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How to Use This Manual 
The Succeeding In Business (SIB) participant’s workbook has been developed by the 
International Labor Office (ILO) for the SIB Programme based on its experience in 
the Start and Improve Your Business (SIYB) Programme and Factory 
Improvement. Programme (FIP). SIB is designed to help improve the 
competitiveness of participating hotels while making them better places to work. 

To meet the challenges of current world situation, the ILO has proposed that decent 
work should be the center core of the strategies and action that governments, social 
actors, and enterprises should pursue. SIB is a management tool that promotes the 
application of decent work in organizations. It is a knowledge dialogue mechanism 
that makes for improved communication in organizations by establishing 
commitments on the part of the social actors geared to common production objectives. 
In the context of the current world crisis, it contributes to providing a response to the 
problem of how to break the vicious circle of the crisis by changing organizations’ 
culture and promoting economic and social competitiveness through a participative 
style of communication.  

 
 
Target Audience 
The SIB Programme is designed for medium to large manufacturing companies who 
want to improve competitiveness and productivity. Both workers and managers 
from these hotels are intended audience members and expected to participate in 
module workshops and during the hotel visit phase. This encourages worker-manager 
communications and worker involvement in improvement initiatives which is 
necessary for long-term change. 
 
To ensure commitment, the company Chief Executive Officer (CEO) should attend, 
at least, the whole morning session of the first day. 
 
 
Objectives 
By the end of this programme, participants will be able to: 
 

• Commit to work together (as management and workers) in improving 
company systems towards higher quality, productivity and profitability. 

• Define and prioritize problems and opportunities. 
• Set concrete targets, assign responsibilities and implement actions 

immediately after the training. 
• Establish systems and processes to continually improve business systems. 
• Measure the impact of the actions implemented. 

 
To achieve these objectives, participants will need opportunities to discuss the 
concepts within small and large groups as well as work with the various tools that will 
help them implement changes in their hotels.  
 



 
Programme Content and Methodology 
 
The SIB programme consists of the following: 
 
• A Short course on topic 
• Development of action plans by worker-management teams in each hotel 
• Consulting/assistance to hotels on actual change and improvement 
• Measurement and continuous improvement for the future 
 
SIB is an effective combination of traditional workshop learning with on-the-job 
consultations that occur over time with a team of local and international experts. 
Participating hotels may take up to 3 months to complete it. The programme proper 
begins with a two-day training session to introduce the tools and main concepts. This 
is followed by hotel visits and team-based consultations on the specific needs of 
individual hotels. A local team supports the hotels developing a rapport with the 
companies, travelling to hotels with module experts, if needed, to assess their current 
state and then making follow-up visits. At the end of the programme, hotels and ILO 
partners come together for a meeting to present the projects they have implemented 
and the results/challenges they have encountered. This fosters a healthy competition 
between the participating enterprises and requires the enterprises to continually 
monitor their progress. Key performance indicators are also monitored during the 
enterprise visits, providing quantitative feedback on the impact of the programme.  
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Welcome to the SIB hotel training. This SIB Program 
is designed for small and medium-sized hotels who 
want to improve their competitiveness and service 
quality. Both workers and managers from 
participating hotels are intended audience members 
and expected to participate in module workshops and 
the hotel visit phase. This will encourage worker-
manager communications and worker involvement in 
improvement initiatives which is necessary for long-
term change.   
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Session 2: Solving the problems in Hotel

Session 3: Boosting guest satisfaction

Session 4: Getting, Training, and keeping good staff

Session 5: Health and Safety for your guests and staff

Session 6: Greening your hotel

Session 7: Taking action

Session 1: Introduction to SIB

 

The SIB training course is composed of seven 
sessions including Introduction to SIB, Solving the 
problems in hotel, Boosting guest satisfaction, 
Getting, hiring, and keeping good staffs, Health and 
safety for your guests and staffs, Greening your 
hotel, and Taking action. Depending on your 
audiences, you may need to adjust the topics and 
activities. Please keep in mind that these workshops 
should be practical and active, allowing participants 
to share their experiences and knowledge. 
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08.00 - 08.15 Welcome remarks

08.15 - 09.30 Introduction to SIB

09.30 - 09.45 Coffee Break

09.45 - 11.45 Solving the problems in hotel

11.45 - 12.45 Lunch

12.45 - 14.45 Boosting guest satisfaction

14.45 - 15.00 Coffee Break

15.00 - 16.00 Getting, hiring, and keeping good staffs

 

On the first day of the training, we will cover four 
themes which are Introduction to SIB, Solving the 
problems in hotel, Boosting guest satisfaction, and 
Getting, hiring, and keeping good staffs. After each 
section ends, there will be a break whether for coffee 
or lunch.  
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08.00 – 10.00 Health and safety for your guests and staffs

10.00 - 10.15 Coffee Break

10.15 - 12.15 Greening your hotel

12.15 - 13.15 Lunch

13.15 - 15.15 Taking action

15.15 - 15.45 Coffee Break

15.45 - 17.00 Wrap-up and feedback

 

On the second day of the training, we will cover 
three topics which are Health and safety for your 
guests and staffs, Greening your hotel, and Taking 
action. After each section ends, there will be a break. 
On the second day, the training will more focus on 
how to adapt the training tools practically helpful for 
beneficiaries. From this perspective, the afternoon 
session is largely spent on developing action plans.  
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1

Objectives, themes, and 
approach of SIB training

Continuous improvement in hotel

Measuring improvements in hotel

Topics in this chapter

 

At this session, we are going to talk about what SIB 
program is, which methodology will be used for the 
training, how it will help beneficiaries. By the end of 
this session, you will be able to: 
 
 Describe the objectives, themes and approach taken 
by SIB training. 
 Understand necessity of joint problem solving for 
continuous improvement. 
 Measure improvements in hotel. 
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Helping to improve the 
competitiveness of participating 
enterprises while making them 
better places to work and better 
members of their communities
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Project goal: 

 

For businesses, sustainability is a powerful and 
defining idea. A sustainable corporation is one that 
creates profit for its shareholders while protecting the 
environment and improving the lives of those with 
whom it interacts. It operates so that its business 
interests and the interests of the environment and 
society intersect. A sustainable business stands an 
excellent chance of being more successful tomorrow 
than it is today, and remaining successful, not just 
for months or even years, but for decades or 
generations. 
 
The idea behind the SIB training is that an 
organization's performance and license to operate in 
a society coming not just from satisfying stakeholders 
through improved profits (the economic bottom line), 
but from improving its environmental and social 
performance also. As such, it encompasses 
environmental responsibility, social awareness and 
economic profitability – all resulting in more 
competitive operations.  
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Provide participants with the tools to continually 
improve their quality of services and 
competitiveness

Implement good management systems 

Improve worker/ manager relationships

Improve working conditions and labour practices

Measure the impact of the changes 
implemented
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The overall 
objectives of the SIB 
are to: 

 

The overall objectives of the SIB are to: 
 Provide participants with the tools to continually 
improve their service quality and competitiveness;  
 Implement good management systems; 
 Improve workers and managers relationships 
through increased communication and cooperation; 
 Improve working conditions and labour practices; 
and 
 Measure the impact of the changes implemented.  
 
Each module will be run based on joint problem 
solving techniques, communications, system based 
approaches.  
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• Improve competitiveness and quality 
while also addressing workplace 
cooperation and workers’ rights.

• Two‐day workshop, followed by              
in‐hotel, on‐the‐job learning.

• Supported by local and international 
experts.

• Hotel Improvement Teams lead the 
continuous improvement efforts, 
identifying specific solutions for each 
hotel.
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Multi‐faceted 
learning: 

 

The SIB is an effective combination of traditional 
workshop learning with on-the-job consultations that 
occur over time with a team of local and international 
experts. Participating hotels may take up to 3 months 
to complete it. The programme begins with two-day 
training sessions to introduce the tools and main 
concepts. This is followed by hotel visits and team-
based consultations on the specific needs of 
individual hotels. A local team supports the hotels 
developing a rapport with the companies, travelling 
to hotels if needed, to assess their current states and 
then making follow-up visits. At the end of the 
programme, hotels and ILO partners come together 
for a meeting to present the projects they have 
implemented and the results and challenges they 
have encountered. This fosters a healthy competition 
between the participating hotels and requires the 
hotels to continually monitor their progress. To the 
degree, possible key performance indicators are also 
monitored during the hotel visits, and quantitative 
feedback will be provided to each hotel on the impact 
of the programme.  
 

9 

9 © International Labour Organization

Classroom sessions 
and hotel visits: 

2 day workshop led by module expert
3‐4 participants per hotel from relevant departments
Completion of hotel self‐assessment

Progress meeting:
At the end of 
programme

Module workshop

Hotel visit 1: 
Expert and Enterprise 
Improvement team 
Assessment & plans

½ day visit by expert and Enterprise Improvement 
team
Identification of areas for improvement
Development of action plans by expert and hotel 

Hotel visit 2:
Enterprise 
Improvement team 
Project follow up

½ day visit by Enterprise Improvement team
Review of hotel progress on action plan
Clarification and assistance from team

Hotel visit 3:
Expert and Enterprise 
Improvement team 
Further advice 

½ day visit by expert and Enterprise Improvement 
team 
Review of hotel progress on action plan
Expert advice on technical issues, questions and 
problems

½ or full day meeting where hotels present their 
progress
External parties invited

 

This programme begins with a two-day workshop. 
Following the workshop, a team made up of the 
module experts and SIB support team members will 
visit your hotel and work with your managers and 
workers to help them identify and implement 
improvement tasks. The module experts are leading 
industry professionals with in-depth knowledge of the 
topic at hand. The visits generally include: 
 
 A first day visit where the module expert reviews 
existing practices as well as the self-assessment 
checklist completed in the workshop and conducts a 
walk-through of your hotel. Then they discuss with 
hotel improvement team an action plan/selected 
tasks to focus on the priorities and needs of your 
hotel. 
 Follow-up visits and consultancy advice from the 
module expert and the SIB 



support team to help you implement the changes and 
receive feedback and support at various intervals 
throughout the process. 
 
Hotels have four to six weeks to apply the module 
learning and make initial changes. At the end of the 
program, teams from each hotel are required to 
present their progress to other participants and also 
external attendees such as international and national 
buyers. It is important that you help motivate 
participants to prepare for the meeting. Your 
customers may attend, so it is in your best interests 
to demonstrate the progress they have made so far.  
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• Joint problem‐solving techniques.

• Worker‐manager communications.

• System‐based approach to improvement.

• Measurement for continuous improvement.
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Four main 
themes      :

 

There are several main themes to help hotels identify and 
work on areas of improvement that will recur throughout 
the programme modules. Joint problem solving techniques 
are effective to find solutions for all parties concerned. For 
example, if you notice that hotel customers keep 
complaining about late services,  you would need to speak 
with workers to determine where the problem lies. It is 
very difficult to trace a problem after the fact, but workers 
on the line will be able to identify exactly what is occurring 
and to find a reasonable solution to fix the problem.  
 
You cannot have useful joint problem-solving if workers do 
not feel comfortable sharing ideas with their managers. In 
this sense, we need to create an environment where 
workers and managers work together to improve the 
performance of the hotel. Using the example above, 
management would also need to listen carefully to what 
workers are saying and discuss with them possible 
solutions. Effective communication ensures that workers 
understand any changes made to service and are more 
likely to make sure the changes work because they were 
involved in the process.  
 
The best way to make changes or improvements is to have 
a systematic approach that is consistently applied across 
the hotel and to build systems that ensure the approach is 
continuous and not ad-hoc. Systems help hotels plan for 
future changes and improvement and allow them to 
measure your progress. For example, a human resource 
department should have systems in place to help them 
have the right people at the right time. If they do not have 
a system in place, they may suddenly find that there are 
not enough workers for service delivery levels and they will 
not be able to plan and mobilize your resources effectively.  
 
The only way to see if you are improving is to measure 
progress. This means using various tools to measure where 
a hotel system is starting from, the changes on service 
quality, and overall competitiveness. This also ensures that 
the hotel will continue to improve and work on hotel 
improvement, and to expand good management and good 
labor practices. 
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The SIB approach highlights the inter-linkages among 
various areas that are often seen as separate, and 
addressed the way through interventions and 
training. For example, consultants and institutions 
often promote human resource development without 
linking it to occupational safety and health, 
occupational safety and health  without seeing its ties 
to productivity, and productivity without considering 
the impact of improved resource utilization on the 
environment.  The SIB attempts to build on these 
inter-linkages for a broad-based improvement effort 
which lead to more competitive hotels that are better 
places to work and greater contributors to their 
communities. 
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Example: Participating s in a similar 
programme∗ reported the following:
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Benefits of the 
project: 

Labour Turnover/Month

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

High Low Average

Jul-02
Mar-03

Inline Defect Rate

0.00%

10.00%

20.00%

30.00%

40.00%

50.00%

High Low Average

Jul-02
Mar-03

End Line Defect rate

0.00%

10.00%

20.00%

30.00%

40.00%

50.00%

High Low Average

Jul-02
Mar-03

Absenteeism/Month

0.00%
2.00%
4.00%
6.00%
8.00%

10.00%
12.00%
14.00%
16.00%

High Low Average

Jul-02
Mar-03

∗ As reported by USDOL/ILO Independent Evaluation of FIP1 – Sri Lanka.

 

Even though the result on SIB programme in hotel 
industry is not reported, factories who participated in 
the SIB-type programmes of the ILO have seen 
literally hundreds of changes, both large and small, 
made at the factory floor level. Some changes have 
required little to no investment while others can be 
more costly.  
 
The charts demonstrate the impact of the SIB-type 
programme in factories which are :  
 
 Average rate of ‘inline’ quality rejects was reduced 
by 46%.  
 Average ‘end of line’ quality rejects was reduced by 
40%.  
 Average labour turnover reduced by 26%.  
 Average absenteeism reduced by 34%. 
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• Joint worker/manager team to oversee the 
project tasks and improvement plans.

• Support the involvement of workers as much 
or more than managers.

• Need a senior manager as champion to 
approve tasks and to provide top 
management support.

• Team members can vary depending on 
module subject.

• Team size will depend on hotel: minimum of 
3 members, maximum of 10.
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Key elements to 
your project success
: 

 

To maximize the effect of training, it is necessary to 
make an Hotel Improvement Team. The Hotel 
Improvement Team (HIT) is a joint manager/worker 
team demonstrating an organization’s willingness to 
work together to achieve a common goal. For this 
reason, an Hotel Improvement Team is used as a 
team-based approach to implement an Hotel’s 
improvement efforts. A hotel’s success in this 
programme will depend on how quickly and 
effectively it is able to create a joint worker/manager 
team that will take responsibility for improvement. 
This team should be cross-functional and cross-
hierarchical to ensure that the types of changes 
discussed in this programme can be correctly 
implemented. Those directing this effort should try to 
ensure that the team includes both men and women 
so that hotel improvement efforts are relevant for all 
workers.  
 
The size of this team will depend on the size and 
needs of hotel, but you need a minimum of 3 people 
and probably a maximum of 10. It is crucial to have 
equal representation of workers and management to 



demonstrate the importance of worker involvement 
and to support evenly balanced and open  
communications. You will need also a champion – a 
senior manager who will have the power to approve 
tasks and strategies of the team and to help 
overcome obstacles. To address the various 
improvement tasks, it is the best to include workers 
from different areas of the hotel having different 
skills that can contribute to the team. Team members 
can come and go, varying depends on the expertise 
and area which is under consideration for 
improvement. The benefit of including workers is that 
you will have the people who will be affected by the 
changes involved right from the start. This will lead 
to more suitable and effective solutions as well as 
help to gain support for the changes. Participating 
workers will also likely share information with their 
peers which helps to spread knowledge about the 
efforts as well as focus workers’ attention on Hotel 
improvement matters in their hotels. 
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• Look at the systems you have (and don’t 
have) – systems are the key to sustaining 
change in your hotel.

• Look at the people. How do they work 
together? How and why will they support 
change?

• Analyze these two elements before you 
begin any improvement process.

• Involve the people who are affected, who 
know the systems and will need to support 
change. 

• Respect laws and workers’ rights.
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Project results will 
depend on systems 
and people: 

 

Hotels are made up of two main elements which are 
systems and people. Systems are the processes in 
place to create service products, and people are the 
ones who oversee and work in the systems. To make 
improvements, you need to look at the systems you 
have, and then look at the people and see how you 
can enable them to use the systems more effectively. 
Sometimes, the people will demonstrate that a 
system is not working, and you will need to find a 
new system or improve the one in place. Other 
times, the people need training or re-training to use 
a particular system better.  
 
Enterprise improvement is always dependant on how 
your systems and your people work together. You 
need to analyze these two elements before you begin 
any initiative to change processes. You will need to 
involve the people who are affected so that you can 
find appropriate solutions, and that your workers 
understand why you are making changes and will 
comply. In addition, you must respect the principles 
of corporate responsibility when you are making any 
kind of changes within the hotel. This includes 
respecting local and national labour laws, promoting 
fundamental human rights, improving your 
environmental impact, and working to eliminate 
corruption within your organizations. 
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• Start with a baseline of current situation.

• Measure your progress throughout to 
show what was improved and the 
impact.

• Use visual hotel improvement to 
measure your efforts.

• Take photographs to track changes 
made.

• Before photos can act as motivators, 
point out problems to workers.
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To see results: 

 

It may seem strange to think how to measure your 
improvement, but measurement is the only way to 
continue the cycle of improvement and to see long-
term gains. One simple way to measure the before, 
during, and after situation in your various areas of 
improvement is to take photographs. It is a 
straightforward approach that requires very little 
resources to show tangible results of your efforts. 
Keep photographs of the areas for improvement 
labeled and dated in a file along with the action plan 
and then periodically check your progress by taking 
another photo. One of the pre-conditions before 
using this method of visual hotel improvement is 
gaining the faith and trust from the hotel 
management and workers that the photographs will 
be used only for improvement in the hotel or for non-
credited use in the future programmes. 
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A picture says a 
thousand words: 

 

Visual hotel improvement is a simple way to measure 
in a visual way the “before”, “during”, and “after” 
situation of the work implemented in hotels to 
improve the organization. This helps to measure 
progress of tangible results. “Before” and “after” 
photographs can also help to address motivation 
problems. The following steps indicate briefly what is 
involved in adopting a visual hotel improvement 
approach.  
 
 Take photographs of areas for improvement at the 
different stages of implementation of the 
improvement action plan.  
 “Before”: Try to capture the main aspects of what 
you want to improve.  
 “During”: Take photographs periodically at different 
stages of the work in progress.  
 “After”: Photograph the end result. 
 Take several photos at each stage so that you can 
choose from a series. 
 Keep photographs, labeled and dated in a file, along 
with a brief description of the improvement action 
plan and work undertaken. 
 In addition, display the photographs in a strategic 
place that is accessible to all workers and managers, 
such as notice boards or the canteen area. 
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• Need benchmarks to measure your 
improvement.

• Qualitative indicators: 

− level of satisfaction and the 
presence/absence of specific conditions.

• Quantitative indicators:

− percentages, rates illustrating impact of 
change. 
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Key projects for 
each module: 

 

Another way to keep track of your progress during 
improvement initiatives and also during this 
programme is to use performance indicators. 
Indicators can be qualitative and quantitative 
measures of resource use and results achieved. 
Quantitative indicators are statistical measures such 
as number, frequency, percentile, ratios, variance, 
etc. Qualitative indicators are judgment and 
perception measures of congruence with established 
standards, the presence or absence of specific 
conditions, the extent and quality of participation, or 
the level of beneficiary satisfaction. If managers 
focus only on the numbers, they may overlook other 
relevant considerations. The decision of whether to 
continue a training program, for example, cannot be 
made by simply counting how many hours people 
have spent in class. People’s skills, motivation, and 
attitudes have to be assessed with the use of 
qualitative information involving feelings, attitudes, 
and ideas. 
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How much stars do 
you deserve:

 

To optimize hotel’s performance, we need to check 
its own service productivity and quality out of its 
input. For this, we need to know how we are doing, 
whether we are improving hotel’s service or not, 
which departments are making problems, etc. 
Reliable measures are crucial for this. We can think 
of the way in terms of hotel star rating systems. The 
star classification system is a common measurement 
for rating hotels. Higher star ratings indicate more 
luxury than the lower ones.  
 
If you have a clear idea of how much of resources 
you have, whether it is working optimally, if not why 
not, you can make decisions that help you improve 
matters. 
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In your group, 
decide how much 
stars do you deserve
:

Management should 
be particularly 
careful to solicit 
workers’ views 
during this exercise.

 

This exercise aims to check how much improvement 
has been achieved in hotel’s improvement measuring 
tools provided by this training. For this purpose, a 
performance checklist sheet will be provided to all 
participants to measure their view of the current 
hotel status. This checklist indicates 10 important 
points to consider, and management should be 
particularly careful to solicit worker views during this 
exercise. 
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• Improve competitiveness and quality as well 
as workplace relations.

• Build team‐based improvement initiatives.

• Implement systematic change over time.

• Develop a culture of continuous 
improvement and lock in an approach to 
implementing it. 
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SIB will help you
: 

 

At the first session, you have learned:  
 What the SIB programme is; 
 The objectives, methodology, approaches of the SIB 
training; 
 Hotel Improvement Team (HIT) as a joint problem 
solving tools; and,  
 How to measure improvements in hotels.  
 
The SIB training will help you: 
 Improve competitiveness and quality as well as 
workplace relations; 
 Build team-based improvement initiatives; 
 Implement systematic change over time; and,  
 Develop a culture of continuous improvement and 
lock in an approach to implementing it.  
 
 



 
Session 1 Checklist. How does your hotel measure up: Measuring 
improvement 
 
Please discuss and assess the performance of your hotel by checking the 
appropriate box: 
1=very unsatisfactory, 2=fairly satisfactory, 3= satisfactory, 4= very good, 5= 
excellent 

R  A  T  I  N  G  
 1 2 3 4 5 

MEASURING IMPROVEMENT  
1 Use of key performance indicators      

2 Qualitative indicators      
3 Quantitative indicators      

4 Tracking of KPI      

5 Frequency of measurement      
6 Management of data      

7 Interpretation of data      

8 Performance sheets displayed on notice 
boards 

     

9 Data-driven action      

10 Before-after pictures      

                
                    Overall rating:                 
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2

What is a good hotel?

Joint problem solving 

Structured problem solving tools

Workplace cooperation

Topics in this chapter

 

The second session is about workplace cooperation 
and joint problem solving. In this session, we are 
going to talk about joint problem solving tools, 
structured problem solving methods, and workplace 
cooperation as a means to solve problems in a hotel 
and to make a better hotel.   
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Video clip: 

 

This video clip is an advertisement of a hotel located 
in Chiangmai, Thailand. The hotel management 
posted the video clip on Youtube to promote its hotel 
in terms of competitive advantages in facilities, 
locations, services that they provide. By watching this 
video, participants could think about what customers 
look for when they choose a hotel to stay, and what 
kinds of criteria that hotel staffs and managers need 
to think about when they want to improve their hotel 
performance. After watching it, participants can 
discuss what makes a good hotel within their groups.  
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Facilities
Restaurant, sports facilities, meeting 
room, hotel interior, etc

Services
Catering service, concierge service, tour 
services, room service, etc

Staffs
Lack of staffs, lack of skills, etc

Others
Location, price, safety, hygiene, etc
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Criteria: 

 

Problems are unintended and unsatisfactory 
situations - something going wrong, some deviation 
from the expected standard - which prevent the 
achievement of objectives. Typically, management 
will identify a problem, such as low productivity on a 
specific service and suggest a solution. However, 
they can misunderstand the problem, and it might 
not even be the real problem.  
 
There are a few criteria in which a hotel has 
problems or issues to improve. It can be related to 
facilities, services, staffs, etc. For example, a hotel 
needs to improve its breakfast service. Customers 
complain about the lack of diversity of foods, 
attitudes of waiters/waitresses, prices or tastes of 
foods, or even interior of the restaurants. Each of 
these is a problem, or problems that need to be 
considered, and solutions found.   
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• What is a problem?

• First, identify the specific problem/issue. 

• Then ask others to help you!

• Most effective to use team‐based 
approaches.

• Training focuses on joint problem‐solving 
techniques to achieve significant hotel 
improvement.
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How do you solve a 
problem? 

 

Joint problem solving is a technique to establish 
effective and appropriate solutions to problems by 
involving all the parties who are concerned or 
affected by the problem. It involves discussion and 
interaction between managers and workers that 
results in a binding decision. The benefits of joint 
problem solving include the following:  
 Problems are solved by diverse groups providing 
more creative and interesting solutions. 
 Decisions taken through joint negotiation are 
generally more binding as they involve buy-in and a 
sense of empowerment of all parties concerned 
 
However, you cannot have useful joint problem 
solving if workers do not feel comfortable sharing 
ideas with their managers. Therefore, it is necessary 
to create an environment where workers and 
managers work together to improve hotel. It is also 
important to remember that when we work together 
we must have an open mind and respect the 
differences within the team.  
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• Daily point of service meetings to 
discuss priorities, issues.

• Quick opportunity for feedback.

• Workers ask questions about service.

• Supervisor role is to facilitate 
communications.
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Daily worker/ 
supervisor meetings
: 

 

A quality circle(QC) could be an example of daily staff 
meetings. It is a group of people within an 
organization who meet together on a daily basis to 
identify, analyze, and solve problems related to 
quality, productivity, or other aspects of day-to-day 
working arrangements using problem-solving 
techniques. Quality circles are compatible, therefore, 
with the quality of working life in that they provide 
an opportunity for people at work to become more 
involved in matters which affect the jobs they do.  
 
Underlying principles 
 
The concept of quality-circle groups is based on a 
number of underlying principles including the 
following.  
 
 Membership is voluntary.  
 The group usually members between five and ten 
people, normally from the same work station or 
concerned with similar work.  
 The group selects the problems to be tackled and 
the methods of operation.  
 The leader of the circle is usually the immediate 
supervisor but can be decided within the group.  
 The group recommends solutions to management 
and where possible has authority to implement 
agreed solutions.  
 Members receive training in the understanding of 
group processes, communication, and problem-
solving skills, and quality control techniques.  
 
The effective implementation of quality circles relies 
on the trust and goodwill of all sides. It requires full 
commitment and active support from top 



management and managers. It also requires a 
participative style of managerial behavior, full 
consultation with staffs and the delegation of 
decision making. There must be a realistic time 
perspective for the effective operation of the group, 
coupled with the continuous monitoring and review 
of results.  
 
Potential benefits 
 
Quality circles offer a number of potential benefits. 
They place emphasis on  a problem-solving approach 
and provide for the direct participation of employees 
in work-related decisions which concern them. 
Supervisors can gain greater confidence and assume 
the role of communicators. Quality circles can lead to 
increased motivation and job satisfaction for 
members. They can help bring about a more positive 
attitude to work. In appropriate applications, quality 
circles can be part of a broad, long-term strategy for 
organizational change aimed at improving economic 
performance and the quality of working life. 
However, quality circles do not always succeed, and 
there may be opposition from top management, line 
managers or trade unions. Quality circles may also 
fail because of insufficient preparation or lack of 
positive support from management. 
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• Typically cover the same topics each time:

– yesterday’s quality levels.

– today’s quality targets.

– service issues.

– personal issues (individually at the end). 
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10‐minute agenda
: 

 

Worker and supervisor meetings are often referred to 
as ’10-minute meetings’. These can be informal short 
meetings held at the beginning of work to discuss 
work targets and to address any problems. A typical 
agenda for these meetings would be: 
 
 Yesterday’s quality levels – supervisor gives results 
from previous day 
 Today’s quality targets – supervisor communicates 
targets for current day 
 Service issues – workers raise any problems 
affecting their work area 
 Personal issues – workers can stay after the meeting 
ends to speak individually with the supervisor 
regarding any individual problems such as illness, 
leave, etc 
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• Define the Problem.

• Gather any needed information

Attempting to define the problem 
often shows what further information is 
needed

Pareto and “fishbone” diagrams may 
help.
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First, figure out 
what the problem 
is…

 

Structured problem solving techniques are very 
precise ways of solving a problem. Not necessarily 
designed for quick and immediate answers, 
structured problem solving techniques will allow even 
the most timid to learn how to figure out solutions to 
problems. Structured problem solving techniques can 
be applied anywhere for any situation that arises 
because structured problem solving techniques only 
require that a person be organized and thoughtful, 
two rather easy things for most people. 
 
A simple structured problem solving technique is to 
begin by identifying the problem. It may seem like 
this is a natural first step, but by writing it down, you 
can determine if what you believe is the problem 
is really the problem. This is a great benefit to using 
structured problem solving techniques, it creates an 
atmosphere in which problem solving becomes 
easier. 
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• Define the objective.

• “Reduce overtime by 25%” or “have a better 
canteen for workers”

• Usually specific is better

• May be short term and long term

• Relevant questions include:

• What must be achieved? 

• Are the objectives realistic/worthwhile? 

• When it’s solved, will it be recognized?

• Are management and workers committed to the 
objectives?
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Based on the 
problem, define 
what would be the 
preferred situation: 

 

The decision-making process begins with the 
existence of a problem or more specifically, a 
discrepancy between an existing and a desired state 
of affairs. In the real world, most problems do not 
come with neon signs flashing “problem”. For 
example, if sales representatives complain to their 
manager that their computers are inadequate to do 
their jobs effectively, that might be a clear signal to 
the manager that something needs to be done, but 
few problems are that obvious. Managers also have 
to be careful not to confuse problems with the 
symptoms of the problem. Is 5 percent drop in sales 
a problem? Or are declining sales merely a symptoms 
of the real problem, such as unsatisfactory products, 
high prices, or poor advertising? Also, keep in mind 
that problem identification is subjective. What one 
manager considers a problem might not be 
considered a problem by another manager. 
Furthermore, a manager who mistakenly resolves the 
wrong problem perfectly is likely to perform just as 
poorly as the manager who does not identify the 
right problem and does nothing.  
 
In addition, a clear objective is the foundation for 
everything else in the decision making or problem 
solving process. If it is done right, the rest of the 
problem solving process will be built on a solid 
understanding, which is essential to get to the right 
solutions. Features of an effective objective include 
clarity and lack of ambiguity, vivid and clear picture, 
description of a bright future, memorable and 
engaging wording, realistic aspirations, and 
alignment with organizational values and culture. 
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First, define the problem and your 
objective.  Then:

Step 1:  Generate Alternative Solutions

Step 2:  Judge the Alternatives

Step 3:  Select Solution

Step 4:  Plan Action

Step 5:  Evaluate the Outcomes
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The whole process: 

 

Problem solving differs fundamentally from decision 
making. A problem occurs when something is not 
behaving as it should: something is deviating from 
the norm; something goes wrong. Decision making is 
a case of choosing between different alternatives. 
This 5 step process to finding a solution has 
advantages such as being systematic and thorough, 
providing evidence to show how the problem was 
solved, helping avoid the rush to jump to a solution 
without knowing the cause of the problem, enabling 
possible causes to be tested, and being particularly 
effective for complex and fuzzy problems. However, 
this will be time-consuming, relying on thorough 
investigation, and requiring disciplined information-
seeking and collation.   
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• Step 1: Generate Alternative Solutions.

• Brainstorming

• Write everything down, no critiquing 
allowed.

• Try to involve a wide range of 
individuals.

• Group process is much more effective, 
but can also be done individually.

• After ideas are written done, then 
discuss, analyze and determine feasible 
suggestions.
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First, find some 
possible answers: 

 

Once you have identified the problem that needs to 
be solved, it is time to make a list of possible 
solutions. Brainstorming can be an individual activity 
but is more dynamic and effective when used as a 
group exercise. The basic principle is to write down 
any ideas that come to mind when thinking about a 
specific problem. Do not be overly concerned about 
the validity of these solutions, the idea is to get some 
ideas down on paper. Make the list as long as 
possible and include everything that you can think of. 
 
There are four basic rules in brainstorming.  These 
are intended to reduce social inhibitions among 
group members – in particular workers in the 
presence of senior management -, stimulate idea 
generation, and increase overall creativity of the 
group. 
 
1.  Focus on quantity: This rule is a means of 
enhancing divergent production, aiming to facilitate 
problem solving through the maxim, quantity breeds 
quality. The assumption is that the greater the 
number of ideas generated, the greater the chance 
of producing a radical and effective solution. 
2.  Withhold criticism: In brainstorming, criticism of 
ideas generated should be put 'on hold'. Instead, 
participants should focus on extending or adding to 
ideas, reserving criticism for a later 'critical stage' of 
the process. By suspending judgment, participants 
will feel free to generate unusual ideas. 
3.  Welcome unusual ideas: To get a good and long 
list of ideas, unusual ideas are welcomed. They can 
be generated by looking from new perspectives and 
suspending assumptions. These new ways of thinking 
may provide better solutions. 
4.  Combine and improve ideas: Good ideas may be 
combined to form a single better idea, as suggested 
by the slogan "1+1=3". It is believed to stimulate the 
building of ideas by a process of association. 
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• Step 2:  Judge the Alternatives.

• What’s the potential benefit?

• How feasible is it?

• What are the advantages and 
disadvantages of each solution?
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Find some possible 
answers: 

 

Now you have your list, so you need to  begin an 
honest evaluation of each possible solution and make 
the determination as to whether it will work. At this 
point, you will need to be able to internally debate 
yourself, and this is a key for successfully 
determining all of the angles of a possible solution. 
You can also use other structured problem solving 
techniques which are to open discussion on each 
idea, to use voting system (raise your hand to 
agree/disagree/debate), or to give everyone 3 votes 
and to place them on the different ideas, and select 
top 5 ideas. 
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• Step 3:  Select solution.

Based on the advantages and 
disadvantages of the various solutions 
proposed, decide which solution or 
combination of solutions offers the most 
promise for achieving the objective.
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Next step: 

 

There may be a number of possible solutions which 
may not be mutually exclusive, some more 
appropriate than others. You need to move from 
problem analysis to a method for decision making. 
Identify alternative solutions and assess the 
consequences of implementing each. Testing 
solutions against causes is one mechanism for doing 
this, and select the most promising alternative.  
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• Step 4: Plan action.

• Analyze the forces for and against the change.

• Who will be responsible for what?  Workers?  
Managers?

• When will they do it?

• Consider “piloting” the solution.

• If piloted, consider implementing under person 
who is best suited to make the action work, 
overcome challenges and establish best practices 
for later up‐scaling.

• Successful implementation depends on how well you’ve 
done in all of the other stages!
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Next step: 

 

After choosing the most promising alternative, at this 
stage, people need to put the decision into action. 
This involves conveying the decision to those 
affected by it and getting their commitment to it. If 
the people who must carry out a decision participate 
in the process, they are more likely to enthusiastically 
support the outcome than if you just tell them what 
to do. There may not be an ideal solution, but there 
should be a best one even if the best means the least 
worst.  
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• Step 5: Decide how things went and what needs 
further action

• Were the objectives met?

• What happened?  

• Who is the best judge?

• How should the evidence be gathered?

• What was the value of the change?

• What can we learn from this?

• What should happen next?
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Evaluate the 
outcomes: 

 

The last step in the decision-making process involves 
evaluating the outcome of the decision to see if the 
problem had been resolved. In this sense, decision 
makers need to consider these questions which are: 
 
 Were the objectives met? 
 What happened?   
 Who is the best judge? 
 How should the evidence be gathered? 
 What was the value of the change? 
 What can we learn from this? 
 What should happen next? 
 
What if this evaluation shows the problem still exists? 
The manager would need to assess what went 
wrong. Was the problem incorrectly defined? Were 
errors made in the evaluation of the various 
alternatives? Was the right alternative selected but 
poorly implemented? Answers to questions like these 
might send the manager back to one of the earlier 
steps. It might even require re-doing the whole 
decision process.  
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Step 1 List all possible 
solutions even bad 
ones 

Step 2 List advantages and disadvantages of 
each solution 

Step 3 Choose 
best or most 
practical solution 
or combination 

Step 4 Plan how to carry 
out solution 

Step 5 Record 
progress and 
review plans. Feel 
good about your 
efforts 

Advantages  Disadvantages 
How will I achieve my 
goal? 
1 

2 

3 

4 

Problem:
Objective:
Information needed:

 

Problem solving sheet could be used for finding 
solutions for problems that hotels face. It is based on 
the 5 step process, and is the systematic and 
thorough way to find the best suitable solutions.  
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• Bar Graphs, histograms, scattergrams

• Flow Charts

• Cause and effect (“Fishbone”) Diagrams

• Pareto Diagrams
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Tools for tracking, 
measuring status, 
documenting results
: 

 

Statistical tools can help you collect data. You can 
use tools like process flowcharting to map out 
visually what is done and check sheets to record how 
often. After you have collected data, you need to 
make conclusions about the problems that exist and 
determine ways to solve them. Analysis tools such as 
the fishbone diagram can help you look at possible 
causes to the problem. 
 
A bar chart or bar graph is a chart with rectangular 
bars with lengths proportional to the values that they 
represent. The bars can also be plotted horizontally. 
Bar charts are used for plotting discrete (or 
'discontinuous') data i.e. data which has discrete 
values and is not continuous. Some examples of 
discontinuous data include 'shoe size' or 'eye colour', 
for which you would use a bar chart. In contrast, 
some examples of continuous data would be 'height' 
or 'weight'. A bar chart is very useful if you are trying 
to record certain information whether it is continuous 
or not continuous data. 



Histogram is a graphical display of tabular 
frequencies, shown as adjacent rectangles. Each 
rectangle is erected over an interval, with an area 
equal to the frequency of the interval. The height of 
a rectangle is also equal to the frequency density of 
the interval, i.e. the frequency divided by the width 
of the interval. The total area of the histogram is 
equal to the number of data. A histogram may also 
be based on the relative frequencies instead. 
A scatter plot is a type of mathematical diagram 
using Cartesian coordinates to display values for two 
variables for a set of data. The data is displayed as a 
collection of points, each having the value of one 
variable determining the position on the horizontal 
axis and the value of the other variable determining 
the position on the vertical axis. This kind of plot is 
also called a scatter chart, scatter diagram and 
scatter graph. 
A flowchart is a common type of diagram that 
represents an algorithm or process, showing the 
steps as boxes of various kinds, and their order by 
connecting these with arrows. This diagrammatic 
representation can give a step-by-step solution to a 
given problem. Data is represented in these boxes, 
and arrows connecting them represent flow/ direction 
of flow of data. Flowcharts are used in analyzing, 
designing, documenting or managing a process or 
program in various fields. 
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Personnel

procedure

Equipment

material

Food spoilage

Late breakfast

Wrong order taken
Item not available

Oven/ grill not working
Lack of staff

Storage of crockery

Slow processing by order taken

Lack of training

 

The goal of problem solving is to identify the causes 
of problems in order to correct them. The cause-and-
effect diagram is an important tool in this task; it 
assists the generation of ideas for problem causes 
and, in turn, serves as a basis for solution finding. At 
the end of the horizontal line, a problem is listed. 
Branches pointing into the main stem represents a 
possible cause. The diagram identifies the most likely 
causes of a problem so that further data collection 
and analysis can be carried out.  
 
Cause-and-effect diagrams are constructed in a 
brainstorming type of atmosphere. Everyone can get 
involved and feel they are an important part of the 
problem-solving process. Usually, small groups drawn 
from manufacturing or management work with a 
trained and experienced facilitator. The facilitator 
guides attention to discussion of the problem and its 
causes, not opinions. As a group technique, the 
cause-and-effect method requires significant 
interaction between group members. The facilitator 
who listens carefully to the participants can capture 
the important ideas. A group can often be more 
effective by thinking of the problem broadly and 
considering environmental factors, political factors, 
employee issues, and even government policies if 
appropriate.  
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A pareto diagram is a histogram of the data from the 
largest frequency to the smallest. Often one also 
draws a cumulative frequency curve on the 
histogram. Such a visual aid clearly shows the 
relative magnitude of defects and can be used to 
identify opportunities for improvement. The most 
costly or significant problems stand out. Pareto 
diagrams can also show the results of improvement 
programs over time. They are less intimidating to 
employees who are fearful of statistics.  
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• Depends on workplace cooperation, which in 
turn depends on trust and communications

• Improvement is not a one‐off event.

• What works today may not work tomorrow!

• Ongoing effort of identifying and solving the 
causes of problems.

• Focuses on small‐step improvements.

• Total‐systems approach to see individual 
items as well as the whole process. 

• Most important aspect is to act – to solve 
enterprise problems!
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Ongoing process of 
problem solving and 
organizational 
polishing: 

 

Hotel improvement is not a one-off event that can be 
done once and forgotten about. The workplace is 
continually changing and what works well today may 
not work well tomorrow, if there are changes to your 
human resources, service line, service specifications. 
You have to have a systematic approach that relies 
on continuous improvement which addresses items 
individually as well as collectively to see what needs 
changing, updating, or shifting to work efficiently for 
long-term gains. Also, one important aspect of 
continuous improvement is to act. You need to keep 
moving, reviewing, identifying, and assessing your 
work processes to improve. 
 
Continuous improvement, based on a Japanese 
concept called kaizen, is the philosophy of continually 
seeking ways to improve processes. Continuous 
improvement involves identifying benchmarks of 
excellent practice and instilling a sense of employee 
ownership in the process. The focus can be on 
reducing the length of time required to process 
requests for loans at a bank, the amount of scrap 
generated at a milling machine, or the number of 
employee injuries at a construction site. Continuous 
improvement also can focus on problems with 
customers or suppliers, such as external customers 
who request frequent changes in shipping quantities 
or internal suppliers who fail to maintain high quality. 
The bases of continuous improvement philosophy are 
the beliefs that virtually any aspect of a process can 
be improved and that the people most closely 
associated with a process are in the best position to 
identify the changes that should be made. The idea is 
not to wait until a massive problem occurs before 
acting.  
 
Note that employee involvement is central to the 
philosophy of continuous improvement. However, the 
last two steps are crucial if the philosophy is to 
become part of everyday operations. A sense of 
operator ownership emerges when employees feel a 



responsibility for the processes and methods they use 
and take pride in the quality of the service or product 
they produce. If comes from participation on work 
teams and in problem-solving activities, which instill 
in employees a feeling that they have some control 
over their workplace and tasks.  
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• Decrease the amount of time needed to 
implement changes.

• Increase morale and commitment.

• Minimize conflicts and disputes.

• Facilitate agreements on policies/practices.

• Encourage innovation and information 
sharing. 
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Helps to: 

 

Hotel is a labor-intensive workplace. People-problems 
can be numerous, and workplace cooperation is 
essential for performance improvement. The levels 
and forms of workplace cooperation vary from 
organization to organization, and it can be formal or 
informal or a mixture of the two. For example, 
workplace cooperation can involve anything from 
information sharing and joint problem-solving to 
consultation and collective bargaining. Working 
together through a common understanding of the 
primary goals and principles of the organization 
decreases the amount of time needed to implement 
changes for increased productivity, improves worker 
morale and participation, and minimizes conflicts and 
disputes. 
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• Influences willingness of workers and managers to 
cooperate towards common goals.

• Low trust results in:

− lack of communication.

− non‐efficient use of inputs and outputs.

• High levels of trust:

− encourage innovation.

− make changes in processes easier.

− enhance two‐way communication.

− allow employees to understand/identify with the 
organization and its objectives.
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Built on 
relationships : 

 

For effective workplace cooperation, it is essential to 
have good communications and trust between 
workers and managers. Trust is built on relationships, 
which involve emotions or feelings of confidence, 
honesty, integrity, justice, beliefs and hope. Low 
trust results in a lack of communication between 
managers and workers. This, in turn, can affect the 
efficient use of inputs and output, innovation in 
production or product design, customer satisfaction, 
turn-around and delivery rates, opening up of new 
markets, etc. Low levels of trust require managers to 
constantly guard against acts to undermine the 
enterprise which require more supervisors per 
worker. On the other hand, while building a high 
level of trust takes time and effort, it is well worth of 
in the long run because it will encourage innovation, 
make changes in processes easier, enhance two-way 
communication, and allow employees to understand 
with the organization and its objectives.  
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• Keep promises.

• Tell the truth.

• Be open with others.

• Managers also need to:

− implement policies fairly and consistently.

− encourage open communications at all levels.

− remember employees and recognize achievement 
and effort.

− clarify expectations of workers and what workers 
can expect from management.
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Both workers and 
managers need to
: 

 

To encourage trust, both workers and managers 
need to keep promises, to tell the truth, and to be 
open with others. In addition, managers need to 
implement policies fairly and consistently for all 
workers and encourage open communications at all 
levels of the organization. Managers can help 
establish trust by remembering all employees by 
names and by clarifying their expectations of workers 
as well as what workers can expect from them. This 
helps to create an open environment where everyone 
is made to feel comfortable. 
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• Identify areas where employees can 
have more control over their own 
work.

• Use joint‐problem solving 
techniques.

What else can you do?
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Once you have 
started working on 
building trust: 

 

Once you have started to work on building trust, you 
can also:  
 Identify areas where employees can have more 
control over their own work.  
 Use joint problem-solving techniques to involve both 
workers and managers in the decision-making 
process.   
 
Building an environment of trust is a long-term 
process and is only achieved when it becomes part of 
the organizational culture. It is often helped when 
top managers make specific efforts to demonstrate 
their commitment to the process. For example, when 
the CEO speaks to all employees to inform them of 
major changes in service specifications and outlines, 
the transition will be less intimidating to them.  
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• Must have effective communications 
between managers and workers at all levels.

• Good communications are more than 
sending information from one person to 
another. 

• It is ensuring that the messages are 
understood.

• Give employees the opportunity to 
communicate their reaction to any proposals 
put to them and to put forward counter 
proposals. 

• Effective communication requires honesty 
and openness from both parties.
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How well each part 
understands what 
the other is saying
:

 

Workplace cooperation has little chance of success 
unless there is effective communication between 
managers and workers at all levels. Communication is 
the exchange of ideas, opinions, and information 
through written or spoken words, symbols, or 
actions. A manager and an employee, or any two of 
employees, may have a conversation about some 
aspects of work. Each listens to the other’s words, 
looks at gestures, reads the relevant documents, or 
looks over the equipment to understand what the 
other means. When the two achieve a mutual 
understanding about what is to be done in the work 
situation, they have communicated effectively. 
 
When you inform employees about the strategic 
vision, mission, and objectives of the organization, 
they are able to better understand and appreciate 
the expectations of them. This also encourages 
higher employee involvement in improvement and 
decision-making processes. As mentioned, effective 
communication, however, is a two-way process which 
allows for input from both sides and enables parties 
to clarify and misunderstandings. This level of 
communication is more participatory and shows that 
you are open to listening to the other’s perspective. 
It gives employees the opportunity to communicate 
their reactions to any proposals put to them, as well 
as to put forward counter proposals. 
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• Develop channels of communication so that 
information about the enterprise’s goals and 
strategic vision can be widely shared.

• Be clear and precise in your own communications.

• Provide tips/training on how to communicate 
effectively through active listening.

What else can you do?

45 © International Labour Organization

How to increase 
open 
communications: 

 

Another common tool used for improving 
communication in an enterprise is an employee 
suggestion scheme. This mechanism aims to capture 
employee’s ideas on areas that are not within their 
control. Typically, the process involves the following 
steps: 
 
 Workers write their suggestion on a piece of paper 
and place it in a box that is easily accessible.  
 Designated manager publicly empties the suggestion 
box on a regularly scheduled basis, such as once a 
week, and reads the suggestions.  
 Committee decides which suggestions to implement 
and responds to all suggestions.  
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• Use a variety of methods to ensure that key 
information is communicated with all employees.

• Examples include:

− bulletin boards.

− newsletters.

− announcements attached to payslips.

− employee suggestion schemes.

What else can you do?
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To support open 
communications: 

 

Another important way to encourage workplace 
cooperation and open communications is to ensure 
that key information is shared across the 
organization. Employees have a greater sense of 
belonging and commitment to an organization when 
they are informed of management decisions and 
developments affecting the organization. This can be 
done in a variety of different ways, many of which 
are easy to implement. For example, holiday 
information can be posted on a bulletin board or 
attached to pay-slips to remind managers and 
workers of upcoming holidays. A newsletter is a good 
way to share more in-depth information on new 
customers or strategic goals of the organization. 
Employee suggestion schemes are another good way 
to share information. While these examples are one-
way communications they are useful to communicate 
information quickly to a large group. Since they do 
not allow for immediate feedback or input, they 
should not be used for communicating changes that 
may affect workers in a negative way.   
 
The communication processes in organizations are 
highly complex, quite difficult to define, and to 
identify specifically. That is, although formal 
communications, networks, and channels can be 
drawn on an organization chart, the ways that 
information flows or does not flow among people, 
units, and levels are virtually impossible to pin down. 
Informal communication channels have a life of their 
own; they grow and change as people come and go 
and as the organization grows or shifts in structure. 
Members of an organization spread around the world 
can now talk to each other any time, via computer, 
electronic mail, or just the telephone. Widely 
dispersed units engaged in various activities can 
integrate their efforts smoothly and simply through 
telecommunications may increase, new advances will 
make it more exciting and open up whole new 
opportunities. 
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• Step 1:  Generate Alternative Solutions

• Step 2:  Judge the Alternatives

• Step 3:  Select Solution

• Step 4:  Plan Action

• Step 5:  Evaluate the Outcomes
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First, based on the      
problem, what is your 
objective and what      
information do you    
need?  Based on this, 
how do you solve it?
:

 

High rates of absenteeism has bad effects on service 
productivity. When a manager recognizes this 
problem, he/she needs to figure it out. For example, 
he/she needs to make an objective such as lowering 
the percentage to 5% average per day, and should 
find the reasons why workers are absent often. The 
main reason could be that almost all workers do not 
have anyone to take care of their children except 
them. In this case, manager can think of making a 
day-care center for them, or letting them to have 
flexible work-shift or working hours, etc. Among 
many alternative solutions, the manager can get an 
idea on how to solve the problem. 
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• Keep communications open to encourage 
ongoing feedback and commitment. 

• Use joint problem‐solving techniques to 
encourage workers and managers to share 
ideas.  

• Implement a systematic approach to make 
significant improvements. 

• Continually measure your progress to see if 
you are meeting your workplace cooperation 
and hotel improvement goals.
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Enterprise 
improvement and 
workplace 
cooperation: 

 

At the session 2, we have learned that there are a 
few strategies to inspire workplace cooperation which 
are: 
 
 Keep communications open to encourage ongoing 
feedback and commitment.  
 Use joint problem-solving techniques to encourage 
workers and managers to share ideas.   
 Implement a systematic approach to make 
significant improvements. 
 Continually measure your progress to see if you are 
meeting your workplace cooperation and hotel 
improvement goals. 
 



Session 2 Checklist. How does your hotel measure up: Workplace 
cooperation and joint problem-solving. 
 

R  A  T  I  N  G  
 1 2 3 4 5 

WORKPLACE COOPERATION AND JOINT PROBLEMS SOLVING 
1 Quality of communication between 

management and workers 
     

2 Information about business openly shared 
with workers 

     

3 Good team work      

4 Management involves workers in decision-
making 

     

5 Workers’ interest in the outcome of work      

6 Workers’ willingness to co-operate      

7 Employees are encouraged to make 
suggestions 

     

8 Number of improvement suggestions      

9 You often implement suggestions made by 
workers 

     

10 All responsibilities and tasks are clearly 
distributed among employees 

     

                 
               Overall rating: 
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3

Guest satisfaction

Service quality 

Operation implementing strategies

Topics in this chapter

 

 At the third session, we are going to talk about how 
to boost guest satisfaction. For this, we are going to 
think of what constitutes guest satisfaction, and how 
to improve service quality, and specifically how to 
improve operations.  
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Video clip: 

 

This is a video clip that shows how a guest could be 
mad at hotel services. The person shows why he is 
upset with the services that a hotel provided. This 
could be translated into what customers look for in 
hotel services, and give some ideas how hotel 
management and staff can avoid this problem and to 
meet guest satisfaction.  
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A person’s feelings of pleasure or 
disappointment that result from 
comparing a product’s perceived 
performance to their expectations.
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Satisfaction:

 

Whether the buyer is satisfied after purchase 
depends on the offer’s performance in relationship to 
the buyer’s expectations, and whether the buyer 
interprets any deviations between the two. In 
general, satisfaction is a person’s feelings of pleasure 
or disappointment that result from comparing a 
product’s perceived performance (outcome) to their 
expectations. If the performance falls short of 
expectations, the customer is dissatisfied. If the 
performance matches the expectations, the customer 
is satisfied. If the performance exceeds expectations, 
the customer is highly satisfied or delighted. 
Customer assessments of product/service 
performance depend on many factors, especially the 
type of loyalty relationship the customer has with the 
brand. Consumers often form more favorable 
perceptions of a product with a brand they already 
feel positive about.  
 
Although the customer-centered firm seeks to create 
high customer satisfaction, that is not its ultimate 
goal. If the company increases customer satisfaction 
by lowering its price or increasing its services, the 



result may be lower profits. The company might be 
able to increase its services, the result may be lower 
profits. The company might be able to increase its 
profitability by means other than increased 
satisfaction. Also the company has many 
stakeholders, including employees, dealers, suppliers, 
and stockholders. Spending more to increase 
customer satisfaction might divert funds from 
increasing the satisfaction of other partners. 
Ultimately, the company must operate on the 
philosophy that it is trying to deliver a high level of 
customer satisfaction subject to delivering acceptable 
levels of satisfaction to the other stakeholders, given 
its total resources.   
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The totality of features and 
characteristics of a product or 
service that bear on its ability to 
satisfy stated or implied needs.
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Quality: 

 

Satisfaction will depend on product and service 
quality. What exactly quality? Various experts have 
defined it a s “fitness for use”, “conformance to 
requirements”, “freedom from variation”, and so on. 
We will use the American Society for Quality control’s 
definition: Quality is the totality of features and 
characteristics of a product or service that bear on its 
ability to satisfy stated or implied needs. This is 
clearly a customer-centered definition. We can say 
that the seller has delivered quality whenever its 
product or service meets or exceeds the customers’ 
expectations. A company that satisfies most of its 
customers’ needs most of the time is called a quality 
company, but we need to distinguish between 
conformance quality and performance quality.  
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Product and service quality, customer satisfaction, 
and company profitability are intimately connected. 
Higher levels of quality result in higher level of 
customer satisfaction, which support higher prices 
and (often) lower costs. Studies have shown a high 
correlation between relative product quality and 
company profitability. Companies that have lowered 
costs to cut corners have paid the price when the 
quality of the customer experience suffers. 
 



54 

54 © International Labour Organization

Perceived service 
quality gap: 

Expected service
“What I want”

Perceived service
“What I get”

Perceived service 
quality gap

 

Customers assess service quality by comparing the 
service they receive with the service they desire. The 
gap is actually made up of several other gaps – all of 
which are potential breaks in the links of the 
relationship. Research has identified four 
intermediate gaps that, taken together, lead to the 
overall gap between expected quality and the overall 
perceived quality of service as received.  
 
The first gap is the difference between consumer 
expectations and management perceptions of 
consumer expectations. Management might not 
always understand what features cannot high quality 
to consumers, what attributes a service must have in 
order to meet consumer needs, and what levels of 
performance of these particular features are 
necessary to deliver high quality service.  
 
The second gap is the difference between 
management perceptions of consumer expectations 
and the means by which these expectations might be 
met. Even if knowledge of customer expectations 
does exist, the means to deliver services that match 
or exceed customer expectations might not exist. 
Executives frequently cite various constraints to 
explain the fact that services have not been designed 
effectively to meet customer needs. These 
constraints are often expressed in terms of difficulties 
with resources and/or markets. However, many 
managers go further than this and believe that it is 
actually impossible to meet customer needs. They 
therefore find it impossible to establish specifications 
to meet those needs. In these cases, the gap 
between customer expectations and means by which 
these expectations might be met can be attributed to 
the absence of meaningful management commitment 
to service quality. Therefore, a variety of factors – 
resource constraints, market conditions, and/or 
management indifference – can result in a 
discrepancy between management’s perception of 
consumer expectations and the actual specifications 
established for a service.  
 
The third gap is the difference between the 
specifications for the service and the actual delivery 
of the service. It can be referred to as the “service 
performance gap” – that is, the extent to which 
service providers do not perform at the level 
expected by management. The service-performance 
gap occurs when employees are unable or unwilling 
to perform the service at the desired level. 
 
The fourth gap is the difference between service 
delivery and external communications. Media 
advertising and other communications by a firm can 
affect consumer expectations. Such media 
advertising might contain exaggerated promises or 



might not contain certain vital information about 
aspects of the service delivery. This can create 
discrepancies between external communications and 
actual service delivery. 
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Listening
Reliability
Basic service
Service design
Recovery
Surprising customers
Fair play
Teamwork
Employee research
Servant leadership
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10 lessons: 

 

Pioneers in conducting academic service research, 
Berry, Parasuraman, and Zeithaml offer 10 lessons 
that they maintain are essential for improving service 
quality across service industries.  
 
Listening: Understand what customers really want 
through continuous learning about the expectations 
and perceptions of customers and noncustomers.  
Reliability: Reliability is the single most important 
dimensions of service quality and must be a service 
priority.  
Basic service: Service companies must deliver the 
basics and do what they are supposed to do-keep 
promises, use common sense, listen to customers, 
keep customers informed, and be determined to 
deliver value to customers.  
Service design: Develop a holistic view of the service 
while managing its many details. 
Recovery: To satisfy customers who encounter a 
service problem, service company should encourage 
customers to complain and personally, and develop a 
problem-resolution system. 
Surprising customers: Although reliability is the most 
important dimension in meeting customers’ service 
expectations, process dimensions such as assurance, 
responsiveness, and empathy are most important in 
exceeding customer expectations, for example, by 
surprising them with uncommon swiftness, grace, 
courtesy, competence, commitment, and 
understanding.  
Fair play: Service companies must make special 
efforts to be fair, and to demonstrate fairness, to 
customers and employees. 
Teamwork: Teamwork is what enables large 
organizations to deliver service with care and 
attentiveness by improving employee motivation and 
capabilities. 
Employee research: Marketers should conduct 
research with employees to reveal why service 
problems occur and what companies must do to 
solve problems.  
 Servant leadership: Quality service comes from 
inspired leadership throughout the organization; from 
excellent service system design; from the effective 
use of information and technology; and forme a 
slow-to-change, invisible, all-powerful, internal force 
called corporate culture. 
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A detailed planning and diagnostic 
document that depicts the service 
events and processes as a flowchart 
– a “map ” of interesting paths.
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Service blueprint
: 

 

The quality experienced by the customer is created 
at the “moment of truth,” when the service provider 
and the client meet in a face-to-face interaction. The 
most perfectly designed and engineered service-
delivery system will fail if the customer’s needs are 
not fulfilled during this “moment of truth” at the 
service encounter. One of the most promising tools in 
designing an effective service system that meets the 
needs of the “moments of truth” is service 
“blueprinting”. The benefits of using service 
blueprinting is depicting and analyzing all the 
processes involved in the production and delivery of 
services. Such a service blueprint is essentially a 
detailed planning and diagnostic document that 
depicts the service events and processes as a 
flowchart – a “map” of interesting paths.  
 
Blue printing rests on the notion that the “moment of 
truth” in rendering a service is the final act in a series 
of service processes. Blueprinting can be used to 
represent, in diagrammatic form, the various 
processes that constitute the entire service system 
and the interrelationships among these individual 
processes. The service blueprint thus allows 
management and employees to visualize, organize, 
and manipulate the entire service system.  
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Example: 

 

The very act of creating service blueprint provides 
management with a right insight into every aspect of 
the production, consumption, and quality of the 
overall service. Even if there are not apparent 
problems, managers gain a better perspective of 
their overall service system, and a useful insight into 
how various functions fit together. Moreover, any 
particular component of the blueprint can be further 
expanded into a detailed blueprint if needed. A 
“blueprint within a blueprint” gives management 
helpful guidance in the setting of standards for 
individual components within the system. It also 
enables particular problem areas to be examined in 
detail. For example, if it is learned that delay during 
check-out at reception is unacceptable to customers, 
that particular step can be blueprinted in detail to 
identify and rectify the problem.  
 
A blueprint should represent reality-not dreams. That 
is, a blueprint examines how the system really works, 
as opposed to some ideal version of how it is 
supposed to work. If it is to reflect the reality of the 
service, the blueprint must be developed in 
consultation with the people who are directly 
involved with the process in question. Managers 
might believe that they have an excellent overall 
strategic understanding of the system. But this is 
mere abstract theory unless it is informed by close 
consultation with the people who actually know how 
the system works. 
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Empowering employees confidently and 
capably addressing unique problems and 
opportunities as they occur

Customizing and personalizing services
Forming long‐term relationships with customers
Serving the unpredictable and non‐routine 
needs of customers
Encouraging employees to make spontaneous 
decisions to assist customers
Seeking and retaining employees who have  
high aspirations, strong interpersonal skills, and 
a demonstrated ability to be self‐managed
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Goal and strategy of 
empowerment
: 

 

In the past, service organizations have tended to 
neglect a huge potential resource-the individual 
abilities of their employees. The rigid policies, 
structures, and systems in many organizations have 
often presented barriers to individual talent and 
imagination. Moreover, they have prevented an 
organization from reaping the full potential of its 
human resources. The traditional structures and work 
arrangements of many hospitality and tourism 
organizations can engender a feeling of 
disempowerment. Organizations that wish to instill a 
culture of empowerment must evolve systems and 
procedures that do not restrict employees. For 
example, employees at Hampton Inn are encouraged 
to break the rules of their traditional job descriptions 
if those rules inhibit the likelihood of customer 
satisfaction. The concept of empowerment allows 
employees to utilize their personal resources in the 
workplace-to the benefit of employees, customers, 
and the organization.  
 
The empowerment of service employee is considered 
to be one of the best options available to hospitality 
and tourism managers when dealing with the 
problems of customer complaints and operational 
bottlenecks. Employees who perceive that they have 
the right and the responsibility to solve problems 
themselves are more effective in handling all manner 
of day-to-day service difficulties. For example, the 
outstanding service reputation of Marriott hotels was 
founded on a management philosophy of ensuring 
that employees possess high self-esteem. Many other 
leading service organizations also utilize this 
philosophy successfully-seeking ways to encourage 
and reward their employees for exercising initiative in 
their day-to-day work. Such empowerment produces 
a state of mind that assists employees to respond 
immediately and effectively to customers’ difficulties. 
 
Superior service does not result from employees 
undertaking systemized tasks according to set 



procedures with management adopting a training 
role. Rather, excellence in service comes from 
employees showing initiative in a trusting work 
environment in which management assumes a 
supporting role. Management must therefore ensure 
that it establishes appropriate strategies and systems 
whereby employees will be able to exercise trust. 
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Service guarantees is a twofold vow:

that service delivery will meet company 
promises; and, if it does not
that  the company will promptly 
compensate the customer
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Service guarantees
: 

 

Every business encounter involves risk, and in every 
business encounter one side of the transaction always 
assumes more of the risk than the other. This might occur 
explicitly or implicitly. Indeed, the participants might not 
always be consciously aware of the distribution of risk. 
However, in every business transactions involve more risk 
than others. When customers purchase a service, they 
usually take a relatively high risk than when they purchase 
a physical object-and they know it. In purchasing an 
intangible service they cannot protest the outcome, and 
there is, of course, no specific physical object to be 
examined before purchase. The purchase of hospitality and 
tourism services are perfect examples-the services cannot 
be reworked or returned. In effect, the customer makes a 
purchase in the trust and expectations of receiving a good 
result.  
 
The aim of service guarantees is to bring the customer loop 
right in to every employee in the company-the employees 
can literally hear the customer speaking to them through 
these guarantees. Indeed, service guarantees are likely to 
be a more effective strategy for gaining customer feedback 
than traditional feedback questionnaires. For example, 
managers at Hampton Inn adopted service guarantees, in 
association with rewards for employees for their 
commitment to such guarantees. These managers began to 
hear stories about their front-line staff members going out 
of their way to help and please customers. The service-
guarantee program at Hampton Inn thus assisted 
managers and staff to respond immediately when there 
was a need to improve the services on offer.  
 
One of the important benefits of the service guarantee is, 
therefore, that it works as an effective conduit of feedback 
from customers. Such feedback enables employees to 
analyze situations and to take action to satisfy customers. 
Such system thus enhances a firm’s capacity to improve 
systems continuously, while simultaneously providing an 
opportunity to transform dissatisfied customers into lifelong 
loyal customers. In an effort to encourage both positive 
and negative feedback, the use of a reward system-
directed at both customers and employees-can be very 
useful. Such a reward system, by which customers are 
rewarded for their comments, and by which employees are 
rewarded for solving problems, effectively compels the 



organization to respond to customer feedback, and this is a 
great advantage to any firm. A powerful competitive 
advantage is available to any hospitality and tourism firm 
that is willing to offer a service guarantee and that proves 
capable of delivering on that promise. Service guarantees 
thus provide benefits to the provider, as well as to the 
customer. For the provider, a service guarantee lifts the 
game of the whole organization and implicitly improves the 
whole service-delivery system.  
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Doing it right the second time! 
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Service recovery
: 

 

In services, it is commonly these very core 
competencies that fail to meet customer’s 
expectations. Research has shown that breaking the 
service promise is the single most important way in 
which service companies fail their customers. From 
the customer’s point of view, a service firm’s capacity 
to deliver the core competencies is inextricably linked 
to reliability-that is, the ability to offer service without 
failure. Reliability is the core of service quality. 
Service recovery is a systematic process undertaken 
by an organization in an effort to return aggrieved 
customers to a state of satisfaction after a service or 
product has failed to live up to expectations. Effective 
service recovery leads to enhanced perceptions of 
the firm’s competence and a favorable image in 
terms of perceived quality and value. It is imperative 
to manage a customer’s entire experience with the 
firm through numerous service encounters. Customer 
perceptions of so-called “moments of truth” play a 
major role in gaining customer satisfaction and in 
influencing future purchase decisions. Each of these 
encounters presents an opportunity for a firm to 
prove its superior quality of service or, alternatively, 
to lose its customers’ trust and loyalty. In addition, 
employees take note of how their firm handles 
problems. A service firm’s ability to respond 
immediately to complaints of service failure can 
therefore communicate important signals about the 
firm to employees, as well as to its customers. 
 
Most customers are sympathetic to unforeseen 
service failure. They understand that these things do 
occur despite a service provider’s commitment to 
offer superior service. Customers are, in fact, seldom 
unhappy about inadvertent service mishaps. Rather, 
they are unhappy if the service organization is 
unwilling to accept responsibility for the mishap. 
More importantly, they are especially unhappy if the 
service provider is unable to take immediate action to 
fix the situation. From a customer’s perspective, 
recovering failed service demonstrates fulfillment of 



the firm’s promise, and thereby confirms a firm’s 
superior service.  
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• Satisfaction is a person’s pleasure or 
disappointment resulting from comparing a 
product’s perceived performance to their 
expectations.

• Product and service quality, customer 
satisfaction, and company profitability are 
intimately connected.

• Creating service blueprint provides 
management with a right insight into every 
aspect of the production.

• There are three ways to improve service quality 
which are service empowerment, service 
guarantee, and service recovery.
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Boosting guest 
satisfaction: 

 

At the session 3, you have learned that:  
 
 Satisfaction is a person’s pleasure or disappointment 
resulting from comparing a product’s perceived 
performance to their expectations. 
 Product and service quality, customer satisfaction, 
and company profitability are intimately connected. 
 Creating service blueprint provides management 
with a right insight into every aspect of the 
production. 
 There are three ways to improve service quality 
which are service empowerment, service guarantee, 
and service recovery. 
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Draw a service blueprint of a function that 
you want to improve in your hotel
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Exercise: 

breakfast menu is delivered to the 
guests' room the previous night

order is placed by phone, TV, or note 
on the guest's door

guests eat their breakfast and 
perhaps order more

dishes are collected from the guests' 
room; lunch menus placed in the 
room

Service blueprint of room service breakfast

 

Drawing a blueprint of hotel service could be used for 
finding solutions for problems or for improving 
current services. The given example is a service 
blueprint of room service breakfast. 
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In your group, 
decide how much 
stars do you deserve
:

Management should 
be particularly 
careful to solicit 
workers’ views 
during this exercise.

 

This exercise aims to check how much improvement 
has been achieved in service quality and guest 
satisfaction in your hotel by this training. For this 
purpose, performance checklist sheet will be provided 
to all participants to measure up the progress. This 
checklist indicates 25 important points to consider, 
and management should be particularly careful to 
solicit worker views during this exercise. 
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4

Working environment

Human Resource Management

HR problems

Topics in this chapter

 

At this session, we are going to talk about how to 
get, hire, and keep good staffs. By the end of this 
session, you will be able to: 
 
 Describe what a good working environment is. 
 Understand the importance of human resource 
management. 
 How to solve major HR problems.  
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• Lack of communication from the top

• Uncompetitive salary, not paying due amount

• No recognition for achievements

• Poor boss/line manager

• Little personal development

• Ideas being ignored

• Lack of opportunity for good performers

• Lack of benefits

• Work not enjoyable

• Not feeling that what I do makes a difference
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What makes for a 
bad work 
environment: 

 

Work climate is the “weather of the workplace.” Just 
as the weather can affect daily activities, the work 
climate influences employee behavior. Every 
organization has a work climate. High-performing 
work groups can operate well even in organizations 
that are troubled by declining funding, weak senior 
leadership, or similar problems. Work-group climate 
influences results. A positive work-group climate 
motivates employees to improve their performance 
by going above and beyond job expectations. Better 
performing work groups contribute to better 
organizational performance, which in turn leads to 
better results.  
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• Friendly, supportive colleagues

• Enjoyable work

• Supportive boss or line manager

• Good work/life balance

• Varied work

• Belief that we're doing something worthwhile

• Feeling that what we do makes a difference

• Being part of a successful team

• Recognition for our achievements

• Competitive salary
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What makes for a 
good work 
environment: 

 

Because work-group climate is influenced by the 
actions of the work-group managers and members, 
improving managerial leadership and operational 
practices will improve the climate. Work groups could 
undertake the following activities such as: 
 
 getting to know one another better through routine 
or periodic events scheduled during or after work 
hours 
 clarifying mutual expectations for performing work 
 defining and aligning the work group around shared 
goals and aspirations 
 inspiring team members by recognizing their 
accomplishments 
 scheduling regular meetings to exchange 
information on progress towards goals and learning 
 strengthening organizational management systems, 
especially those that promote work efficiency 
 monitoring progress and using mistakes as 
opportunities for learning to do things better 
 
No matter what actions managers or other members 
of a work group take, they should communicate 
effectively with each other in ways that encourage 
understanding and learning. 
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• Worker’s role is crucial to productivity and 
quality improvement.

• Cannot implement any systems or changes 
without worker involvement and 
commitment.

• To keep productivity high, workers must be 
safe and satisfied with their work.

• Need environment that encourages 
productivity and rewards it.

• Management style: participatory for best 
results.
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Human role in 
service productivity
: 

 

To keep service productivity high, you need to ensure 
your workers are safe and satisfied with their work 
and work environment. Try to create an environment 
that encourages productivity. As mentioned before, 
this requires hotels to create a workplace 
environment where men and women are treated 
equally, and workers are involved in hotel 
improvement initiatives, and national labor standards 
are respected.  
 
Management style also affects service quality, so a 
participatory style is often the most appropriate for 
improving it. When staffs and managers are engaged 
in joint problem-solving and other improvement 
programs, there are generally higher productivity 
levels. This is because solutions are more appropriate 
(those who are most affected are involved in the 
process) and the workers who have to implement the 
changes understand why these changes are being 
made to the work environment because they have 
been part of the decision making process. 
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• The goal of HRM is to:

attract an effective workforce

develop an effective workforce

maintain an effective workforce.

• How can you create an environment that is safe, 
healthy and productive for your workers?

• Effective HR management means higher quality 
and productivity, not losing money on training 
new staff or absenteeism.
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A productive 
workforce is a key to 
any enterprise: 

 

The goals of human resource management are to 
attract an effective workforce, to develop an effective 
workforce, and to maintain an effective workforce. 
Human resource management means having a 
system that ensures you have the right amount of 
people, doing the right jobs at the right time. It 
focuses on how to create an environment that is 
safe, healthy and productive for your workers. 
 
“Our people are our most important asset.” Many 
organizations use this phrase, or something close to 
it, to acknowledge the important role that employees 
play in organizational success. These organizations 
also recognize that all managers must engage in 
some human resource management activities – even 
in large ones that have a separate HRM department. 
These managers interview job candidates, orient new 
employees, and evaluate their employees’ work 
performance.  
 
Can HRM be an important strategic tool? Can it help 
establish an organization’s sustainable competitive 
advantage? The answer to these questions seems to 
be yes.  Various studies have concluded that an 
organization’s human resources can be a significant 
source of competitive advantage. Achieving 
competitive success through people requires a 
fundamental change in how managers think about 
their employees and how they view the work 
relationship. It involves working with and through 
people and seeing them as partners, not just as costs 
to be minimized or avoided.  
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Recruitment

Induction 
& training

Separation HR Planning

Compensation  

Promotion & rewards

Discipline  

 

The chart introduces the key components of an 
organization’s human resource management process, 
which is necessary for staffing the organization and 
sustaining high employee performance. To plan and 
manage the changes in human resources in any 
organization, you need to understand the different 
phases of human resources management. 
Recruitment is the process of finding and hiring new 
workers. Since recruiting new workers is expensive 
and time-consuming, it is critical to get recruitment 
right and desirable not to have to do it more than 
necessary. Induction is the process of introducing 
new workers to the company. A good induction helps 
with early productivity and improves worker 
retention. In other words, inductions help to 
familiarize workers with company policies, 
procedures, and provides an important introduction 
to quality standards and the company’s commitment 
to quality. They are also the first opportunity to 
establish good working relations and open 
communication with a new worker and their 
supervisor. Training is the process of providing 
ongoing skills improvement, retaining or an 
introduction to using new tools/techniques. 



Compensation is the process of paying and 
recognizing workers for their efforts. Apart from 
wages, there are other ways to attract and keep 
employees which are benefits including non-cash 
compensation, health insurance, paid vacation time, 
accident insurance, and pensions, and promotion 
rewarding workers with a job involving higher skills 
and responsibilities. Discipline is the process of 
correcting unacceptable behavior or performance by 
a worker. It should be based on a standard system 
and process for responding to the various sorts of 
performance or behavior problems that can occur in 
the workplace. Separation is when a worker leaves 
the company. This can be a personal decision by the 
worker or a management decision due to discipline or 
layoffs. 
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• Lack of skilled employees

• High labour turnover

• Discrimination

• Fatigue
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Common HR 
problems: 

 

If a hotel hires, fires, promotes, and replaces people 
without considering long-term plans and company 
goals, it will face unhappy employees, poor service to 
customers, and high staff turnover. The common HR 
problems which hotels face are lack of skilled 
employees, high labor turnover, discrimination, and 
fatigue.  
 

71 

The induction training program
the nature of hotel, its facilities and services, 
and type of customers
requirements of the job 
the physical layout of the hotel and the use of 
equipment
etc

Other training program
interpersonal skills
technical skills
performance management
etc
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Employee training  
is needed: 

 

A distinctive characteristic of hotel staffing is that it is 
usually their first jobs for most of applicants so that 
they need trainings to develop skill sets for better 
services. Especially, since staff turnover is particularly 
high during the first three months of employment, it 
draws attention to the importance of an effective 
induction program. Induction involves the 
introduction of a new member of staff to the culture 
of the hotel; to its policies, procedures, and working 
practices; and to other members of staff. The first 
impressions of the hotel and its managers are seldom 
forgotten. New members of staff face an unfamiliar 
working environment and have to make a number of 
personal adjustments. A warm welcome, initial 
introductions, and a properly planned and conducted 
induction program will do much to reassure 
members, and aid their motivation and attitudes to 
work performance. A comprehensive induction 
training program could include such information as 
the following; 
 
 The nature of the hotel, its facilities and services, 
and type of customers. 
 Requirements of the job and to whom responsible, 
and any subordinate staff. 
 Main terms and conditions of employment including 
circumstances which could lead to dismissal, and 
disciplinary and grievance procedures. 



 Introductions to working colleagues, and the work 
and functions of other relevant departments. 
 The management structure of the hotel including 
responsibilities for the personnel function.  
 They physical layout of the hotel and the use of 
equipment.  
 Any special policies of procedures, and any house 
rules such as no eating or drinking, or non-smoking 
areas. 
 Fire, health, and safety regulations.  
 Trade union membership, staff representatives, 
consultation and communications, suggestion 
schemes.  
 Social and welfare facilities.  
 Opportunities for training and personal development. 
 
Also, the hotel needs to provide training program to 
improve staffs’ capabilities and hotel services. The 
usual employee training programs are; 
 
 Interpersonal skills: leadership, coaching, 
communication skills, conflict resolution, team 
building, customer service, diversity and cultural 
awareness, other interpersonal skills. 
 Technical: service training and knowledge, sales 
process, information technology, computer 
applications, other technical skills necessary to do a 
particular job.  
 Mandatory: safety, health, sexual harassment, and 
other legal compliance. 
 Performance management: Any training to help an 
individual employee improve his or her work 
performance.  
 Problem solving/ Decision making: defining 
problems, assessing causation, creativity in 
developing alternatives, analyzing alternatives, 
selecting solution.  
 Personal: career planning, time management, 
wellness.  
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Reducing staff turnover
Short‐term
▪ Identifying the nature and character of 

organization 
▪ Finding out why staff leave or stay
▪ Developing effective recruitment, employment 

interviewing and orientation process

Long‐term
▪ Establishing effective training and career‐path 

development programs
▪ The adoption of quality circles
▪ Developing profit sharing and incentive 

schemes
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How to reduce staff 
turnover: 

 

In the hospitality industry staff turnover is generally 
acknowledged to be high, especially in comparison 
with other industries. Gross turnover rates were 
identified as 19% for managers, 55% for 
craftspeople, 65% for operatives and 94% for 
supervisors. Much of the turnover is movement 
within the industry. Although hotels and guesthouses 
had the highest total turnover rate, less than half 
went outside the industry. However, this does not 
alter the frequency with which staff have to be 
replaced or the need for retraining in particular 
working methods and practices. So what can be done 
to help overcome a high level of staff turnover, 
reduce costs and make more effective use of 
managerial time? The short-term prescriptions are 
based on the principle that maintaining the flow of 
communications throughout the organization will help 



the retention of staff. They involve: 
 
 Identifying the nature and character of organization  
 Finding out why staff leave or stay 
 Developing effective recruitment, employment 
interviewing and orientation process 
 Asking staff what they want from their jobs and 
providing formal opportunities for staff to voice 
opinions about their work 
 
The long-term prescriptions are based on 
organizational change and creating the type of 
organization that staff want to work for. They 
involve:  
 
 Establishing effective training and career-path 
development programs 
 The adoption of quality circles 
 Developing profit sharing and incentive schemes 
 Establishing child-care facilities and support services 
to attract older workers 
 maintaining competitive pay scales.  
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Any decisions, actions, expressions made 
based on:
• race
• color
• sex
• religion
• political opinions
• national extraction
• social origin

Workers should be recruited, retained and 
promoted only on the basis of merit and 
their qualifications to do the job. 
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What is 
discrimination? 

 

Non-discrimination is crucial in recruitment. The 
selection process must be based on merit, focusing 
on the skills, experience and qualifications required 
for the job, not on the applicant’s race, color, sex, 
religion, political opinion, national extraction, or social 
origin. The recruitment goal is to find the right 
person. The best way to do this is to open your 
recruitment process to the widest possible pool of 
talent. Discrimination limits the freedom of individuals 
to obtain the type of work to which they aspire. It 
impairs the opportunities of men and women to 
develop their potential, skills, and talents and to be 
rewarded according to merit. 
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• High rate of absenteeism

• Productivity and quality suffer

• If you have a commitment to non‐
discrimination, you have access to a larger 
pool of talent who can help your company 
succeed

• Fairness and justice in the workplace will 
boost self‐esteem and morale of your 
workers, creating a more motivated and 
productive workforce
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Discrimination hurts 
productivity: 

 

When discrimination goes unchecked in an 
organization, it can have disruptive effects such as 
low productivity, high absenteeism, high turnover, 
poor industrial relations, and physical violence 
emanating from the sense of humiliation, frustration, 
and powerlessness felt by those discriminated 
against. Job requirements should also be tested on 
an individual basis rather than by automatically 
disqualifying a particular category of worker. For 
example, if a job requires heavy lifting then a 
manager can either test applicants for their ability 
rather than ruling out all female applicants or look at 
ways to redesign the work to avoid heavy lifting. 
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• Are your workers tired? 

• To avoid fatigue:

- take frequent short breaks.

- ensure adequate rest.

- keep the workplace clean and organized.

- respect health and safety good practices.

- avoid irregular scheduling.

- rotate shifts forward not backward.
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Fatigue: 

 

Fatigue is a main area for low service productivity. 
Are your workers tired? Do certain workers 
continually put in significant amounts of overtime or 
extended shifts? If so, you probably have lower 
service productivity and quality during those times. 
Tired and overworked employees also increase the 
risk of accidents and health and safety incidents. 
Fatigue also lowers overall morale which will reduce 
productivity and motivation to do a good job. 
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Need to recognize 
workers’
expectations: 

 

Individual have a variety of changing, and often 
conflicting, needs and expectations at work which 
they seek to satisfy in a number of different ways. 
These various needs and expectations can be 
categorized in various ways. The broad, three-fold 
framework provides a convenient starting point as a 
focus on work motivation and job satisfaction.  
 
 Economic rewards – such as pay, perks, and fringe 
benefits, material goods, job security and pension 
rights. The provision of live-in accommodation and 
meals at work could also be included under this 
heading. 
 Intrinsic satisfaction – which is derived from the 
nature of the work itself and includes an interesting 
and challenging job, variety, a sense of involvement 
and achievement, and scope for personal 
development. 
 Social relationships – such as the nature of the work 
environment, comradeship, friendship, group 
membership, the desire for affiliation, and a feeling 
of status, support or belonging.  
 
Motivation, job satisfaction and work performance 
will be determined by the comparative importance of 
these sets of needs and expectations, and the extent 
to which they are fulfilled. Economic rewards are 
clearly a motivating factor to a greater or lesser 
extent for all staffs. But given the generally low levels 
of pay for the majority of staff within the hotel 
industry, other motivating influences would seem to 
be of particular significance. Intrinsic satisfaction will 
vary from job to job and often between different 
parts of the same job. Most of us would probably 
perceive a distinction between the intrinsic 
satisfaction of the Head Chef compared with a 
kitchen porter; or between that of serving in the bar 
compared with cleaning. It is difficult to generalize. 
Intrinsic satisfaction is a personal attitude which 
varies according to the individual and according to 
particular circumstances. Social relationships would 
appear to be an important feature for many staff. 
The characteristics of the hotel industry as a service 
industry, the role of people, interactions with others, 
and the importance of good teamwork and 



supportive working relationships can be strong 
motivators at work. 
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• Goal is to maintain a satisfied workforce that 
works efficiently and with care.

• Need a good reward system to:

– attract and retain high quality workers.

– motivate workers.

– increase commitment.

– support innovation.

– promote team work.
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Need to have a good 
reward system: 

 

Most of people expect to receive appropriate 
compensation from their employer. Developing an 
effective and appropriate compensation system is an 
important part of the HRM process. It can help 
attract and retain competent and talented individuals 
who help the organization accomplish its mission and 
goals. In addition, an organization’s compensation 
system has been shown to have an impact on its 
strategic performance. A good reward system must 
enable an organization to: 
 
 Compete in the job market, attract and retain high 
quality workers. 
 Achieve continuous improvement through a system 
of pay that motivates and rewards achievement for 
performance or skills. 
 Increase commitment – all employees must develop 
a strong belief in the organization, its mission, 
strategies and values. They must also have a strong 
sense of owning the process that governs the way 
they work.  
 Support innovation – all employees must be willing 
participants in looking out for signs of changes, and 
helping with the introduction and effective use of 
modern techniques. 
 Promote team working and cross-functional 
management. All employees, both men and women, 
must feel like they are part of a team and 
contributing to the overall goals of the company.  
 
A good reward system must also be fair and 
transparent, offering the same opportunities to men 
and women employees. Compensation is a common 
area for direct and indirect discrimination so 
organizations must create systems that reduce the 
chances of women and men being paid different 
amounts for the same work. 
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• A positive work environment is the 
foundation as well as the result of good 
workplace cooperation

• Team‐based approaches help to identify 
problems and solutions.

• Good HRM essential to attract and retain a 
productive workforce.
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Getting, Training, 
and keeping good 
staffs
: 

 

At the session 4, you have learned that:  
 
 A positive work environment is the foundation as 
well as the result of good workplace cooperation 
 Team-based approaches help to identify problems 
and solutions. 
 Good HRM essential to attract and retain a 
productive workforce. 
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In your group, 
decide how much 
stars do you deserve
:

Management should 
be particularly 
careful to solicit 
workers’ views 
during this exercise.

 

This exercise aims to check how much improvement 
has been achieved in pay, benefits, and worker 
satisfaction in your hotel by this training. For this 
purpose, performance checklist sheet will be provided 
to all participants to measure up the progress. This 
checklist indicates 25 important points to consider, 
and management should be particularly careful to 
solicit worker views during this exercise. 
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• Exercise: What are your major HR problems?

• Brainstorm and identify major problems

• What are the causes – use fishbone to 
analyze the problem

• What are the solutions – Use brainstorming 
to generate possible solutions
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HR problems: 

 

Begin by asking a series of questions for participants 
to think about:  
How many participants know the total number of 
employees currently working in their enterprise? 
What percentage of your employees are women? 
How many women were pregnant last year? How 
many of them returned to work? Were you able to 
plan for these occurrences? Why do you need to 
know this information? 
 
HR management begins with knowing who your 
human resources are. You need to record at least 
some basics on employees at all levels. Ask them to 
use the Fishbone or any other tool to analyze their 
HR problems. Give them markers and paper (A4 and 
large sheets) to do this activity.  
 



 
Session 4 Checklist. How does your hotel measure up: Getting, Training, 
and Keeping your staff 
 

R  A  T  I  N  G  
 1 2 3 4 5 

GETTING, TRAINING, AND KEEPING YOUR STAFF 
1 Do you select on merit-regardless of sex or 

race? 
     

2 Do you know what benefits your competitors 

offer? 
     

3 Is your pay structure planned and 

understood, or based on ''grace and favor"? 
     

4 Do you, where appropriate, recognize 

and negotiate with a trade union? 

     

5 Do you have initiatives to develop and 

train your staff? 

     

6 Do you select staff for training and 

development on the basis of merit and 

their needs? 

     

7 Do you have a standard to decide who is 

to retire and who can stay? 

     

8 Do you have a guideline on what 

circumstances staff will be made 

redundant or laid off? 

     

9 Do you have a program such as work 

sharing or short time? 

     

10 Have you discussed with your staff on 

your employment policy? 

     

                
                    Overall rating:                 
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5

Workplace Health

Workplace safety 

Workplace welfare

Topics in this chapter

 

The fifth session is about health and safety for your 
guests and staffs. The main principle in workplace 
health and safety is to prevent accidents from 
occurring. To do this, you need to identify the various 
types of health and safety risks that exist in your 
hotel and then consider how you can eliminate, 
isolate, or minimize the risks as well as protect 
workers from harmful substances or situations. In 
general, to consider all aspects of workplace health 
and safety, we can look at three broad categories 
which are health, safety, and welfare. 
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Video clip: 

 

This video clip is about bed bug issues happened in 
Hilton hotel in Cincinnati. By watching this video, 
participants could think about why safety and health 
of hotel guests is important when they are staying in 
hotel. The participants also can discuss how to 
improve guests’ safety and health in their hotel.  
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A worker is killed in an industrial accident 
every 3 minutes and millions of workers are 
injured every year.
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Cannot ignore: 

 

Most small employers know that occupational health, 
safety, and welfare is important, but many employers 
never seem to find the time or money to attend to it. 
Many small employers do not look seriously at their 
workplace health and safety until something serious 
happens to a staff member. By then, it may be too 
late and the costs may be enough to close your 
business. 
 
Occupational health, safety and welfare is the 
management of hazards associated with our work so 
that your staff do not get hurt. In the same way that 
you have a duty of care to your customers if you 
want your business to succeed, you also have a duty 
of care to your staff for their health and safety. As an 
employer, you have to set up a system that manages 
health and safety so that your staff will not get 
injured. You must also have a plan in place to 
manage any injury or illness that does occur so that 
the worker can get back to work as soon as possible. 
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• Aside from injuries and loss of life, direct and 
indirect costs include:

– medical expenses.

– lost working days/ reduced production.

– compensation.

– training and retraining of workers.

– equipment damage and repairs.

– low staff morale.

– poor publicity.

– lost contracts because of non‐compliance.
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Costs: 

 

Occupational health and safety encompasses the 
social, mental and physical well-being of the workers 
that is the “whole person”. Most definitions look at a 
holistic approach that combines the promotion of 
highest degrees of physical and mental well-being of 
workers as well prevention and protection from risks 
and hazards. This leads to improved working 
conditions, a positive social climate and enhanced 
productivity. This is why health and safety is not an 
option, it is an integral part of any company and 
requires consultation between workers and managers 
(to identify hazards and find appropriate solutions) as 
well as commitment from all. Managers must provide 
a safe working environment, while workers must 
respect safety guidelines and identify any new 
hazards immediately. Both parties have a 
responsibility to workplace health and safety. The 
costs of not improving health and safety are too high. 
Workers and managers cannot afford to ignore risks. 
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Bedroom  
Tripping – over bedding, carpets and furniture
The kettle – Can the lead be pulled by a child? Will the 
steam affect any electrical appliances?
Stability of furniture and fittings

Bathroom
Slip mats and grab rails for preventing slipping 
accidents
Non‐slip floor
Water temperature

Other areas
Restaurant – food poisoning, etc
Swimming pool and spa safety
Fire safety
Access to first aid  kit and doctor in emergency
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Criteria to consider
: 

 

When it comes to the safety and well-being of your 
guests and staffs, make it your first priority to comply 
with regulations that govern the operations of your 
hotels, and be prepared for periodic inspections. If 
there are no regulations specific to the operation of 
hotels in your area, use your common sense in your 
own situation. There are a few factors which may 
have influences to hotel guests’ safety and health. In 
the bedroom, it could be tripping, unsuitable kettle, 
or lack of stability of furniture and fittings; In 
bathroom, it could be slippery floors or water 
temperatures; In addition, guests need to be secure 
from food poisoning, safety in swimming pool, spa, 
or health facilities, fire, and have an access to doctor 
or first aid kit in emergency or when they are injured. 
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Provide a safe place of work

Provide a safe system of work

Provide safe plant and equipment

Make sure your staff get training and 
supervision for the job they are doing

Provide adequate welfare facilities
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General guideline 
for hotel 
management: 

 

Hotel management has a duty of care to your 
customers, to your staffs and to other visitors to your 
establishment to make sure they are not injured or 
affected by the activities of your work. The main 
things you have to do are to: 
 
 Provide a safe place of work: the work environment 
such as the kitchen, customer areas and back of 
house or bar areas must be free of hazards and 
associated risks to the health and safety of your staff. 
 Provide a safe system of work: the work instructions 
and procedures that are used by your staff. 
 Provide safe plant and equipment: the cookers, 
mixers, washers, and even the hand tools such as 
knives and other implements have to be provided in 
safe condition and maintained in that condition. 
 Make sure your staff get training and supervision for 
the job they are doing: you cannot just hire a staff 
member and leave them to do their job. You have to 
provide training in the way you want that person to 
do their job and for a period of time you should 



provide supervision to help them do the job. 
 Provide adequate welfare facilities: You need to 
make sure that your staff have access to adequate 
meals areas, toilets, and first aid facilities. 
 
It does not matter whether your staffs are part time, 
full-time, casual or temporary, or even whether or 
not they are being paid – you must make sure that 
they are not put at risk because of the work they do 
for you. You have to: 
 
 Keep records of accidents, injuries, and any training 
you provide. 
 Give your staff information about hazards they may 
have to work with.  
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Overexertion

Struck‐by accidents

Falls on the same level

Falls from elevation

Burns and scalds
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Types of dangers
: 

 

Overexertion accidents can be breakdown to the 
followings such as handling containers, moving 
fixtures and furniture, handling laundry, and handling 
carts or grocery buggies. Being struck by an object or 
equipment is another danger for hotel staffs. The 
types of equipment most often involved in these 
accidents were knives, food containers, and furniture. 
Falling on the same level is happened due to slippery 
surfaces and tripping or rough surfaces. Women had 
claims for falls on the same level two and a half 
times more often than men. Also, falling from the 
elevation is from/on the stairs, from objects not 
designed for standing on such as a chair, and from 
ladders. Burns and scalds is from the contact with 
food products such as tea, soup, sauces, and with 
fat, grease, or oil. Chemical burns is also happened 
for janitorial workers when handling chemical 
cleaning products.  
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5 ways to control 
risks: 

 

There is usually some cost involved though and you 
have to select the best way to control the hazard 
depending on your resources and the level of risk. 
The diagram directs you to use effective methods of 
control in the order listed as a first priority.  
 
Elimination: As a preferred option you should try to 
get rid of the hazard completely.  
ex) A damaged mat or carpet that is posing a 
tripping hazard may be able to removed completely. 
2. Substitution: If that is not possible you may be 
able to substitute the hazard with a less hazardous 
option.  
 ex) You may be using a very toxic cleaning agent 
and you may find that either you do not really need 
to use it at all, or there is a less toxic one available 
that does the job just as well. 
3. Engineering: Many times you will find that you 
need to do the job, or use the substance or 
equipment. In this case, you should consider 
engineering or re-engineering to minimize the 
likelihood of an accident or to keep people away from 



the hazard in the event of an accident. 
 ex) Engineering controls include placing guards over 
mixers to stop people’s hands getting caught, shields 
over fryers and over hot areas or extraction units to 
get rid of air born pollutants. 
4. Administration: Administration chances may 
include making changes in the way the job is done, 
introduce shorter task shifts, ensure equipment are 
maintained regularly, provide instruction or training.  
 ex) You may decide to keep another person back for 
half an hour after closing to count the till or you may 
count most of it before you actually close.   
5. Personal protection: There are some jobs, 
especially in kitchens, where your staff are going to 
have to wear personal protective equipment such as 
gloves or non-slip shoes. It is your duty to supply this 
equipment, which your staff mush wear and use. 
This can be a good short-term solution but in the 
long run can be expensive. However, there are some 
jobs where there is no alternative but to wear the 
protective equipment.  
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Overexertion accidents
Awkward back posture
Heavy or frequent lifting
Prolonged sitting or standing

How to avoid overexertion
Store heavier or frequently used items at a height 
between workers’ hips and chest to reduce 
awkward postures when handling these items.
Place smaller loads in laundry washing machines to 
reduce tangling and the subsequent heavy pulling 
needed to remove the laundry from the washer.
Use laundry carts with spring‐loaded bottoms that 
rise as the cart is unloaded. This reduces repetitive, 
awkward bending.
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How to avoid 
overexertion 
accidents: 

 

Risk factors 
 
The key to preventing injuries is to reduce or 
eliminate the risk factors contributing to the injuries. 
Workplace factors associated with overexertion 
accidents to the back include: 
• Awkward back posture held for a period of time or 
repeated due to poor working heights and reaches. 
Examples include reaching for linen or supplies 
located on high shelves. 
• Heavy or frequent lifting, pushing, pulling, and 
carrying. For example, lifting and carrying bulk food 
containers.  
• Prolonged sitting or standing. Examples include: 
- Sitting; front office staff working on computers 
- Standing; a restaurant worker whose duties consist 
of greeting customers and working the cash 
• Whole body vibration. For example, delivery truck 
drivers. The time to complete a task, how often it is 
repeated, and the worker’s perception about time 
pressures can also influence workplace risk factors. 
 
How to reduce overexertion accidents: Reducing risks 
need not be a complicated process. Following are 
examples of solutions in the hotel and restaurant 
industries: 
• Store heavier or frequently used items at a height 
between workers’ hips and chest to reduce awkward 
postures when handling these items. 
• Place smaller loads in laundry washing machines to 
reduce tangling and the subsequent heavy pulling 
needed to remove the laundry from the washer. 
• Use laundry carts with spring-loaded bottoms that 
rise as the cart is unloaded. This reduces repetitive, 
awkward bending. 



• Install platforms at the base of laundry chutes to 
eliminate repetitive bending and lifting from the floor 
while sorting laundry. 
• Use long-handled tools to reach the walls and tub 
when cleaning showers to decrease reaching and 
stooping. 
• Ask a co-worker for help when moving heavy 
furniture. Employers should set a policy to give 
guidance in these situations. 
• Ensure cleaning products and equipment are 
efficient and do not require extra force to use. For 
example, use a window cleaner that doesn’t streak to 
reduce the number of wiping motions, or use a 
cleanser that removes dirt and grime with one swipe. 
• Use smaller banquet trays to lighten loads and to 
make them easier to handle. 
• Store clean plates on spring-loaded dollies to 
reduce repetitive bending. 
• Use carts to move heavy products from storage 
coolers and freezers. 
• Don’t store heavy items in small, confined areas 
where the worker may not be able to use safe lifting 
techniques. 
• Design or alter “pass through” windows in 
restaurants to reduce the risk of back injury. If they 
are too high or too deep, workers are forced to use 
long reaches and awkward postures to pick up 
orders. 
• Lower storage racks at dishwasher stations to 
minimize awkward lifting and reaching. Lowering the 
racks or using a sturdy step stool can help to reduce 
the height of the lift. 
• Add a footrest or matting to a hostess counter to 
give some relief from prolonged standing. 
• Reduce risks through organizing work differently. 
For example, room attendants could unload laundry 
from their carts more often to lighten the loads they 
handle and to reduce the amount of pushing needed 
to move the cart. 
• Train and supervise workers in safe work practices 
that have been developed to reduce their exposure 
to risk factors. 
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Cuts
Knives, furniture, equipment, utensils, dishes, 
etc

Do
Throw away broken or chipped glassware.
Lock out or disconnect the power source before 
cleaning equipment such as meat slicers
Consult the manufacturer’s instruction manual 
for operating, cleaning, and maintaining the 
equipment.

Don’t 
Do not operate equipment if you feel unwell or 
drowsy
Do not wear loose or frayed clothing, gloves, or 
jewelry that can be caught in a moving machine 
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How to avoid cuts
: 

 

Cuts can occur from knives, furniture, equipment, 
utensils, preparation areas, cleaning equipment, 
counters, glassware, and dishes. To avoid accidents, 
staffs need to:   
 
Do 
• Throw away broken or chipped glassware. 
• Use a cutting board for safe cutting and chopping. 
• Lock out or disconnect the power source before 
cleaning equipment such as meat slicers. 
• Make sure that you receive proper training in 
operating equipment and safe 
job procedures. 
• Consult the manufacturer’s instruction manual for 
operating, cleaning, and 
maintaining the equipment. 
• Make sure that cutting blades are sharp. 
• After cleaning, make sure that all guards and safety 
devices are put back in place. 
• Place a warning tag on defective and unsafe 
equipment and do not re-start the 
equipment. Inform your supervisor. 
 
Do not 
• Do not operate equipment if you feel unwell or 
drowsy. (Remember, some cold 
remedies can make people feel sleepy.) 
• Do not place hands near the edge of cutting blades. 
Make sure you can always 
see both hands (and all fingers) and the cutting 
blades. 
• Do not try to catch falling objects.  
• Do not try to clean or "just brush something off" a 
moving part such as 
cutting blades or beaters in mixers. 
• Do not push or place your hand in feed hoppers or 
delivery chutes. Use food 
pushers. 
• Do not try to cut anything in a slicer that becomes 
too thin. Use a knife to finish 
cutting. 
• Do not wear loose or frayed clothing, gloves, or 
jewelry that can be caught in  
a moving machine. 
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Slips and falls
Slippery and cluttered floors and stairs
Loose or bumpy carpets and floor mats
Defective ladders and footstools
Poor visibility

Do
Keep floors and stairs clean, dry, and non‐slippery
Make sure that carpeting, rugs, and mats are free of holes, 
loose threads, loose edges, and bumps that may cause 
tripping

Do not
Do not use chairs, stools, or boxes as substitutes for 
ladders
Do not leave oven, dishwasher, or cupboard doors open
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How to avoid slips
: 

 

Slips and falls can occur from: 
• Slippery and cluttered floors and stairs 
• Loose or bumpy carpets and floor mats 
• Defective ladders and footstools 
• Poor visibility 
 Do 
• Keep floors and stairs clean, dry, and non-slippery. 
• Keep floors and stairs clear of debris and 
obstruction. 
• Use slip-resistant waxes to polish and treat floors. 
• Make sure that carpeting, rugs, and mats are free 
of holes, loose threads, loose edges, and bumps that 
may cause tripping. 
• Use adequate warning signs for wet floors and 
other hazards. 
• Make sure that wooden duckboards and railings are 
in good repair and free of splinters. 
• Make sure that ladders and footstools are in good 
repair and have non-skid feet. 
• If possible, immediately remove or clean up any 
tripping or slipping hazard you notice. If it’s not 
possible to take care of the hazard yourself, report it 
immediately to your supervisor. 
Do not 
• Do not use defective ladders or footstools. 
• Do not use chairs, stools, or boxes as substitutes 
for ladders. 
• Do not leave oven, dishwasher, or cupboard doors 
open. These may present a tripping hazard for you or 
your co-workers. 
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Potential accidents: slips and falls

Do
Make sure that walking surfaces are 
uncluttered, non‐slippery, clean, and 
adequately lighted.
If you drop or spill something, clean it up 
immediately
Use non‐slip mats and floor finishes

Do not
Do not leave carts, boxes, trash cans, or 
other objects on the floors and in the 
aisles
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How to avoid 
accidents at floor
: 

 

Potential accidents at floors are slips and falls. 
 Do 
• Make sure that walking surfaces are uncluttered, 
non-slippery, clean, and 
adequately lighted. 
• If you drop or spill something, clean it up 
immediately. 
• Mop floors with the recommended amount of 
cleaning product in the water, or cleaning fluid, to 
ensure grease and other slippery substances are 
removed. 
• Make sure floors are free from trip hazards such as 
raised or broken sections. 
• Treat floors with slip-resistant products if the floors 
must be waxed. 
• Place wet floor warning signs to prevent people 
from slipping. 
• Use non-slip mats and floor finishes. 
• Replace doormats regularly. 
• Walk — don’t run. 
• Mark swinging doors with in and out signs. 
  
Do not 
• Do not leave carts, boxes, trash cans, or other 
objects on the floors and in the aisles. 
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Storage area
Potential hazards: collapse of stored goods

Do
Make sure the shelves are firmly secured in place 
against walls and on the floor
Store chemicals, detergents, and pesticides in a 
separate area away from foodstuff
Store heavy items on lower shelves, particularly 
when cartons contain fluids

Do not
Do not block passages in the storage area.
Do not stack loose items on the top shelves
Do not overload shelving units
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How to avoid 
accidents at storage 
area: 

 

Storage Areas 
Potential hazards: collapse of stored goods; slipping 
and tripping. 
  
Do 
• Make sure the shelves are firmly secured in place 
against walls and on the floor. 
• Ensure adequate lighting.  
• Store chemicals, detergents, and pesticides in a 
separate area away from foodstuff. 
• Ensure that chemicals that are not compatible with 
each other are not stored together. (Check the 
material safety data sheet.) 
• Store heavy items on lower shelves, particularly 
when cartons contain fluids. 
• Use bins and racks as much as possible. 
• Leave adequate clearance space between the top 
of the stored goods and the ceiling in areas protected 
by a sprinkler system. 
• Store cartons in dry areas. 
  
Do not 
• Do not block passages in the storage area. 
• Do not stack loose items on the top shelves. 
• Do not overload shelving units. 
• Do not store cardboard cartons in damp areas. 
• Do not overstock. 
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Burns and scalds
stoves, toasters, toaster ovens, ovens, boiling hot 
liquid, hot utensils, pressure cookers, cooking pots, 
and hot dishwashers

Do
Organize your work area to prevent contact with 
hot objects and flames
Keep pot handles away from hot burners.

Don’t 
Do not overfill pots and pans
Do not spill water in hot oil
Do not overstretch over a stove, grill, or other hot 
area in order to reach an uncomfortable distance
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How to avoid  burns 
and scalds: 

 

Burns and scalds can occur from stoves, toasters, 
toaster ovens, ovens, boiling hot liquid, hot utensils, 
pressure cookers, cooking pots, and hot dishwashers. 
  
Do 
• Assume that all pots and pans and metal handles 
are hot. Touch them only when you are sure that 
they are not hot or when you are using proper 
gloves. 
• Organize your work area to prevent contact with 
hot objects and flames. 
• Keep pot handles away from hot burners. 
• Make sure that handles of pots and pans do not 
stick out from the counter or cooking stove. 
• Use oven mitts appropriate for handling hot 
objects. Use long gloves for deep ovens.  
• Follow electric and fire safety guidelines. 
• Follow the manufacturer’s operating instructions. 
• Use only recommended temperature settings for 
each type of cooking. 
• Open hot water and hot liquid faucets slowly to 
avoid splashes. 
• Lift lids by opening away from you. 
• Wear long-sleeved cotton shirts and cotton pants. 
• Report problems to your supervisor. 
  
Do not 
• Do not overfill pots and pans. 



• Do not leave metal spoons in pots and pans while 
cooking. 
• Do not spill water in hot oil. 
• Do not overstretch over a stove, grill, or other hot 
area in order to reach an uncomfortable distance. 
• Do not use a wet cloth to lift lids from hot pots. 
• Do not open cookers and steam ovens that are 
under pressure. 
• Do not lean over pots of boiling liquids. 
 

95 

• Fire prevention and early detection 
are important

• Having smoke alarms and fire extinguishers on 
each floor

• Providing post evacuation procedures on the 
back of the door in each guestroom

• Having easy exit to outside from every guest 
bedroom
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How to avoid: 

 

Fire prevention and early detection should be major 
concerns. You should check with your local fire 
department for regulations and recommendations. At 
least, you should have smoke alarms and fire 
extinguishers on each floor of the building. One of 
each in every guest bedroom is not too many. Post 
evacuation procedures on the back of the door in 
each guestroom. Easy exit to outside from every 
guestroom is also essential. Two means of egress are 
recommended, if not required. All windows can be 
opened to allow escape or rescue in the event of fire. 
In general, hotel should conform to local and national 
fire codes.  
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• Drinking water.

• Toilets.

• Canteens.

• First aid.

96 © International Labour Organization

Welfare issues: 

 

Drinking water is essential for all types of workplaces. 
Especially in a hot environment, workers can easily 
lose several liters of water per shift. To reduce risk of 
spreading of infectious diseases, toilets must be 
cleaned on a regular basis and separate from food 
and work areas. Eating areas should be situated 
away from workstations to avoid any contact with 
dirt, dust, or dangerous substances used during the 
work process. The area provided should be as 
comfortable as possible to enable workers to relax 
during meal breaks. Accidents can always happen 
even when you have excellent health and safety 
measures in place. Emergencies can include cuts and 
bruises, eye injuries, burns, poisoning, and electric 
shock. Every hotel should have a well-stocked first-
aid box and at least one responsible person available 
during working hours who is trained in first-aid 
responses. 
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• Need to provide essential facilities to reduce 
fatigue and keep workers healthy.

• Demonstrates that management is 
concerned with the well‐being of 
employees.

• Involve workers in prioritizing and 
implementing welfare facilities. 
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Keeping workers 
health and 
comfortable: 

 

Work-related welfare facilities are often ignored 
because they are not seen as having direct impact on 
productivity. However, workers require adequate 
facilities to stay healthy and comfortable. If they do 
not have proper access to clean water, toilets, soap, 
and water to wash and somewhere to eat and 
recover from fatigue, productivity suffers along with 
worker morale and safety. 
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• Safe work environment not only reduces 
risks but also improves overall working 
conditions and productivity.

• Prevention and control methods with proper  
responses to emergencies.

• Consultation and cooperation between 
workers and managers to identify possible 
hazards and respect safety guidelines.
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Improving the 
working 
environment: 

 

At the session 5, we have learned that there are a 
few strategies to improve the working environment 
which are: 
 
 Safe work environment not only reduces risks but 
also improves overall working conditions and 
productivity.  
 Prevention and control methods with proper 
responses is required.  
 Consultation and cooperation between workers and 
managers is needed to identify possible hazards and 
to respect safety guidelines 
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In your group, 
decide how much 
stars do you deserve
:

Management should 
be particularly 
careful to solicit 
worker views during 
this exercise.

 

This exercise aims to check how much improvement 
has been achieved in workplace health, safety, and 
welfare issues in your hotel by this training. For this 
purpose, performance checklist sheet will be provided 
to all participants to measure up the progress. This 
checklist indicates 38 important points to consider, 
and management should be particularly careful to 
solicit worker views during this exercise. 
 



 
Session 5 Checklist. How does your hotel measure up: Health and safety for your 
guests and staff 
General 
⃞ Emergency numbers by telephone 

⃞ Handrails on all staircases 

⃞ No broken steps 

⃞ Obstacles removed from stairs, hallways, exits, and outside walkways 

⃞ Night-lights in hallways, bathrooms, and guest rooms 

⃞ smoke alarm in each guest room 

⃞ Fire exit from each guest room 

⃞ Fire extinguisher on each floor 

⃞ Evacuation procedures posted in each guestroom 

⃞ Electrical wiring in good condition, not exposed to guest contact 

⃞ Water from an approved source 

⃞ Pool, sauna, whirlpool inspected 

⃞ No hooks for clothing/towels at eye level 
Bathroom 
⃞ Cleaned thoroughly and disinfected in advance of each new guest's arrival 

⃞ Daily cleanups while guests are in residence 

⃞ Towels changed often 

⃞ Unbreakable glasses or paper cups only 

⃞ Grab-bars next to tub and shower 
Kitchen 
⃞ Sparkling clean 

⃞ No use of laundry facilities during food preparation or service 

⃞ Toxic substances such as insecticides and detergents, medicines, first-aid supplies, and other 
chemicals stored separately in closed cabinets 
⃞ Garbage containers lined and covered 

⃞ Hands washed with soap and hot water prior to preparing or serving food 

⃞ No smoking or eating during food preparation or serving 

⃞ Rubber gloves used if cook has cut on hands 

⃞ Food preparation surfaces washed and sanitized 

⃞ Two cutting boards for separated foods 

⃞ Food items wrapped or covered until serving  

⃞ Perishables refrigerated at 40 degrees F until serving 

⃞ Fruits washed thoroughly  

⃞ Butter and jam presented in single-serving amounts 

⃞ Utensils cleaned/sanitized 

⃞ Food cooked to recommended temperatures 

⃞ Food defrosted in refrigerator only 
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6

Environment‐friendly hotel

Strategies to implement green‐
hotel

Topics in this chapter

 

Environmental concerns are big news today. With 
increased public awareness, it is clear that “greening” 
is one of the major issues of our time. The hospitality 
industry has been at the forefront of today’s greening 
trend. In this sense, we are going to think of what 
environment-friendly hotel is, and how to implement 
a green-hotel at this session. 
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Video clip: 

 

This is a video clip about 3 river Eco lodge in 
Dominica which is awarded the green hotel of the 
year. This will give some idea on what green hotel is 
for participants of the training.  
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Taking responsibility for reducing 
the environmental impacts of the 
services you provide and the 
business you operate. 
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Definition: 

 

Environmental stewardship or greening, responsibly 
managing business operations to minimize their 
impact on the environment, is an important topic 
nowadays. Customers demand corporate 
environmental awareness and responsibility. 
Greening has also received much attention from the 
media, government, and public. Hospitality 
businesses recognize greening as an opportunity to 
reduce costs, improve operational efficiency, increase 
brand equity, and reduce safety and health risks to 
employees and guests.  
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Economic potential in the context of 
environmental improvement

Promoting health and safety of staffs and 
hotel guests

Meeting international standards, 
customers’ and partners’ satisfaction
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Three main benefits 
are: 

 

The lodging industry has recognized some of the 
economic potential that exists in the context of 
environmental improvement. As an example, 
Sheraton Rittenhouse square in Philadelphia in the 
USA, installed compact fluorescents and saved 78% 
in energy costs, with a paycheck in two years. The 
challenge for the industry is to innovate in ways that 
improve its competitive position, in addition to taking 
action on items that provide cost savings. 
 
Also, greening policy will promote health and safety 
of staffs and hotel guests. Nowadays, many hotels 
provide allergy-free rooms. Since seventy million 
Americans suffer from allergies, 12 million from 
asthma, and 10 million from environment-related 
illness or chemical sensitivity, it become more 
popular among travelers. A study found that 58% of 
travelers would be willing to pay slightly more for 
allergy-free rooms; and, 90% of business travelers 
and 82% of pleasure travelers expressed an interest 
in allergy-free rooms. 
 
In addition, it will meet the international standards 
and customers’ satisfaction. The convergence of 
environmental and human-health issues is further 
illustrated by the emerging ISO 14000 series 
(Environmental Management System Standard). This 
will be a slow but steady build-up in the 
environmental pressure on the hotels sector, and an 
awakening leading hotel chains participate in 
implementation for sustainable development. While 
the impact of ISO 14000 is yet to be determined, it 
would be unwise for the industry to ignore the 
content of this document and the possible guidance it 
may provide regarding future developments. Marriott 
International reports 40% of its corporate clients ask 
about environmental issues in their requests for 
proposals for corporate rates, and the Travel 
Industry Association of America reports that 43 
million travelers say they prefer to do business with 
companies that share their concern about the 
environment.   
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4 steps to 
implement a 
greening program
: 

 

Creating a “Go green ” sustainable culture is not a 
task for any one individual. Management support and 
involvement is critical for the success of a greening 
initiative. Once you have decided to proceed, we 
suggest that you select a project coordinator and 
team with representatives from management, 
engineering, marketing, public relations and human 
resources. The long-term objective is to improve your 
business value and the health and safety of guests 
and employees.  
 
The first step is to evaluate your current greening 
status by looking at key performance indicators; 
energy and water use, safety metrics, energy 
equipment efficiency, construction practices, 
hazardous chemical use, waste disposal practices, 
environmental and safety training and legal and 
regulatory compliance. After you assemble this 
information, you can educate your team and 
employees, communicate your objectives and 
actions, set priorities and goals and establish 
timelines.  
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Reducing wastes and use of hazardous 
products and materials

Water and natural resources conservation

Using more energy‐efficient equipment in 
heating, cooling, and lighting

Using energy‐efficient or alternative fuel 
vehicles

Recycling
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How to implement 
greening strategy
: 

 

These are examples of greening strategies. 
 
 Reducing wastes and use of hazardous products and 
materials: This reduces safety and health risks to 
employees and guests, and it also reduces the 
amount of hazardous wastes to be disposed. 
 
 Using more energy-efficient equipment in heating, 
cooling, and lighting and in construction materials for 
remodeling or expansions.  
 
 Recycling: It includes recycling electronic goods, 
reusable product packaging around single-use items.  
 
 Using energy-efficient or alternative fuel vehicles: It 
could be ride-share program and “Work-at-home” 
programs to minimize travel and traffic. 
 
 Water and natural resources conservation: It can be 
done in housekeeping and maintenance, and 
environmentally friendly land use.  
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Departments Actions

Guestrooms

• Having refillable amenity dispensers rather than 
individual containers for shampoo, conditioner, soap, etc
• Using recyclable amenity containers
• Removing unnecessary amenities
• Providing creamer and sugar by bulk containers

Catering
• Serving made‐to‐order foods
• Using adequate size of cups and dishes
• Reducing use of disposable materials

Housekeeping

• Using cloth rags rather than paper towels
• Emptying garbage can rather than replacing it each 
time
• Using garbage bags made from recycled materials

106 © International Labour Organization  

These are examples of how to control wastes in hotel 
depends on its departments.  
 
 Guestrooms: 
 - Having refillable amenity dispensers rather than 
individual containers for shampoo, conditioner, soap, 
etc 
 - Using recyclable amenity containers 
 - Removing unnecessary amenities 
 - Providing creamer and sugar by bulk containers 
 Catering: 
 - Serving made-to-order foods 
 - Using adequate size of cups and dishes 
 - Reducing use of disposable materials 
 Housekeeping: 
 - Using cloth rags rather than paper towels 
 - Emptying garbage can rather than replacing it each 
time 
 - Using garbage bags made from recycled materials 
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Department Actions

Guestrooms

• Checking toilet‐tank valves against leaks
• Replacing standard toilets with low‐flow models
• Equipping low‐flow showerheads in all 
guestrooms
• Having all faucets aerators
• Letting guests have the option to reuse towels

Laundry
• Using washing machine when washer loads at 
full capacity
• Reusing rinse water in other purposes 

Housekeeping
• Reporting water leaks to maintenance
• Limiting water use while cleaning

 

These are examples to implement water 
conservation: 
 
 Guestrooms 
 - Checking toilet-tank valves against leaks 
 - Replacing standard toilets with low-flow models 
 - Equipping low-flow showerheads in all guestrooms 
 - Having all faucets aerators 
 - Letting guests have the option to reuse towels 
 Laundry 
 - Using washing machine when washer loads at full 
capacity 
 - Reusing rinse water in other purposes  
 Housekeeping 
 - Reporting water leaks to maintenance 
 - Limiting water use while cleaning 
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Department Actions

Guestrooms

• Installing gasket insulators in all exterior‐wall outlets and 
switches
•Having weather‐stripped and caulked doors and windows
• Insulating properly water pipes
• Replacing incandescent light bulbs with compact 
fluorescent energy‐efficient bulbs

Common areas
• Lowering lighting or using energy‐efficient lighting
• Using of natural light

Housekeeping

•Using natural light when cleaning rooms
• Checking the seal on the refrigerator door
• Resetting room thermostats to specified temperatures 
after a guest departs
•Turing off lights, radios, and televisions in unoccupied 
rooms

 

These are examples of managing waste of energy. 
 
 Guestrooms 
 - Installing gasket insulators in all exterior-wall 
outlets and switches 
 - Having weather-stripped and caulked doors and 
windows 
 - Insulating properly water pipes 
 - Replacing incandescent light bulbs with compact 
fluorescent energy-efficient bulbs 
Common areas 
 - Lowering lighting or using energy-efficient lighting 
 - Using of natural light 
Housekeeping 
 - Using natural light when cleaning rooms 
 - Checking the seal on the refrigerator door 
 - Resetting room thermostats to specified 
temperatures after a guest departs 
 - Turing off lights, radios, and televisions in 
unoccupied rooms 
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Greening is taking responsibility for 
reducing the environmental impacts of the 
services that hotel provides.
Greening policy will promote health and 
safety of staffs and hotel guests. 
There are several ways to implement 
greening strategy in your hotel such as 
reducing wastes, natural resources 
conservation, using energy‐efficient 
equipment, and recycling
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Greening your hotel
: 

 

At the session 6, we have learned that: 
 
 Greening is taking responsibility for reducing the 
environmental impacts of the services that hotel 
provides. 
 Greening policy will promote health and safety of 
staffs and hotel guests.  
 There are several ways to implement greening 
strategy in your hotel such as reducing wastes, 
natural resources conservation, using energy-efficient 
equipment, and recycling 
 



Session 6 Checklist. How does your hotel measure up: Greening your hotel 
 
Energy 
⃞ Is the door weather-stripped and caulked? 

⃞ Are windows weather-stripped and caulked? 

⃞ Are water pipes properly insulated? 

⃞ If replacement windows are planned, are they double-glazed? 

⃞ Are hallway temperatures set to be warmer than room temperatures in summer and cooler than 
rooms in winter? 
⃞ Do housekeepers open drapes and blinds to use natural light when cleaning rooms? 

⃞ Do housekeepers close the door when cleaning a guestroom? 

⃞ Do housekeepers regularly check the seal on the refrigerator door? 

⃞ Are televisions unplugged when the room is not in use? 

⃞ Do housekeepers make certain that lights, radios, and televisions are turned off in unoccupied 
rooms?  
⃞ Does management evaluate whether to repair broken appliances before replacing them? 

⃞ Are new appliances the most energy-efficient models? 
 
Solid Waste 
⃞ Do guestrooms have refillable amenity dispensers rather than individual containers for shampoo, 
conditioner, soap and the like? 
⃞ Have unnecessary amenities been removed from rooms? 

⃞ Are utensils reusable rather than disposable? 

⃞ Does each guestroom have a recycling bin? 

⃞ Do housekeepers use cloth rags rather than paper towels? 

⃞ Are garbage-can liners emptied rather than replaced each time? 

⃞ Are garbage bags made from recycled materials?  
 
Water Conservation 
⃞ Do all standards toilets have dams in their water closets? 

⃞ Are toilet-tank valves checked against leaks? 

⃞ Are low-flow showerheads in place in all guestrooms? 

⃞ Do guests have the option to reuse towels? 

⃞ Do housekeepers immediately report water leaks to maintenance? 

⃞ Are housekeepers trained to limit water use while cleaning? 

⃞ Are all washer loads at full capacity? 
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In your group, 
decide how much 
stars do you deserve
:

Management should 
be particularly 
careful to solicit 
worker views during 
this exercise.

 

This exercise aims to check how much improvement 
has been achieved in greening policy in your hotel by 
this training. For this purpose, performance checklist 
sheet will be provided to all participants to measure 
up the progress. This checklist indicates 25 important 
points to consider, and management should be 
particularly careful to solicit worker views during this 
exercise. 
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7

How to initiate action 

Topics in this chapter

 

At the session 7, we are going to make plans to 
improve hotel’s performance by designing policies, 
methods, guideline, etc. 
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• Take all your lists and other outputs from 
previous exercises:

• Checklists

• Fishbone diagrams

• Problem‐solving sheet

• …
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Identified areas for 
improvements: 

 

To initiate action, each group will review all the lists 
that it makes during the training to prioritize the 
issues to solve.  
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• 6‐10 problems you want to address by the 
end of project

These should be:

• Achievable, not too big

• At least two for workers

Canteen, toilets, recreation area, break time

• At least two for management

Identify causes of absenteeism, OSH, 
warehouse or storeroom, etc

• Agreed on by your whole team here
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Exercise: 

 

We are encouraging you to address 6 to 10 problems 
which you want to solve, and these problems should 
be achievable, and include at least two issues for 
workers and two issues for management. 
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• Prioritize proposed activities asking:
– Can you start implementing immediately?

– Can you implement without major 
investment?

– Does it have high impact on productivity, 
profitability, health & safety etc.?

– Are first results visible within 1 month?

• Analyze further using the tools from the course

• Combine it into a list of potential actions
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You cannot do 
everything at once
: 

 

Each EIT needs to prioritize the activities based on 
the impact on the working environment, service 
quality, profitability, etc. In this process, it can use 
the tools from this training course.  
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PROJECTS INDICATORS METHODS TIME FRAME RESPONSIBL
E PEOPLE

Improve 
technical skills 
for rank & file 
and 
supervisors

• Increased 
productivity of 
5‐10% of 
compression

• Evaluation of 
3Ps (Skills 
update of the 
worker)
• Daily 
recording & 
reporting of 
individual 
productivity

•Whole month 
of October 
2010

• HRD Manager
•Production 
Manager
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In the “Action Plan” template, write down the projects, indicators, and methods/ 
steps you will use. 

 

This action plan template will be useful to analyze the 
problems, and to find the proper solutions for each 
project.  
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• Identify together opportunities for 
improving your services. 

• Use joint problem‐solving techniques to 
analyze problems and find solutions.

• Keep communications open to encourage 
ongoing feedback and commitment to 
enterprise improvement.

• Plan and initiate action. 

• Continually measure your progress to see if 
you are meeting your improvement goals.

• Continue on the continuous improvement 
path!
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What have you 
learned? 

 

In this training, we have learned to: 
 
 Identify together opportunities for improving your 
services.  
 Use joint problem-solving techniques to analyze 
problems and find solutions. 
 Keep communications open to encourage ongoing 
feedback and commitment to enterprise 
improvement. 
 Plan and initiate action.  
 Continually measure your progress to see if you are 
meeting your improvement goals. 
 Continue on the continuous improvement path! 
 
 



Session 7 Checklist. How does your hotel measure up: Hotel improvement. 
 

R  A  T  I  N  G  
 1 2 3 4 5 

Total ratings: 

MEASURING IMPROVEMENT      

SOLVING THE PROBLEMS IN HOTEL      

BOOSTING GUEST SATISFACTION      

GETTING, TRAINING, AND KEEPING GOOD STAFF      

HEALTH AND SAFETY FOR YOUR GUEST AND 
STAFF 

     

GREENING YOUR HOTEL      

TOTAL SCORE:      

Assessed by: 
Assessment date: 
Assessment number: 
Previous Rating: 

 




