.

60%

27% .

.. . .

;.

Have written &
defined goals

Decide goals  put fail to
write them down

Have lots of ideas but
they come and go— “fuzzy”

People dependent on others

●

About 19 out of 20 people go to work each day don’t know why—have no
purpose.

Most people have difficulty putting anything down—or they want so many things,
they can not decide what they really want.

NOTE THE DIFFERENCE

Top 3% Commit goals to writing
Next 10% Never get around to written outline
Next 60% Have mixture of desires and dreams (reverie)
Last 27% Dependent on others
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PERSONAL PLAN SHEET

1.

*

2.

3.

4.

5.

6.
.

7.

8.

Personal Goal Setting
Exemke

Write down your goals.

Avoid negative goals. Think about successes, not failures.

Rate your goals as time goes by: Decide what to work on first.
?.

Pic{ure your goals as if they were already accomplished.

Be realistic~The  goals you consiaer  personal are going to be—
achieved by your efforts. Don’t count on someone else to make
them happen.

Act on your goals. The greatest plans will never be accomplished
if you are not self-motivated and work to bring abo~t  that which
you seek.

Review your goals periodically, every day if possible. Keep a
clear picture of them in your mind.

Keep your goals private. Your personal aims and objectives are
yours and yours alone. Share them only if you feel perfectly
comfortable to do so.

.

9
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PERSONAL PLAN SHEET ,

For Your Eyes Only
FIII this sheet in with your private goals. Keep it to check on your progress evey
couple of weeks. Tell no one else your plan! It is important for your success that
these goals be strictly your own business.

This week I will:
●

Changes to work area:

Changes in my methods:

e

Changes in my dealings with customers:

.
Changes in my dealings with fellow employees: ‘

Date to be checked:

By next month: .
I will have accomplished: .

.
9

I will have broken this habit:
.

.

I will have made this new habit:

Date to be checked:

By the end of 6 months:

Long range goals:

Date to be checked:

. .

. .. . . . .
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Check One or More.

1. Hospitality means treating customers like

•l friends
•l relatives
•l you like them
•l dirt

2. The sec~et of success with people is:e
•l doing eveything right
•l liking people
•l acting like a nice person

.
3. Two things to remember when c@@ directions are:

•l speak quickly so they’ll know it’s easy
❑ be brief
•l nobody can ever follow directions anyway
❑ say “left” and “right’&not “e~st” and “west”

..
4. Dirty fingernails are acceptable if you work as: “ .

•l cashier .
❑ mechanic
•l cook

. •l waitress/waiter
•l driver
•l maid

5. llck the right word to fill in the blank
Tourism is Ontario’s industry.
❑ second largest
❑ least important
❑ most difficult
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Which does a traveller have a right to expect?

El lots of towels

6.

7.

8.

,-

9.

10.

*11.

12.

•l cleanliness
•l good service

Which phrase would be a good answer when a visitor asks a
question and you don’t know.

❑ I don’t know
•l that’s not my job
❑ you can probably find that out at

What’s the first thing you should do when appro~ching a
cus@mer?

•l size them up for tips
•l smile
•l say “What do you want?”t

Which 2 phrases will help calm an angry customer?
❑ I’m sorry this has happened
•l let me try to help
•l well, what do you expect?

When a customer complains, it is important to:

❑ let them know it’s not your fault
•l tell the boss
El stay calm

It is important to make visitors feel:
•l welcome
❑ friendly
•l hopeful

The best thing to do if you are forced to keep someone
waiting is:

Cl ignore them
❑ say you’ll be with them in a minute
❑ act flustered

.
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3 course  IiEwduatio

know your thoughts on the hospitality seminar
by answering the questions and returning them to us.

Please let us

1. Do you think that you will mike changes in your work der the seminar?

•l Yes Cl No Comments:
,. ...’..., ...,.

2. Do you feel differently about your work and the people you help?
,,. , ,,, .,

❑ Yes •l No Comments: “’ ‘‘ ,.”/ ,‘,, ‘:,:
,., ‘! . . . . ,,.,,,

e 3.

.,’ .:

4.

‘cl
,,”

-$,.>;!  ‘ ,. .’.;. ,. ,, ,, ,.

.,. . J. ’.. . . .,.. .,, .’, . ..$ ., .: ~. ..,...
. . . . . . . . . . . . . . . .

a)  Which s u b j e c t s  w e r e  most  interes~in~  to you?  “‘ “,: ~~ .
,. ,. : . . .. . . ,;. ... ,., ,,”, ,:,.  :

b) Are yhere other subjects you think &&Id be covered?  ‘“ ‘~”;~ ‘. ‘,. ,1. ., .;,..,,. ,: .,:..,,, ,,/,:, :, .,. ,“,. ..,,.,, :., .. .,.’:>.”’  ..”.  ..,.” .,~, ,, ,. ’... .,:: .,:.’  . . . . . . . . . . . . . ,,,; ... .4 . ..., . . . .,... , ,., .:,. ‘.., .,, .- ,,. .1,.,,’ ‘,;. > 4 , .,, . .. .,’ .!’4 . .. ’...;.., ,., .,..
-“.,’, .,. . . . .,.. :: ”.” ., ’.’.,”

,..,
W o u l d  y o u  encotirage o t h e r s  t o  tak~tiis ~oursep ~~ . ~” :

,,
yes ❑ NO” Commen ts : ‘“” ‘ ~~ I . ..,--, ; ~~ ; . .

,. . . . . . . .: .,..
. ;. .,”,: ..”.,.,  ,. .,,-,- . . . .,,, . . ,., : “’..”,,. ,.., !’ .,.... .,. ,

. .

.,
..
:..,
. . . .. . ~$,

. . . . . .

.:, ,
,.. s.,.. .

... ., . ...”----
.!. . .,

s. Would you like to take a more advanced course? ‘,,,”: ~.’ ““;’ . . . . Y ~ iy,;;~,,c:..“,”.. ... . . .. ~. . .“:” ‘:
,.. , .>’, ,, ..,,’: ;. .,’,..

0 Yes •l No Comments: ~, ., :.. “. ’ . . . ’ .,, .; ., ~,?. .,,
..’ ;,. ,.. ”., . . . .. .,,

G. &her comment5: ‘‘ ‘:;,”:. , ‘ * ,, i., ~~ ,’~,,
,.. . . . .

,: ’+:.,. ., ..,,,,..? ,., . , .’.,,. , ,,, ,, .“, , “::, ., .: ..4.. .. :,~..t.,, ,. .,, !,,, .“.-,., ,. ..’.

. . .

,:

Return to:

.,0 Rob Butler Tourism Operations
Course Coordinator Hearst Blo~k, Queen’s Park

Toronto M7A 2E5.
/

. .
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. P OINTS O N P R I O R I T I E S
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10 A N OLDER PERSON WHO HAS DIFFICULTY WALKING

CAN BE ASKED IF THEY WOULD PREFER A ROOM ON THE
MAIN FLOOR, GIVE THE FAMILY WITH CHILDREN A ROOM

AWAY FROM THE PARTY, AND SUGGEST A QUIET, COMFORTABLE
ROOM FOR THE BUSINESSMAN WHO WANTS TO WORK,

2; BY MENTALLY SIZING UP THESE NEEDS YOU CAN OFFER

HELP INSTEAD OF BEING ASKED FOR }T, YOU MIGHT DO

. . THE SAME FOR ANY GUEST, BUT THIS ONE WILL THINK YOU
KIND AND HELPFUL- IT ALSO GIVES You A CHANCE TO

SELL UP,

3,

. .

.

.

W HEN HANDING THE KEY OVER. TELL THE GUEST ABOUT

THE ‘EXTRAS’ THE POOLJ sAIJNA/ WHERE THE RESTAURANTS

AREJ GYM, CLOSING TIMESJ AND SO ON, T HIS IS A GOOD

TIME TO MENTION ANY FESTIVALS OR ‘PLACES TO SEE’
WHICH MAY TEMPT THE GUEST TO STAY OVER,

T HE GUEST IS THE REASON YOUR JOB EXISTS, S ERVE THE

GUEST FIRST - IN PERSON OR ON THE PHONEI THEN

ANSWER QUESTIONS OR TALK TO THE BOSS/FELLOW EMPLOYEESI

llEvER IGNORE A GUEST
PAPERWORK},

C O N F I R M, BE SURE TO

A CLEAR AND FRIENDLY

TO DO SOMETHING ELSE -  (I,E,

EXPLAIN ANY HOTEL POLICIES IN
MANNER t

.
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SPECIAI P?BI FMS

1, EM E R G E N C I E S, KEEP AT I.)ESK:

2, TH E F T,

0

t ., ..-, .>. .,’ . . . . . . .

●

B Y G U E S T:

.

.

B Y E M P L O Y E E S:

BY OTHERS:

.

DOCTOR AND F IRE S TATION

P HONE 14UMBERS,  ADDRESS OF

E MERGENCY H OSPITAL,

B E CAREFUL , A SK QUIETLY AND

IN PRIVATE REGARDING SUSPECTED

THEFT, (I,E, IF MAID HAS

REPORTED TOWELS MISSING, TV,
LAMPS, ETC,),

Do NOTASK GUEST TO OPEN

LUGGAGE, T HIS SHOULD BE
. DohE ONLY IN THE iflANAGER’s

OFFICE WITH THE DOOR CLOSED,
AND~WHEN YOU ARE CERTAIN

THAT THE GUEST IS STEALING,

PREVENTION; G ET L I C E N S E  “
NUMBER OF CAR,’HOME ADDRESS,.
SEE IDENTIFICATION, .

PREVENTIO N: CHECK REFERENCES,
KEEP ROOM KEYS UNDER STRICT
CONTROL, HAVE GUESTS LEAVE
VALUABLES IN SAFE DEPOSIT,

Y OU MAYBE THE ONLY PERSON.
WHO IS STATIONED WHERE YOU

CAN SEE PEOPLE COMING AND
GOING, K EEP AN EYE ON WHAT’ S

HAPPENING, NOTICE ESPECIALLY
PEOPLE WHO DON’T DROP KEYS AT
THE FRONT l)ESK,

. . .
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R ESERVATION S U G G E S T I O N S

.
SPECIAL PROBI EMS

ij“

.
. .

1, *

C HECK ANY STRANGERS MOVING

* INTO THE GUEST AREA, “~~AY ~

1 HELP YOU? ~]AY 1 CHECK IF
HE OR SHE IS IN FOR YOU?’

A LL EMPLOYEES SHOULD REPORT

STRANGERS IN GUEST AREAS, Do

NOT GIVE ROOM NUMBERS OVER
THE PHONE.

MAIDS sti.oum NEVER OPEN DOORs
. FOR ANYONE,

.

(BY PHONE, WIRE LETTER, TRAVEL AGENT OR ANY OTHER METHOD), “.

1, WR I T E  C O N F I R M I N G, (IF TIME PERMITS)

T HE HOSPITABLE WAY IS A PLEASANT LETTER, NO+ A

CURT CARD, FORM LETTERS LIKE THE ONE BELOW CAN

BE PRINTED AND FILLED IN AS NEEDED:

. . . .
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“DEAR :

T HANK You FOR THINKING OF THE NEWTON HOTEL IN PLANNING

YOUR TRIP IN P O R T S B U R G, WE WILL BE VERY HAPPY TO HAVE YOU As-
A GUEST AND UNDERSTAND THE DETAILS OF YOUR STAY TO BE AS FOLLOWS:

D ATE OF A R R I V A L TI M E:
L E A V I N G  B Y

A R R I V I N G  B Y

T YPE OF R O O M: RATE:
COMPANY NAME OR GROUP: *
BILLING ADDRESS:
SPECIAL REQUEST:
DEPOSIT RECEIVED:.

.
( ANY INFORMATION REGARDING DEPOSITS, ARRIVAL TIMES,
HOTEL POLICIES AND FACILITIES YOU MAY WISH TO

INCLUDE), .

\~E LOOK FORWARD TO YOUR VISIT,

S INCERELY , ●

(HOTEL NAME)

S IGNATURE

( TYPED NAME OF

PERSON SIGNING)
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RESERVATION SUGGESTIONS

2, FILL OUT R EGISTRATION C ARD WHEN WRITING LETTER,
T HIS IS M6RE EFFICIENT AS You HAVE ALL THE

INFORMATION HANDY, R EMEMBER TO NOTE ANY SPECIAL

I N S T R U C T I O N S  ( FLOWERS IN R O O M) AND THE STATUS OF

THE RESERVATION ( GUARANTEED RESERVATION, 6 P M
HOLD. DEPOSIT, ADVANCE. TRAVEL AGENT GETS

COMMISSION , VIP, CANCELLATION, ETC,),.,

W HEN THE GUEST ARRIVES, ALL THEY DO IS SIGN,

T HEY ENJOY THE VIP TREATMENT AND YOU’ V E

STREAMLINED YOUR JOB BECAUSE tARDs CAN BE.
FILLED OUT DURING SLOW TIMES, PREVENTING-.
LINE UPS AT THE D E S K,

. .

9

,.

.



F ACT S H E E T

FOOD/BFVERAGE SERVICE PERSONW

YOU HAVE A VERY IMPORTANT JOB, You ARE THE CUSTOMER’S
ONLY CONTACT WITH THE COMPANY, YOU ARE A PUBLIC RELATIONS PERSON,
FRIEND AND COUNSELOR, YOUR JOB HAS MANY OPPORTUNITIES FOR YOU,
AND SOME VERY IMPORTANT RESPONSIBILITIES,

O P P O R T U N I T Y

M EET AND MAKE FRIENDS WITH

MANY DIFFERENT PEOPLE - OFTEN
FROM INTERESTING PLACES,.

D EVELOP YOUR PERSONALITY,

K NOW HOW TO DEAL WITH PEOPLE

(THIS wILL ToucH ALL THE REST
OF YOUR LIFE),

.

K NOW HOW TO PREPARE FOOD

AND SERVE IT APPET-IZINGLY,

( THIS CAN MAKE YOU A FINE

HOSTESS OR HOST IN YOUR
OWN HOME AND LEAD TO OTHER
CAR~ERS IN THE FOOD INDUSTRY),

YOU CAN WORK ANYWHERE IN THE
WORLD,

R ESPONSIBILITY

To PROTECT THE CUSTOMER FROM
DANGEROUS: BACTERIA AND
UNPLEASANT EXPERIENCES BY
SEEING THAT THE FOOD IS SERVED
AT THE RIGHT TEMPERATURE AND
IN A PROPER WAY, As MANY
PEOPLE HAVE DIED AFTER EATING
FOOD WHICH HAD BEEN ALLOWED

TO SPOIL (SUCH AS CERTAIN
KINDS OF FISH SALAD), IT IS
FAIR TO SAY THAT THE CUSTOMER’S

HEALTH AND WELL-BEING. IS IN
YOUR HANDS,

To AVOID WASTE,

To MAKE THE MOST OF YOUR TINE
ON THE JOB,

To BE A FRIENDLY, HELPFUL
REPRESENTATIVE OF THE COMPANY,



. ’ FOOD/3EVERAGF S ERVICE P E R S O N N E L

5s

R ESPONSIBILITY

To BE WELL-GROOMED SO THAT
YOU DO NOT SPOIL THE
CUSTOMER’S ENJOYMENT OF THE

FOOD AND SERVICE,

.

I

S ERVICE TO THE GUEST IS THE

MOST IMPORTANT PART OF THE.
JOB, . “

A NYTHING ELSE IS PREPARATION

TO SERVE THE GUEST AND SHOULD
NEVER INTERFERE,

.

.
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MAIN POINTS OF A GOOD FOOD SERVICE PERSON

E F F I C I E N C Y PLANS WORK,

H ELPS CO- WORKERS,

C OURTESY To THE CUSTOMER -

. . CARE

GROOMING

TO CO-WORKERS

.

To THE BOSS

BE PLEASANT
NEVER PLAY FAVORITES
(LOSES TIPS AND CUSTOMERS)

AVOID COMPLAINING
AvoIb GOSSIP (CAU.SES TROUBLE)
MAKING THEIR JOB EASIER
WILL EASE YOURS
STAY CALM DURING RUSH HOURS
DON’T DISCUSS TIPS

DON’T MAKE THEM TELL YOU
ABOUT GROOMING
CALL IF YOU CAN’T GET IN
TO WORK
DO YOUR JOB CAREFULLY
TAKE DIRECTION QUIETLY

IN HANDLING DISHES, CUTS DOWN BREAKAGE

THUS PREVENTS NOISE
IN TAKING ORDERS AND SERVING PREVENTS
WASTE
FOR OTHERS MAKES YOU A GOOD PERSON TO
HAVE AROUND

AVOID SPREADING GERMS
RAISES CUSTOMER SATISFACTION
MAKES YOU PLEASANT TO BE AROUND
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.
WHY GUESTS RETURN

GOOD Foo COOKS

P LEASANT A T M O S P H E R E

G OOD S ERVICE W A I T E R/ WA I T R E S S
R E S P O N S I B I L I T Y

F RIENDLY P E R S O N N E

PRICE AND VALUE OWNER, COOK. W/W “

kl/W RESPONSIBILITY

CONVENIENT LOCATION

PARKING”

,

●

AND -

.

YOU CAN EVEN MAKE A POOR

MEAL TASTE BETTER -

EVERYTHING TASTES BETTER
IN A FRIENDLY, CLEAN

ATMOSPHERE,

.,,-

. . .
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HO S T/ HOSTESS
C HECK YOUR ATTITUDE

I L L U S T R A T I O N: FR A N’ S S I G N: HOSTESS ON D U T Y

PLEASE WAIT TO BE SEATED

1.

,-

2,

3,

4,
.;

T AKE A LOOK AROUND YOUR DINING ROOM OR RESTAURANT DURING

THE SLOW HOURS, H AVE You CLOSED THE NICEST SECTION? TH I S

IS USUALLY THE ONE NEAREST THE WINDOWS OR FURTHEST FROM THE
KITCHEN, IT IS OFTEN CLOsED DuRING sLow HouRs BEcAusE THE
SERVING STAFF HAVE TO WALK FURTHER* I F YOUR ATTITUDE IS

THAT THE CUSTOMER IS KING, YOU WILL ALWAYS TRY TO HAVE THE
BEST WAITING FOR THEM,

W HEN CUSTOMERS ASK TO SIT IN ANO SMOKING AREA AND Y o u
DON’T HAVE ONE, DO YOU TRY TO SIT THEM AWAY FROM ANY SMOKERS
PRESENTLY IN THE ROOM? A QUICK GLANCE AROUND IS ALL IT TAKES,

I F PART OF YOUR DINING AREA IS CROWDED, DO YOU TAKE AMINUTE

T.O ASK CUSTOMERS IF THEY PREFER TO SIT IN A QUIETER SECTION?
S OME PEOPLE FEEL HAPPIER IN A CROWD, WHILE SOME PREFER TO

HAVE QUIET TO TALKI ●

Do You STAY NEAR YOUR STATION UNLESS SEATING GUESTS? WHEN
‘YOUR SIGN IS UP ASKING THEM TO WAIT UNTIL YOU SEAT THEM, YOU

SHOULD BE IN VIEW. C USTOMERS SHOULD NOT HAVE TO STAND AROUND

LOOKING AT EMPTY TABLES AND WONDERING WHERE THE HOST OR
HOSTESS IS,

. .-., . .
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) HOST/HOSTESS.
CHECK YOUR ATTITUDE

5,’ W HEN SEATING CUSTOMERS, DO You PERMIT OTHER STAFF TO REPORT

OR DISCUSS PROBLEMS WITH You? T HIS MAY BE NECESSARY, B U T

ONCE YOU HAVE GREETED THE CUSTOMER YOU SHOULD FINISH SEATING
THEM BEFORE ENTERING INTO ANY CONVERSATION, HOWEVER IMPORTANT
OR BRIGHT,

6, W HEN GUESTS WISH TO CHANGE THE TABLE You tiAVE INDICATED, C A N,]
“ YOU A~CEPT THIS WITH GOOD GRACE?, .

.

/

.;

tt
j

,,.!
.,,

f
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J
j
~
{

j

(
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~,,. . . .: ,..:,. .
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THE FOOD SERVICE DOLIAR
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. l-low To BE A PROFESSIONAL
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FOOD

14AGEs

OVERHEAD (BUILDING, TAXES, WASTE,
LIGHT, HEAT, EQUIPMENT, ETC,)

P ROFIT

—
THERE ARE CERTAIN THINGS You CAN DO WHICH ARE ABOVE

AND BEYOND THE CALL OF DUTY:
.

- It BE C H E E R F U L,

2, STAY ALERT,
.

3, KEEP CLOTHES NEAT,

4, WASH HANDS OFTEN,

. 5, SUGGEST EXTRAS,

.
.

.

.

6, LI K E

7, LI K E

8, LI K E

T HERE IS

YOURSELF

YOUR CO-WORKERS,

YOUR CUSTOMERS,

SOMETHING TO LIKE ABOUT ANYONE, FIND IT,

A RTICLE R E P R I N T

B Y P ERMISSION OF A U T H O R,

. . . . .
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. HOW TO BEAIO SFR

i
(A GUIDE FOR THE PERSON WHO WANTS TO LOSE)

60

1, DE C I D E  W H I C H  C U S T O M E R S  W I L L  TIP BEST AND GIVE

THEM ALL YOUR ATTENTION,

2, D E C I D E  YOUR CLOTHES WILL ~DO ONE MORE DAY” ,
( THEY NEVER WILL),

3, LET YOUR NAILS GROW, e

4, F ORGET TO CLEAN THEM,

5, C OUGH WHILE HANDLING,FOOD - D O N’ T BOTHER WASHING

YOUR HANDS AFTER YOU COUGH,

6, T ALK TO CUSTOMERS WHEN THEIR MOUTHS ARE FULL, AS K

A QUICK QUESTION JUST AS THEY ARE TAKING A BITE
AND WAIT EXPECTANTLY FOR AN ANSWER,

7, STOP-FOR A CHAT AT THE TOASTER,
●

8, FORGET TO BRING THE BILL,

9, B E TOO BUSY TO BRING THE SECOND CUP OF COFFEE.
CATSUP, OR BILL,

10, G ET TOUGH WITH ANYONE WHO GETS IN YOUR WAY -
ESPECIALLY THE KITCHEN STAFF,

.
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F ACT S H E E T

I

THE CONSUME R S ERVICE PERSON

T HE C USTOMER P A Y S

L OOK AROUND YOU, PIAyBE you woRK IN A HOTEL OR D R I V E

A CAR OR SERVE GAS OR PERFORM ANY ONE OF THE THOUSANDS OF SERVICES
NEEDED EVERY DAY, WHATEVER You Do, HOWEVER BIG AND IMPoRTANT THE
PLACE YOU WORK MAY BE - T HE C USTOMER You SERVE IS PAYING FOR IT

u, TH A T’ S RIGHT, E VERY DOLLAR SPENT TO BUILD THE BUILDING

OR STORE THE STOCK OR BUY THE CAR IS PAID BY THE AMOUNT CHARGED .
. THE CUSTOMER FOR THE SERVICE YOU GIVE,

SO IF THEY’RE NOT HAPPY, THEY’RE NOT COMING BACK!

K EY P O I N T S ● ,
●

Q UIETNESS AS YOU WORK, A VOID LOUD TALK IN CUSTOMER

AREAS , RATTLES, CRASHES,
.

NOISY EQUIPMENT,
,

KEEP ALERT,
.

.
●

W ATCH FOR DETAILS,

.

SAVE STEPS AND TROUBLE - HAVE A SYStEM,

.

R ESPECT OTHERS AND THEIR PROPERTY,

.,

.,
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G O O D  H OUSEKEEPING

T HIS IS AN IMPORTANT POINT EVERYWHERE - NOT JUST IN

FOOD SERVICE OR HOTELS, M ECHANIC SHOULD KEEP HIS GARAGE CLEAN,

W AITRESS SHOULD KEEP HER STATION CLEAN, ETC, A CLEAN WORK AREA

IS MORE CHEERFU~, FEELS BETTER TO THE CUSTOMER, GIVES THEM THE
FEELING THEY CAN TRUST THEIR CAR, CLOTHES OR PERSONAL SAFETY TO
YOU BECAUSE YOU HAVE SHOWN YOU CARE,

YOUR PERSONAL GROOMING MAKES THE SAME IMPRESSION,

W OULD You WANT TO BE WAITED ~N BY

SOMEONE LIKE YOURSELF?

H ANDLING M O N E Y
*

CREDIT CARDS
.

1, MAKE SURE You USE THE PROPER MACHINE (AM, EXP, MC)

2, CHECK THAT NAME, ADDRESS AND NUMBER ARE CLEAR ON

CARD , ●

3, W RI TE NAME AND ACCOUNT NuMBER ON BILL,
.

4, C HECK EXPIRY DATE OF CARD, S I G N A T U R E,

.ss,.

5, KNOW YOUR ESTABLISHMENT’S FLOOR LIMIT AND ABIDE
BY IT,

6, CHECK THE CANCELLATION LIST,

7, As A COURTESY STAPLE YOUR COPY OF CREDIT FORM TO
GUEST’S BILL,

.,,.
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1,

2,

.

E XAMINE ALL BILLS FOR FAKES,

)~ENTION ANY MARKS TO THE CUSTOMER,
.

}IETHOD FOR G IVING C H A N G E

A, LEAVE BILL ON TOP OF CASH DRAWER,
B, CO U N T  O U T  C H A N G E,
c, COUNT IT AGAIN OUT LOUD AS You GIVE IT

TO THE CUSTOMER,
D, LET PERSON CHECK CHANGE,
E, PUT BILL INTO DRAWER,

CHEQUES (ACCEPTANCE DEPENDS ON HO~SE POLICY) ,

1, FOR ACCOMMODATIONS FIND OUT HOW GUEST WILL PAY WHEN

REGISTERING, C HECK CREDIT IDENTIFICATION DURING QUIET

TIME, .

2, WH E N E V E R  A C C E P T I N G  A  CHEQUE, TACTFULLY GET TWO PIECES. “
OF IDENTIFICATION,

.



I F ACT S H E E TI

S TART BY SAYING: “IT’S REALLY VERY SIMPLE”,

T URN PERSON IN THE RIGHT DIRECTIO AND POINT,
Y( THIS GETS THEM ORIENTED PROPERLY ,

SAY “LEFT” AND “RIGHT” NOT “EAST” OR “’JEsT”,

G IVE SIMPLEST ROUTE, YOUR SHORTCUT CAN BEC CONFUSING,

BE BRIEF, DO NOT GIVE EXTRA DETAIL)

G IVE LANDMARKS TO LOOK F O R, A HOTEL ON THE CORNER. A
SERVICE STATION, AND SO ON, “

G I V E  AN I D E A  OF HOW FAR TO GO BEFORE TURNING,
(Go ALONG PLEASANT STREET. FOR FIVE MINUTES, F O R
ABOUT TWO BLOCKS, FOR ABOUT A MILE, AND SO ON),

.

. .
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GIVI;JG DIRECTIONS

1, ●

2,
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F ACT S H E E T

.
~ulEs FOR REMEM BERING ;IAMEs

STOP

LOOK

)JSTEN.

PAY c1 OSE ATTENT 10N

REPEAT T!iE .;IAK ALOUD

‘ O BSERVE THE FA Ec

ASSOCIATE THE NAME

R EPEAT T E NH AME

~RITF THF NAME DOWN.

66

THINKING ABOUT ANYTHING ELSE FOR A
MOMENT AND CONCENTRATE ON THE PERSON
YOU ARE MEETINGo

AT THE PERSON’S FACE,

TO THE PERSON’S NAMEt

T!-HJ ,,,

AND GET THE NAME CLEARLY,

TO BACKGROUND FACTS
RESEMBLANCE TO ANOTHER PERSON
SUGGESTION OF A MENTAL PICTURE
SAME NAME AS SOMEONE ELSE
PERHAPS THE NAME LENDS ITSELF TO RHYME
PERHAPS THE NAME SUGGESTS A SLOGANJ

QUOTATION OR ALLUSION,

AGAIN IF YOU CAN,

AT THE FIRST OPPORTUNITY,
.

-.
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F ACT S H E E T
07

I NT RODUCT1 ON T fl ENOTIONS AiiD PROBLENS

T HERE ARE NO PAT ANSWERS FOR COPING WITH

EMOTIONALLY LADEN SITUATIONS, A SUCCESSFUL OUTCOME DEPENDS
ON USING THE APPROPRIATE WORDS, MANNERISMS, TONE OF VOICE
AND MOVEMENTS - SO THAT BOTH YOU AND THE CUSTOMER FEEL
BETTER AT THE END OF THE ”INTERCHANGE,

T HE PERSON WHO DENIES EMOTIONS AND ALWAYS REMAINS

SUBMISSIVE TO THE CUSTOMER’S MOODS AND WHIMS WILL PROBABLY

END UP WITH ULCERS, MIGRAINE HEADACHES OR NO FRIENDS (BECAUSE
THEY GET THE EMOTIONS AFTERWARDS), T HE PERSON WHO EXPRESSES.
WHATEVER HE/SHE FEELS WILL PROBABLY END UP WITHOUT THE JOB,
T H E R E F O R E, A SUCCESSFUL PERSON NEEDS TO EMPLOY A MIDDLE COURSE

OF ACTION,

T HE MIDDLE COURSE PEO~LE ADMIT THAT THEIR EMOTIONS

ARE PRESENT, T HEY DO NOT DENY THEIR EMOTIONS OR PRETEND

THEY JUST DON’T EXIST, ,THEY USE THEIR EMOTIONS IN A CREATIVE
WAY AND END UP-FREQUENTLY MAKING BETTER INTERPERSONAL CONTACT

WITH THE CUSTOMER, SUCH STATEMENTS AS: .

“I FEEL EMBARRASSED, S I R, I CAN UNDERSTAND WHY
YOU ARE SO UPSET, ,,”

“I TOTALLY FORGOT ABOUT YOUR CHANGE, SI R, I
APPRECIATE YOUR PATIENCE,”

H ELP USE EMOTIONAL FEELINGS IN A CREATIVE WAY, THESE STATEMENTS

LET THE CUSTOMER KNOW HOW YOU REACT BUT ALSO THAT YOU
UNDERSTAND HIS REACTIONS, P EOPLE WHO KNOW HOW TO EXPRESS

THEIR EMOTIONS WELL DO NOT GET CARRIED AWAY WITH THEMSELVES BUT
ARE ALWAYS AWARE OF HOW THE OTHER PERSON IS REACTING AND
THEN RESPOND APPROPRIATELY, T HESE PEOPLE REACT IN A HEALTHY

MANNER BY ADMITTING TO THEMSELVES WHAT THEY ARE FEELING, How

MUCH OF THAT THEY REVEAL TO THE CUSTOMER DEPENDS ON WHAT THE

.$



F ACT S H E E T
62

f

EMOTION IS; WHAT THE CUSTOMER IS FEELING AT THE TIME; AND
WHAT WILL BEST MAKE BOTH PARTIES MORE SATISFIED, TH E.
RESPONSE WILL CHANGE TO ANY GIVEN SITUATION AS THE PEOPLE
CHANGE, T HERE IS NO RIGHT ANSWER,

T RY AN EXPERIMENT, S PEND ONE DAY TRYING TO

BECOME MORE AWARE OF YOUR,  FEELINGS, S E C O N D L Y . TRY TO ACT ON

THEM ALL DAY LONG, WHEN You FEEL HuNGRY, EAT, tiHEN you FEEL
THIRST, GET A DRINK, W HEN You FEEL LONELY, CALL SOMEONE,
W HEN You FEEL LIKE LISTENING TO MUSIC, L I S T E N, ETC, TR Y

DOING THE SAME IN YOUR DEALINGS WITH PEOPLE, WHEN You HAVE

STOPPED LISTENING TO THEM, TELL THEM SO, \~HEN YOU FEEL
. IGNORED, STATE IT, \lHEN YOU FEEL BORED, SAY SO AND CHANGE

THE
AND

.

.

CONVERSATION, S EE WHAT YOU DISCOVER ABOUT THE EXCITEMENT

RHYTHM IN YOUR EMOTIONS,

ADAPTED FROM THE AIR CANADA TRAINING }!ANUAL,

.

9

.



I P ERSONAL P LAN S H E E T

r

SFI F JUIZ:

HOW DO ‘fOU CO)I::lU;J  I CATE
1 .-.

tlOST OF
THE TIME_ SOMFTl~ mCON FRSATIONv s,

“1
1, EX P R E S S  MY GOOD AND BAD FEELINGS

WHEN WORKING AND TALKING WITH

OTHERS ,

. .

I

2, USE QUESTIONS IN TALKING WITH

OTHERS ,

. 3, SPEAK CLEARLY RATHER

RAMBLING ON AND ON,

f+, SPEAK CHEERFULLY BUT

l(INDNFss

5, ABLE TO THANK OTHERS

I

I

THAN

‘1 QUIETLY,
.

I
WITHOUT

FALLING ALL OVER THEM, +
. .

‘1

6, ABLE TO SAY I LIKE OTHERS AND

THEIR WORK WHEN THEY DO WELL,

‘,.

W~RKING TOGFTHE~:
.

7, T RY TO KEEP CONFLICT FROM

COMING INTO THE OPEN,

8, CONVEY TO OTHERS THE DIFFERENCE

WHEN I ’M TELLING THEM SOMETHING

THAT IS “NICE TO KNOW” AND
SOMETHING THEY “MUST KNOW”,



P E R S O N A L  P LAN S H E E T

i{ ORKING TOGETHER:

9, FIND IT RELATIVELY EASY TO

MAKE DEMANDS OF OTHERS

CRIIKmi:

10, ABLE TO ttAND IT OUT,

/!0S T OF
THF TIME SOMFTIMFS RARELY

.

SCORE:
e

“- /’~OSTLY “PIoST OF THE TIME”

1 T H I N K  I ’M  PRETTY GOOD - ONLY SOMETIMES I WONDER, ,,
.-

!IOSTLY “SO M E T I M E S” ●

J

P R O B A B L Y  REASONABLY WELL BALANCED, THIS HAS T
POINTED OUT AREAS YOU COULD THINK ABOUT,

.

MOSTLY “ RARELY”
YO U’RE OK, You CAN LOOK AT THE QUESTIONS You
KNOW GIVE You TROUBLE AND WORK ON THEM, ONE THING

THAT WILL HELP YOU IS SUCCESS IN WORKING WJTH
OTHERS ,

. . NO MATTER WHAT YOU SCORE - YOU CAN DO BETTER, AN D

WHEN YOU DO - LIFE WILL GET BETTER TOO,
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1,

L,

.

3,
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4,
.

5,

t

,.

6,
..

7,

8,
.

!3, .

10, ●
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E XTEND YOUR GENERAL EDUCATION, IN MANY SITUATIONS,
. A GOOD GENERAL EDUCATION WILL PLACE YOU HEAD AND SHOULDERS

ABOVE YOUR FELLOWS,

.

72

I T AKE AN I NTEREST IN ‘{OUR \‘/OR~

F I N D  OUT WHY You DO WHAT YOU DO, I(NOW SOMETHING OF

THE HISTORY OF YOUR JOB, YOUR TRADE OR PROFESSION, YOUR FIRM,
V ISUALIZE ITS FUTURE DEVELOPMENT;

S EE YOUR PARTICULAR WORK IN RELATION TO THE ULTIMATE

OBJECTIVE OR FINISHED PRODUCT, T HINK HOW YOUR MORK IS CON-

TRIBUTING TO THE WELFARE OF OTHERS,
.-

ASK QUESTIONS CONCERNINGYWJR JOB, You MAY HIT UPON

SOME IDEA FOR I MPROVEMENT AND PROGRESS, QUESTIONS REVEAL N O T i

SO MUCH IGNORANCE AS AN ENQUIRING MIND, ~
.

~~oST IMPORTANT, SERIQUSLY CONSIDER STUDYING FOR

FURTHER QUALIFICATIONS, IN THIS DAY OF FIERCE COMPETITION,

THERE IS LITTLE CHANCE OF ADVANCEMENT WITHOUT THEM,

3F M U N GI
●

E MPLOYERS LIKE FOLK WHO ARE WILLING TO UNDERTAKE NEW

WORKY NEW RESPONSIBILITIES, OR wHo ARE WILLING TO DO SOMETHING
EXTRA TO THEIR DUTIESI ‘fJILLING PEopLE MA KE THE LOT OF THE

BUSINESS EXECUTIVE SO MUCH EASIER, T HEY ENSURE THE SUCCESS OF

ANY ENTERPRISE, T HEY ENHANCE THEIR OWN VALUE,

I B E CHFFRFUL

1 CHEERFULNESS IS ALLIEDlo WILLINGNESS, AND IS EQUALLY

VALUED BY EMPLOYERS,

P ROMOTION WILL GO TO THE CHEERFUL RATHER THAN TO THE

MOANING EMPLOYEE, CHEERFULNESS MAKES You L I K E A B L E, IT P U T S

PEOPLE ON YOUR SIDE AND PAVES THE WAY FOR ADVANCEMENT,

. . . . . . . ,,. . .
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)IATcH ilUMAN RFLATI ONSHIPS

T RY TO KEEP ON GOOD TERMS WITH EVERYONE AT YOUR PLACE

OF EMPLOYMENT, Y OU WILL THEN BE DOING YOUR SHARE TO KEEP THE

ORGANIZATION RUNNING SMOOTHLY AND HAPPILY,

T H I S  W I L L  W O R K  INKIUR  F A V O U R  A L S O, IF YOU ARE KNOWN

TO GET ON WELL WITH PEOPLE, IT WILL BE A POINT TO YOUR ADVANTAGE
WHEN PROMOTIONS ARE BEING Considered YOU ARE HARDLY LIKELY
TO BE PUT IN CHARGE OF OTHERS IF IT IS THOUGHT YOU WOULD UPSET
THEM AND CAUSE THEM TO RESIGN, T HE BIGGEST FACTOR IN MAINTAINING

GOOD RELATIONSHIPS IS TACT, AND THIS IS DEALT WITH IN ANOTHER*
CHAPTER.

I(FEP RF L A X F D

T A U T, STRAINED EMPLOYEES ~RE NOT THE MOST EFFICIENT,
T HEY TEN~TO MAKE MISTAKES, RUIN HUMAN RELATIONSHIPS AND GO ON

THE SICK-LIST, T H E R E F O R E. WORK HARD ON THE JOB, BUT DON’ T TAKE

ITS PROBLEMS HOME WITH YOU, YOU~LL DO BETTER WORK ON DUTY IF

YOU HAVE A COMPLETE CHANGE WHEN YOU’RE OFF. You WILL KEEP .
FITTER, TOO, EVERY DAY You ARE AwAy ILL You ARE A cOMPLETE

LOSS TO YOUR EMPLOYER, 9

KE YOUR \/OR~
.

.
YOU WILL NEVER DO GOOD WORK IN A JOB YOU HATE, IF YOU

ARE IN THAT UNFORTUNATE POSITION, EITHER CHANGE YOUR JOB OR YOUR
ATTITUDE TO IT,

To DO THE LATTER, CARRY OUT THE SUGGESTIONS ALREADY
GIVEN, F U R T H E R, THINK OF THE ADVANTAGES OF YOUR JOB - T H E

SECURITY IT GIVES YOU, THE ESSENTIALS OF LIFE IT ENABLES YOU
TO BUY, THE CONTRIBUTION IT MAKES TO HUMAN LIFE AND Happiness
D WELL ON THESE RATHER THAN ON ITS DISADVANTAGES, RE M E M B E R, T O O,
THAT NO JOB IS IDEAL IN EVERY WAY,
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?ERSONAL PLAN SHEET

(iETTI NG TO KNON YOURSELF
I

T A K E  A  M I N U T E  A N D  W R I T E  O U T  Y O U R  A N S W E R S  T O  T H E

FOUR QUESTIONS BELOW ON A SEPARATE SHEET OF PAPER, \lITHouT
SHOWING YOUR ANSWERS, ASK A CO-WORKER OR FRIEND TO WRITE OUT

THEIR ANSWERS, TH E N, SWAP ANSWERS,

1 Y OU WILL LEARN SOMETHING ABOUT YOURSELF BY COMPARING

YOUR ANSWERS AND THE REASONS FOR THEM WITH THOSE OF THE OTHER

PERSON t Q

.
S WAP ANSWERS WITH ANY NUMBER OF PEOPLE, THE MORE

DIFFERENT POINTS OF VIEW YOU GET, THE MORE YOU’LL LEARN ABOUT
YOURSELF, .

1, LIST THREE THINGS You BOUGHT ON IMPULSE,
.

2, LIST  THREE THINGS You P R I Z E,

3, LI S T  T H R E E  T H I N G S  IN LIFE YOU ARE PROUD OF,

4, L IST THREE THINGS IN WALLET WHICH REPRESE~T

youf3 VALUES (WITHOUT LOOKING IN WALLET),
.w

-.

..,.

,..’1
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P ERSONAL P LAN S H E E T. OPTIOijAl

STEP EIGHT
GIVING YOUR 39SS-A 3ETTER DEAL

BEING HUMAN, You? EMPLOYER WANTS VALUE FOR HIS MONEY,

H E ALSO WANTS THE BEST PEOPLE IN THE KEY P O S I T I O N S  OF HIS

BUSINESS, T HE BEST PEOPLE, IN HIS JUDGMENT, ARE THOSE WHO

GIvE HIM MOST FOR HIS MONEY, lMPREss yOUR Boss IN THE FoLLowING

WAYS t

. YS BF C O N S C I E N T I O U S

C O N S I S T E N T  LATENESS IS DAYLIGHT ROBBERY, You A R E

PAID TO BE AT YOUR-POST FOR CERTAIN HOURS, SEE You ARE THERE,
●

-SECONDLY, DON’T WASTE HIs MATERIALs EITHER By BAD

WORKMANSHIP OR USING THEM FOR YOUR OWN PURPOSESI

THIRDLY, DON’ T WASTE T+MEt AVOID G O S S I P I N G, M A K I N G

PRIVATE PHONE CALLS, DOING PERSONAL JOBS, EXTENDING LUNCH AND s
TEA BREAKS, AND LEAVING BEFORE TIME,

.

.

L A S T L Y, DO YOUR WORK TO THE BEST OF YOUR ABILITY,

YOUR EMPLOYER EXPECTS THAT FRoM YOU, I!E ENGAGED YOU ON THAT
AS&MPTION. SH O D D Y, T H I R D- RATE WORK IS A FORMSOF PILFERING,

~MpRo E yv OURSFI F IN FVFRY HAY

DRESS APPROPRIATELY FOR THE JOB, LOOK TIDY AND

CLEAN TO START THE DAYJ EvEN THouGH youR woRK ENTAILs GETTING
DIRTYI

I MPROVE YOUR SPEECH, !{0 MATTER WHAT YOUR JOB, THIS

WILL HELP YOU, P EOPLE JUDGE You BY THE WAY You S P E A K, lF

YOUR SPEECH IS CLEAR AND ATTRACTIVE, IT WILL HELP TO MARK
YOU OUT FOR PROMOTIONI

. . . . . . . . . . . . . .
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F ACT S H E E T

.

BOOKS THAT CAN HELP YOUR CAREER

T HESE BOOKS CAN BE BORROWED FROM MOST PUBLIC

LIBRARIES:

POSSIBILI TY THINKIN6

13Y ROBERT I+, SCHULLER
P UBLISHED BY PILLAR 300KS

&iF You LISTEN ING?

B Y RALPH 5, lICHOLS/LEONARD  A, ST E V E N S

P U B L I S H E D B Y  IIC6RAW-HILL

l+EY GO D, llHATOO 1 I) o :Iow

13Y JESS LAIR, F’Ht D,
P U B L I S H E D B Y  F A W C E T T  CREST

4FMBERING  ~EOP~

llY HARRY LORAYNE
P UBLISHED BY S T E I N

.

AND DA Y

CONTACT
BY LEONARD Z U N I N

.1 . . P UBLISHED BY ~ALLANTYNE

hF hGIC O F  13ELIEvING
BY CLAUDE BRISTOL

c~ YOURSUF AND LIVE

BY J ACK H, rflCOJAIG  OF THE !ICQUAIG INSTITUTE OF

E XECUTIVE D EVELOPMENT - TORONTO & ;IEW YORK,
P UBLISHED BY HUNTER CARLYLE P U B L I S H I N G

45 RICHMOND STREET \lEST
TORONTO, ONTARIO,

..’.
..,,

,, . . . . . . . . . ,... . . . . . ,,,. . . ,.
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CODING FOR PARTICIPANTS, IN
“LET’S TREAT VISITORS ROYALLY”

HOw THE SYSTFll WORKS

E ACH PARTICIPANT WILL RECEIVE A THREE- PART NUMBER ( SEE BELOW
FOR CODES),

(A GEOGRAPHICAL LOCATION “
(B 1 PLACE OF EMPLOYMENT
(C) TYPE OF EMPLOYMENT

THUS A WAITRESS AT THE S HERATON CENTRE, TORONTO WOULD BE

04 - FOR GEOGRAPHICAL - TORONTO - A FOOD SERVICE EMPLOYEE
003 - 

FOR LARGE HOTEL
.
THUS THE NUMBER WOULD BE:

04-003 ‘A

U)DEi
1, G E O G R A P H I C A L

2, PLACE

$11-
X)3 ~
004-
$lg -

007 ~
008-
009 -
010 -
011-
012 -
013-~14 -
015-
016-

SOUTHWESTERN ONTARIO
FESTIVAL COUNTRY
GEORGIAN.LAKELANDS
M ETROPOLITAN T ORONTO -
CENTRAL ONTARIO
ONTARIO EAST
THE NEAR 140RTH
RAINBOW COUNTRY
ALGOMA-KINNIWABI
JAMES BAY FRONTIER
l’10RTH OF S U P E R I O R
S UNSET C O U N T R Y

*
3, TYPE OF EMPLOYMENT

A-
B-
c-

.:-
F-
G-
H-
I-
J-
K-
1-

OF E M P L O Y M E N T 1317
U-l./

- SOUTHERN MIT OR LLBO m
fi%~!TMIT LICENCE J19

LARGE HOTEL - OVER 1~~ EMPLOYEES
SMALL HOTEL UNDER 1~~ EMPLOYEES
MOTOR HOTEL - HIGHWAY, FU L SERVICE
LODGE - bNORTHERN MIT OR L O
RETAIL
GASOLINE SERVICE STATION
ATTRACTION, PRIVATE
ATTRACTION, GOVERNMENT
CAMPGROUND, PRIVATE
CAMPGROUND, GOVERNMENT
OUTFITTERS
TRAVEL CENTRE
MISCELLANEOUS
R ESTAURANT

FOODSERVICE
BEVERAGE SERVICE
RETAIL SERVICE
FRONT DESK
HOUSEKEEPING .
MAINTENANCE
CUSTOMER SERVICE -
TRAVEL COUNSELOR
GAS STATION
MISCELLANEOUS
~u:~~\lNAGER

M ARINA E M P L O Y E E

M ARINAS
H IGH S CHOOL
C OMMUNITY C O L L E G E
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~lINISTRY OF INDUSTRY APID TOtiRIS~
H OSPITALITY R E V I E W

I NSTRUCTORS G RADING G U I D E

MAKE SURE sTuDENTs
THE REVIEW,

.

NAME AND RETURN ADDRESS IS ON

,

~iO MARK WILL BE GIVEN FOR AN INCORRECT ANSWER, EVEN
IF A CORRECT ANSWER IS ALSO GIVEN FOR.THE SAME
QUESTION, .

O NE MARK WILL BE AWARDED FOR EVERY QUESTION THAT

IS ANSWERED CORRECTLY, REGARDLESS OF THE NUMBER OF
CORRECT ANSWERS GIVEN,

A PASSING GRADE WILL BE ANY SCORE ABOVE ( AND INCLUDING)
SIXTY (60%) PERCENT,

●

ioTE: A NY QUERIES REGARDING THE GRADING OF THE

STUDENTS’ “HosPnvuTY REVIEWS” SHOULD BE
REFERRED TO R, BU T L E R,

.,


